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3.1 

Purpose of Report 

The purpose of this report is to seek approval from the 
Trading Standards Service - Service Policies in accordance with recommendations 
from ‘Made to Measure?’ an accounts commission report on trading standards services 
in Scotland. 

committee for the updated 

- 

Background 

In December 2002 Audit Scotland sent to the Council the report of its findings from their 
audit work in North Lanarkshire, included within this report was an improvement 
agenda containing recommendations to address areas where improvements to the 
service could be achieved. 

One area for improvement identified was a lack of written policy procedures for service 
standards which was addressed prior to publication of the final report when a set of 
service policies was approved by this sub-committee at its meeting in August 2002. 

These updated policies included within this report have been reviewed in light of 
advancements in working practices and changes to local and national priorities after a 
process of consultation with major stakeholders 

Considerations 

The Service meets the demands of the Council’s key objectives by delivering a mixture 
of statutory and non-statutory services. Non-statutory services include: - 

Consumer Advice 
Debt Counselling 
Consumer Education 
Business Education 
Home Safety 

The non-statutory services delivered by Trading Standards form an important part of 
the Council’s overall service delivery ensuring that it meets its obligation to the people 
of North Lanarkshire in terms of its strategic objectives. The information, advice and 
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3.3 

4. 
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advocacy service provision addresses the Council's social inclusion aims together with 
improving the health and safety of clients. 

The policies produced by Trading Standards covering the main service delivery areas 
will be reviewed, at least, on an annual basis. 

Copies of the Policy Documents will be also be placed in the Local Government 
Library. 

Recommendations 

That the. . committee approves the Trading Standards Service policy documents 
included in this report at Appendix 1. 

Local Government Access to Information Act: for further information please contact David 
Roderick Trading Standards Manager on 01236 61 641 5. 



APPENDIX 1 
NORTH LANARKSHIRE COUNCIL 

TRADING STANDARDS SERVICE 

POLICY PAPER - NON STATUTORY SERVICES 

The purpose of this paper is to set out briefly the nature and value of 'non-statutory services' 
delivered by the Trading Standards Service 

1 Background 

The Council has a statutory duty as a local "Weights and Measures Authority" to enforce a 
range of trading standards and consumer protection legislation e.g. Weights and Measures 
Act, Consumer Credit Act, Trade Descriptions Act, Consumer Protection Act, Timeshare Act, 
Fair Trading Act etc., etc. 

The Trading Standards Service acted as an enforcement agency only until the advent of the 
Trade Descriptions Act 1968, the so-called "Housewife's Charter", when it found itself being 
asked for advice and guidance from members of the public on the operation of and protection 
available under this new legislation. 

Authority to provide Consumer Advice was first contained in the Local Government (Scotland) 
Act 1973 and later in the Weights and Measures Act 1985. During this period and subsequent 
to it a range of non-statutory services was developed and delivered driven by the twin engines 
of consumerism and council policy: - 

Consumers were becoming more aware of their position and power in the marketplace and 
expected to be provided with information, advice and assistance in obtaining redress when 
things went wrong. 

Successive Council's social policies required departments to target resources to areas of 
need in order to redress disadvantage. This meant, inter alia, that a responsibility was placed 
on Trading Standards, to ensure that the disadvantaged obtained value for money, safe 
goods and services, representation and help to obtain redress and justice when needed. 

Other factors bearing on the development of such services were: 

a. The publication of the European Communities (as it was then) Consumer's 
Charter which identified five basic rights to which it stated consumers were 
entitled. Amongst these were: - 

the right to protection of economic interests 

the right to redress 

the right to representation 

the right to protection of health and safety. 

and, 

b. the publication of a report by the National Consumer Council in 1975 which 
stated that "the right to information and advice is as much an irrevocable right 
of citizenship as the right to education - the fourth right of citizenship". 



