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Introduction 

The purpose of this report is to seek approval from the sub committee for the Trading Standards 
Service Delivery Plan in accordance with the National Performance Framework. 

The report also contains details of the Trading Standards Service Operations Plan for 2005106 

Background 

In 2002 the Department of Trade and Industry (DTI) developed the National Performance 
Framework for Trading Standards Services in conjunction with LACORS, the Office of Fair Trading, 
National Weights and Measures Laboratory and the Trading Standards Institute. The framework 
introduced performance standards for Trading Standards and was aimed at ensuring that Trading 
Standards services throughout the UK are able to develop a modern service working towards 
national and local priorities in a coherent way. 

The aim of the framework is to: 

e 

e 

provide clear priorities and core standards for a modern Trading Standards service; 
support the role of Trading Standards in the community and in contributing to key local 

improve performance of Trading Standards by developing a system of measurement and 

facilitate a more coherent and consistent approach to enforcement and service delivery. 

authority priorities; 

sharing good practice; and 
e 

e 

One of the elements of the National Performance Framework Return is the Service Delivery Plan. 
The Service Delivery Plan will be the basis on which local authorities will be monitored and audited 
on their provision of a trading standards service through the Peer Review process that is currently 
being rolled out. 

Considerations 

The format for the Service Delivery Plan is based on an abbreviated template supplied by the 
Institute of Public Finance and is in two parts. The first part, dealing with the development of the 
plan, sets out the aims and objectives of the Council’s corporate plan and the Community Plan for 
North Lanarkshire, and how areas of trading standards work are developed from these. 

The plan contains an assessment of consumer needs based on both customer surveys and an 
overview of related social and economic indicators. Needs and expectations of local businesses are 
based on profiles of businesses in North Lanarkshire, inspection findings, complaints about 
business. and consultation results. 
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3.3 The second part of the plan outlines planned activities that meet the four national priorities from the 
white paper "Modern Markets, Confident Consumers". These priorities are - Informed Confident 
Consumers, Informed Successful Businesses, A Fair and Safe Trading Environment and an Efficient 
Effective and Improving Trading Standards Sevice. Many of these activities are detailed in the 
Trading Standards Service Operations Plan. 

3.4 The Operations Plan contains a number of strategic issues e.g. 

Development of a strategy to implement the new General Product Safety Regulations 
Development of a strategy to implement the General Duty not to Trade Unfairly 
Development of a strategy to implement a Debt Disbursement Scheme 
Improvement of telecommunications access to Trading Standards Service 
The well being of consumers 

There are also a number of operational projects: 

Safety testing of consumer goods e.g. toys, bunk beds, children's clothing, tyre safety 
Advice projects, National Consumer Week, scams awareness, sunscreen safety 
Home Safety, older persons awareness campaign, primary school programme, buy wise be safe 
campaign, electric blanket safety 
Enforcement projects, internet selling, short measure spirits and beer sales, tobacco advertising, 
under age sales e.g. spray paints, solvents. 

3.5 Service Managers in line with Department guidelines and protocol will carry out monitoring of 
progress against the Department's Service Plan and The Trading Standards Operations Plan. 

The monitoring process will be used: 

to identify significant variances from the Plans, identifying reasons for the variance and the 
proposed remedial actions to be taken. Such action may take the form of additional resources 
or a reassessment of the original target; 
to analyse complaint against service statistics and trends, identifying any needs to amend the 
enforcement programmes or review service delivery; 
to take account of any changes in external influences that were not taken into account in the 
preparation of the Plans, such as changes in local, corporate, national or international polices 

3.6 Copies of the Service Delivery Plan and the Operations Plan will be placed in the Local Government 
Library. The National Performance Framework requires that the Service Delivery Plan be published 
locally, and once agreed by the Sub-Committee it will be available on the Council's web-site. 

4. Recommendations 

4.1 That the sub committee approves the Trading Standards Service Delivery Plan and Operations Plan 
in accordance with the requirements of the National Performance Framework. 

P D a v i d  M-Porch 
DIRECTOR OF PLANNING & ENVIRONMENT 

For further information please contact David Roderick, Trading Standards Manager, on 01 236 61 641 5. 
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Executive Summary of 
TRADING STANDARDS SERVICE DELIVERY PLAN 

2005/2006 
for 

A: THE TRADING STANDARDS SERVICE IN THE COMMUNITY 

I ’ STAGE 1Al and 2 - Community and Corporate Objectives 

1Al. Community Objectives 

Please summarise briefly all your authority’s community objectives here. Show any planned 

Trading Standards work deriving from each objective. Put ‘none’ where there is no connected 

work for your service. Community objectives relate to the impact that the local authority can 

have on the community it serves, and might include the aims of social inclusion, economic well- 

being, life-long learning, environmental sustainability, health improvement, public safety and 

crime reduction. 