2. Present Service Delivery 

Building upon the foundations described above, the Service meets the demands of the 
Council's key objectives by delivering a mixture of statutory and non-statutory services. Non- 
statutory services include: - 

Consumer Advice 
Debt Counselling 

Consumer Education 
Business Education 

Home Safety 

3. Consumer Advice 

This service is delivered through two Advice Centres one in the centre of Motherwell, one at 
the Coatbridge pedestrianised precinct. They provide advice, support and a conciliation 
service on the supply of goods and services and related matters to consumers and traders. 

The service dealt with over 16,000complaints from consumers about faulty goods and 
services valued at over f2.1 million. 

Complaints received via the advice services form an indispensable database for the 
department in identifying problem traders and areas of consumer concern requiring 
enforcement action. This data allows managers to target resources more effectively and 
creates a situation in which, rather than have an enforcement team of approximately 15, over 
320,000 members of the North Lanarkshire public can play their part in safeguarding 
everyone's interests. 

4. Debt Counselling 

This service includes the provision of specialised debt counselling (closely linked to the 
service's statutory responsibilities under the Consumer Credit Act 1974) together with a 
broader based service of representation and benefit advice all delivered by debt counsellors 
and debt advisors based at three offices in Bellshill, Coatbridge and Cumbernauld. 

This year the service will deal with over 1000 new clients with debts approaching f 15 million and will 
re-negotiate repayment programmes in agreement with creditors to the benefit of both parties. Debt 
Counsellors also dealt with over 5000 enquiries in respect of clients' rights and obligations in the field 
of consumer credit. The links within the North Lanarkshire Information and Advice Forum will also see 
benefits related clients obtain nearly f 1,800,000 worth of lump sum gains and an increase in benefit of 
nearly f 154,000 to December (9-month period). This new found cash is also recycled into the local 
economy. 

5. Consumer Education 

The service, through its fair trading officers as well as its Debt Counsellors, delivers a 
Consumer and CrediVDebt Education Service. It is accepted that better educated consumers 
are able to make more informed choices when considering the purchase of goods and 
services in the competitive market. It follows, therefore, that the provision of such a service 
goes some way towards alleviating the effects of poverty and disadvantage. 



6. Business Education 

It is difficult to reconcile an advisory function within an enforcement regime unless, as with the 
Trading Standards service, it is accepted that the business community are clients of the 
service too and a better value service is provided if preventative advice is offered to all that 
seek it. Commercial enterprises are encouraged to contact any arm of the service for advice 
on civil law and criminal statute issues. By helping business meet its obligations then it is 
more able to compete in the marketplace. 

7. Home Safety 

Consumer safety is one of the statutory provisions enforced by the service but this is 
restricted to the safety of goods at the time of manufacture or sale and does not relate to the 
safe use and commensurate risk applicable within the house or garden. In order to facilitate a 
more holistic safety environment our Home Safety team advises the community on a wide 
variety of related topics. In addition to this advisory function staff will perform home safety 
audits. 

8. Conclusion 

The non-statutory services delivered by Trading Standards form an important part of the 
Council's overall service delivery ensuring that it meets its obligation to the people of North 
Lanarkshire in terms of its strategic objectives. The information, advice and advocacy service 
provision addresses the Council's social inclusion aims together with improving the health and 
safety of clients. 
The service help to recycle funds into the local economy through and to the benefit of 
consumers as well as helping to obtain significant sums of benefit money, which are levered 
into the community. 
The Service also seeks to create a better informed consumer population which is better able 
to look after its own economic welfare and knowledgeable as to when to complain and to 
whom. This is to the benefit of all in North Lanarkshire but particularly to those who suffer 
from the disadvantages of poverty and inequality. 



POLICY PAPER - CONSUMER ADVICE 

The purpose of this paper is to set out the policy framework for the delivery of consumer 
advice services 

1 .The Trading Standards Service delivers a wide range of services for the benefit of 
consumers, industry, commerce and society as a whole. Its aim is to foster fair trading and 
compliance with consumer protection legislation and the delivery of consumer advice is part 
of the array of services designed to meet that and other objectives. The service also strives to 
meet the Council's strategic objectives, which lay stress on the need to provide advice and 
information to the people of North Lanarkshire thereby promoting social inclusion, promoting 
community development and stimulating the local economy. 

2. Whilst there is no statutory requirement to deliver consumer advice, authority to do so is 
contained in: 

Local Government (Scotland) Act 1973 

Weights and Measures Act 1985 

Because of the nature for the present day market it is all too easy for consumers to fall prey to 
unscrupulous, unfair, offensive and fraudulent trading practices. The Consumer Advice 
Service aims to promote consumers' awareness of their rights and obligations and to assist 
them when things go wrong. 
3.0n the wider front the European Community, now the EU, published its "Consumer's 
Charter" in 1975 which identified five basic rights to which it stated consumers were entitled. 
Amongst them were: - 

The right to protection of economic interests. 

The right to redress. 

The rights to representation. 

4.The development of a North Lanarkshire Consumer Support Network is part of a DTI 
initiative deriving from the Government's White Paper: Modern Markets - Confident 
Consumers which sees consumer advice as being one of the cornerstones to the 
development of consumer empowerment and improved standards in the supply of goods and 
services. Trading Standards will assume a lead role in setting up and steering the CSN, which 
will result in a much more integrated consumer advice service throughout the Council area. At 
its centre, Trading Standards will play a pivotal role as the only agency able to enforce 
legislation and liase directly with the Office of Fair Trading and the other enforcement 
agencies. It will also develop best practice in the delivery of services and assist participating 
agencies to achieve accreditation under the Quality Mark Scotland. 
5.By delivering consumer advice and dealing with complaints against traders in North 
Lanarkshire, the service benefits from the build up of a database of trader activity. When 
instances of malpractice arise they can either be dealt with locally by the enforcement teams 
or co-ordinated in wider area by partnering other agencies to tackle the problem. 

6.lnformation on complaints and enquiries is forwarded quarterly to the Office of Fair Trading 
which then compiles the statistics on a national basis. This allows the OFT to take an 
overview of business practice and make representation to the government on measures to 
curb those which are unacceptable. 

7 Amongst the Consumer Advice Services delivered by the Division are: - 
Pre-purchase advice to ensure that consumers receive value for money. 

Receiving and recording complaints about the supply of goods and services. 

Providing a conciliation service to consumers who have problems with local traders supplying 
faulty goods and services. 

\ 



Supporting consumers seeking redress by other means - arbitration and litigation 

The use of Codes of Practice for the resolution of consumer complaints. 

Support for consumers, as litigants, in small claims in the Sheriff Court, 

Talks and presentations to schools and other interest groups on consumer rights, means of 
seeking redress and other related issues. 

8. By delivering an efficient and effective Consumer Advice service, not only will the Trading 
Standards Service have the benefit of feedback and information deriving from public concerns 
as expressed through consumer complaints but this benefit can also be enjoyed by, and 
cascaded to, other agencies with the consumers' interests at heart. 

9.The policy of providing immediate advice to residents and shoppers in North Lanarkshire 
will allow the service to act as the eyes and ears of the Office of Fair Trading and therefore 
play a significant and valuable part of the policing of the market place both locally and 
nationally. 

POLICY PAPER - DEBT COUNSELLING 

The purpose of this paper is to set out the policy framework for delivery of the debt 
counselling service 

1. The Trading Standards Service delivers a wide range of services for the benefit of 
consumers, industry, commerce and society as a whole. Its aim is to foster fair trading 
and compliance with consumer protection legislation and the delivery of debt 
counselling service is part of the array of services designed to meet that and other 
objectives. The Service also strives to meet the Council's strategic objectives which 
lay stress on the need to alleviate the worst effects of poverty thereby improving 
health, wellbeing and care whilst promoting social inclusion and helping to stimulate 
the local economy. 

2. The service carries the responsibility to enforce the Consumer Credit Act 1974. This 
legislation seeks to regulate most aspects of the activities of the consumer credit 
industry in the UK, i.e. banks, HP companies, finance companies, money lenders, 
check traders, pawn brokers, second mortgage providers, credit brokers, debt 
collectors, credit reference agencies, etc. 

3. The service also delivers a consumer advice service under the authority contained in: 

The Local Government (Scotland) Act 1973 
The Weights and Measures Act 1985 

4. The motivators referred to in (I), (2) and (3) above provide the rationale for the 
delivery of the debt counselling service. 

5. Debt Counsellors and advisors provide assistance and support to clients with multiple 
debt problems. They importantly act as a barrier between debtor and creditor helping 
alleviate stress and providing information and guidance to both parties. The 
counsellors try to maximise clients' income and negotiate repayment schedules for 
both parties to agree thereby freeing up sufficient income for clients to maintain an 
acceptable lifestyle without the worry of pursuit by debtors or their agents. 



6. 

7. 

8. 

9. 

The service participates in the North Lanarkshire Information and Advice Forum with 
social services welfare rights, housing, finance, all local Citizens Advice Bureaux and 
Independent Advice Centres. This Forum acts as an information exchange and 
referral system whereby clients gain access to money advice and the North 
Lanarkshire Council services who can affect an increase in client income and ease 
the burden of debt. Additional benefits claimed or won and the income released by 
the re-negotiation of debt are re-cycled into both the local community and the Council 
area. 

By delivering these services and participating in collaborations, the Trading 
Standards Service benefits from the build up of a database of creditor activity. When 
instances of malpractice arise they can either be dealt with locally by the enforcement 
teams or referred to the Office of Fair Trading, which regulates the market in the UK 
and licences credit providers and others in the industry. 

In its recent deliberations the Scottish Executive has recognised the need for better 
and more accessible advice and information services following the abolition of 
poinding and warrant sales. Along with other agencies it recognises that, if high 
quality advice and information were available, the need for the intervention of the civil 
courts would be minimised. 

In addition to the Information and Advice Forum, the development of a North 
Lanarkshire Consumer Support Network as part of DTI initiative and in which Trading 
Standards take a lead role, will result in a much more coherent debt 
counselling/money advice service throughout the Council area. At its centre, Trading 
Standards will play a pivotal role as the only agency able to enforce legislation and 
liase directly with the Office of Fair Trading and the other enforcement agencies. 

10. Because of the close working relationships developed with the office of Fair Trading 
and other agencies in this field, including the Council as a creditor, it is appropriate 
that this Service continues to deliver debt counselling/money advice services through 
its Advisory Services working in partnership with the enforcement staff. 

POLICY PAPER - BUSINESS ADVICE 

The Trading Standards Service delivers a wide range of services for the benefit of 
consumers, industry, commerce and society as a whole. It's aim is to foster Fair 
Trading and compliance with consumer protection legislation, and the delivery of 
business advice and education is part of the array of services designed to meet these 
and other objectives. 

Whilst there is no statutory requirement to deliver business advice and education the 
Services aims of complying with COSLA's Concordat For Good Enforcement and a 
preference, highlighted in the Services Enforcement Policy, for enforcement by 
advice drives officers to be more responsive to business needs. 

The provision of good, supportive information and advice under the Trading 
Standards business services policy is in addition to consultation undertaken as part of 
the Home Authority Principle or as by way of advice tendered during inspection and 
complaint visits to commercial premises. 

The nature of the present day market makes it all too easy for consumers to fall prey 
to unscrupulous, unfair and fraudulent practices: unfortunately many small 
businesses too can require help in avoiding such operations. The business advice 



service aims to promote business' awareness of their obligations and rights and to 
assist them when things go wrong. 

5 Amongst the aims of the North Lanarkshire Trading Standards Service is to support 
competitiveness and enterprise in the community and help develop a fair and safe 
trading environment. In order to deliver on these objectives the service must better 
liase with business and other appropriate services. 

6 In order to help create an informed successful business community the Trading 
Standards Service will undertake to provide timeous quality information and advice 
using modern technology and other appropriate media. The Service will, in 
partnership, develop and deliver a pro-active education programme to business. 

7 By delivering efficient and effective business advice, not only will the Trading 
Standards Service have the benefit of working with businesses to improve 
compliance and minimise non-compliance and failure but will have the additional 
advantage of feedback and information from business of their concerns that can 
influence the Service delivery. 

8 The policy of providing timeous advice to businesses in North Lanarkshire will allow 
the service to act as a sounding board for business concerns. By exploiting existing 
links between business, local authorities and government agencies to give 
information and advice on wide-ranging consumer protection issues the objectives set 
for the Trading Standards Service can be met. 

POLICY PAPER - CONSUMER EDUCATION 

1 The primary purpose of providing goods and services should be to benefit consumers 
and the community at large. The purpose of the service is to promote fair trading in 
the provision of those goods and services. 

2 Traditionally, commercial and professional providers have adopted the attitude of 
knowing what is best for the consumer. Increasingly this view has been challenged by 
the growth of consumers' interest in their rights and obligations, the growth or the 
consumer protection service industry, the development of the customer care ethic 
and initiatives such as the Citizens' Charter. 

3 Consumers are now also prepared to take matters into their own hands by 
complaining directly to suppliers. This development is the result of, and will be further 
encouraged by, the provision of consumer education that empowers consumers in 
dealing with such providers. 

4 When things go wrong, consumers need to know how to put them right. They need to 
know to whom to complain, what they are entitled to and when to take matters to a 
higher level. Providers often have their own arrangements for dealing with complaints 
but there is a range of other agencies that are able to offer support and deal with 
complaints. Consumer education will help people complain effectively and understand 
the roles of the different agencies involved. 

5 Consumers need access to information to gain awareness of their rights, obligations 
and choices, and in order to reach the appropriate decisions. Such information is 
affected by the readiness of suppliers and other agencies to make this advice and 
information available and in a form that consumers can readily understand. 
Consumers' take up of the information in turn is affected by their awareness of what is 
available and by their cultural, educational and other background factors. Consumer 
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education can help people work out what their needs are, where to go for advice and 
information, and how to put it to good use. 

Consumers should be in a position to select goods and services that best fit their 
requirements and preferences. Choices may well be constrained by what consumers 
themselves can afford. Consumer education can help consumers develop awareness 
of the choices that are available and the criteria for selecting such goods and services 
on the basis of cost, economy, convenience, safety and reliability. 

Furthermore, as the EU produced a Directive requiring its member states to take 
steps to promote the development of consumer education in schools and further 
education, it has become imperative to ensure that not only consumers have access 
to the appropriate resources but that tomorrow's consumers, who are in the 
classroom today, are equipped with the necessary life skills to enable them to obtain 
value for money in the market place. 

The Trading Standards Service is uniquely placed to provide the consumer education 
alluded to above. The expertise and intelligence accumulated as a direct result of 
both the provisions of consumer advice services and the statutory obligations placed 
upon them, produces a resource which can be tapped to serve this end. 

Consequently, it has been the policy of this service to promote consumer education 
on matters relevant to the work of the Department, i.e. the law relating to the supply 
of goods and services and related legislation. This service is delivered through the 
Protective Services Division's mainline offices, its various information and advice 
points and with plans to utilise the world wide web and other direct sources such as 
the Office of Fair Trading and the Trading Standards Institute for information and 
educational purposes. 

Consumer education can be delivered to the schools and further education colleges 
by providing the necessary resource material for teachers to produce a cross 
curricular approach. One-off talks and displays can also be used to raise awareness 
of consumer issues and act as a catalyst, generating interest in the subject. 

Encouragement to take part in the Young Consumer of the Year Competition also 
focuses the pupils' minds on consumer issues and injects a competitive element that 
in turn produces enthusiasm for the subject. The same applies to the European 
Young Consumers Competition which encourages the production of project material 
on a range of consumer themes e.g. advertising, healthy eating, competition, market 
testing etc. 

Consumer education on the broader front can be delivered by means of: 

- Displays in town centre Advice Centres. 

- Talks and presentations to women's groups, mother 
and toddler groups, church and community groups, etc. 

- Participation in media features and news items. 

- Participation in the events of National Consumer Week 
which raises the public awareness of consumer issues. 

The first Director General of Fair Trading, Sir John Methvin, once remarked that - 

The better informed people are about their rights and 
obligations, the less need there is for legislation to protect them. 



14 It therefore follows that the responsibility devolves onto everyone involved in 
"consumer protection" to ensure that the sentiment expressed above is translated into 
action and that the Trading Standards service uses its expertise and experience to 
meet that objective. 

POLICY PAPER - HOME SAFETY 

1 The use of goods within the home and garden should be a relatively risk free 
operation. Similarly, simple remedial repairs to furniture, furnishings and the fabric of 
any house should ensure a safer and, hopefully, more attractive environment. The 
purpose of the service is to promote a safer home environment and, in the case of 
children, facilitate where practicable free hire of equipment that reduces the risk of 
harm. 

2 Everyone would like to think that risk from harm occurs out-of-doors and that once 
inside a home that you are safe. Unfortunately, statistics from the Royal Society for 
Prevention of Accidents (ROSPA) show that more UK citizens die in home accidents. 
There are 3 million home accidents that result in hospital treatment compared to 300, 
000 road accidents requiring hospital treatment. 

3 Traditionally, the safety of goods has been subject to an enforcement regime aimed 
at production and distribution levels and enacted via Trading Standards Departments. 
The safety of persons within their own home was not seen as an area for legislation 
nor of great government concern. 

4. Council's began to address safety within the home in an ad-hoc way and North 
Lanarkshire Council is one of few Scottish Local Authorities to employ staff dedicated 
to the provision of advice and information to the community; the aim of which is to 
lessen the risk of home accidents. 

5. The Home Safety teams remit is to try and prevent home accidents yet still learn from 
those that occur. This is done at a local and national level. The information 
accumulated as a direct result of the national and local liaison has a positive impact 
on the service provision and development. 

6. Consequently, it has been the policy of the service to promote safety in the home and 
garden via community education viz. presentations to Mother and toddler groups, 
School groups, Youth groups and those in "the third-age". Delivery is via a number of 
mediums and is serviced from within the service's Special Projects Team at 
Motherwell. 

7. Community Safety Education can be delivered to targeted audiences and indeed the 
necessary resource materials provided to teachers to produce a cross curricular 
approach. 

8. The Trading Standards Service is uniquely placed to provide the community 
education alluded to above. The expertise and intelligence accumulated as a direct 
result of both the provisions of home safety advice and the statutory obligations 
placed upon other areas of the service, produce a resource which can be tapped to 
serve this end. 

9. To supplement the Community Safety Education role the Home Safety Officers can 
conduct home safety audits within North Lanarkshire homes. Householders are 
informed of any potential hazards within their own home setting and advised of how 



to negate or lessen the risk of harm, Some basic checks on the in-house electrical 
supply are also carried out. Referrals are made to appropriate partner agencies to 
provide further advice or assistance 

10. In homes that have pre-school aged children the service can offer, normally via Safer 
Homes referrals, free child safety equipment. The equipment ranges from electrical 
socket safety covers and cupboard catches to stair gates, fireguards and other child 
safety equipment. 

11. The majority of Home Safety operations are project based and these projects help 
deliver in a number of corporate themes whilst providing a positive public relations 
role for the Council. 