Corporate Objectives 

Business & Economy - creating wealth: 
o creating, building and attracting 

new companies 
o supporting the growth of existing 

businesses 
o essential improvements to the 

infrastructure 
o improvements in 

telecommunications technology 

Areas of trading standards work developed 
from this objective 

o work in partnership through 
Lanarkshire Economic Forum and 
other sources to deliver business 
support. 

o Home Authority links with business 
o dealing with business advice and 

enquiries 
o develop e-capacity for business 

development services 
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Social Inclusion: 
o clear, join partnership 
o responsibilities to overcoming 

o 
o 

exclusion 
an effective public transport system 
a review of services which help the 
unemployed into understanding the 
barriers that separate people from 
omortunities 

Learning through life: 
o improving education and training 

standards 
o providing people with the skills 

they need to be successful at work 
and for their personal well-being 

o developing a North Lanarkshire 
Community Learning Strategy; 
linked to active citizenship 

o identify local actions that all 
stakeholders contribute to and share 

o maintaining good health and having 
a tangible effect on the quality of 
life 

o addressing problems relating to 
diet, lack of exercise, smoking, 
substance abuse and excessive 
alcohol consumption 

organising activities to help older 
people, those with disabilities and 
other vulnerable groups 

o developing good quality 

Health, Well-being & Care: 

o supporting carers 
o 

Housing & Environment: 

neighbourhoods and housing to 
meet the needs of those people who 
live in the area 

Community Safety: 
o providing support to vulnerable 

groups 
o reducing the instances of injuries as 

the results of accidents 
o creating a safe and secure 

environment to live and work in 

o provide consumer & money advice 
services 

o implementation and monitoring of 
grants to Citizens Advice Bureaux 
and other agencies 

o participation in financial inclusion 
project aimed at persons with mental 
health problems 

o provision of consumer education 
o delivery of home safety programmes 

to primary schools, older citizens and 
other community groups 

o provision of money advice service 
alleviates stress and contributes to 
clients well-being 

o enforcement of age related sales 
legislation e.g. tobacco, fireworks 

o implementation of farms strategy to 
produce benefits in the food chain 

o projects on electric blanket safety, 
retail checks on storage of poisons 

o provision of home safety audits 
o enforcement of legislation on sales of 

spray paints to Under-1 6s to combat 
graffiti 

o home safety and product safety 
functions 

o implementation of provisions 
connected with petroleum and 
explosives legislation 

o measures aimed at curbing 
irresponsible and anti-social use of 
fireworks 
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, 1A2. Corporate Objectives 

Please summarise briefly all your authority’s corporate objectives here. Show any planned 

Trading Standards work deriving from each objective. Put ‘none’ where there is no connected 

work for your service. Corporate objectives relate directly to the local authority, for example, the 

delivery of quality services, openness, equality and better use of resources. 

Corporate Objectives 

Stimulating business and the economy: 
o to reshape town centres 
o to develop the transport network 

and business sites 
o to regenerate communities 
o to help people develop skills for 

employment 
o to improve the image of North 

Lanarkshire 

Promoting “social inclusion”: 
o to make sure everyone is treated 

equally, regardless of their race or 
disability 

o to promote financial inclusion 
o to target services to support the 

most vulnerable people 

Encouraging lifelong learning: 
o to improve the learning system 
o to raise achievement 
o to support inclusion 
o to improve people’s prospects 
o to support community learning and 

development 

Areas of trading standards work 
developed f’rom this objective 

o effective enforcement and business 
inspection programmes 

o adherence to the principles of the 
enforcement concordat 

o dealing with business advice and 
enquiries 

o participation in North Lanarkshire 
Information and Advice Forum 

o implementation of recommendations 
arising from corporate working 
group to review financial advice 
services in statutory and voluntary 
sector 

o to work with Dialogue Youth 
partnership on issues such as Young 
Scot 

o in conjunction with Education 
Department, promote safety 
competitions for primary and 
secondary pupils and debt awareness 
teaching packs 

0 IPF 2004 4 



Promoting health, well-being and care: 
o to promote healthier lifestyles 
o to provide services aimed at 

improving health 
o to increase support services for 

people in their own homes 
o to improve support and care 

services 
o to promote a safer workplace and a 

healthier workforce 
Improving Housing & Environment: 

o to improve the environment 
o to meet housing needs 
o to help people with particular needs 
o to provide high quality housing 

Promoting Community Safety and 
development : 

o to help people feel safer 
o to improve safety for road users 

and pedestrians 
o to improve the social environment 
o to promote personal safety 
o to develop communities and give 

them more of a voice 

Developing the organisation: 
o to develop and improve the 

workforce 
o to maintain effective financial 

planning and management 
arrangements 

o to make the best use of council 
owned property 

o to achieve continuous improvement 
o to develop the council’s role to lead 

the community 

o those areas of work identified in the 
TSI strategy document “Making the 
Connection” 

o duties arising from environmental 
legislation such as essential 
packaging and energy labelling 
work with partners such as 
Energywatch Scotland and other 
council departments in strategy for 
reducing fuel poverty 

o 

o carry out home safety audits and 
make referrals to Safer Homes 
project 

o representation on the corporate 
community safety and development 
working group 

o 
o 

carry out training and development 
to consider outcomes from best value 
review of service and application for 
Charter Mark 

o participate in EFQM and peer review 
process 

o ensure compliance with corporate 
risk management procedures 
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1A3. Outline Local Priorities 

Your authority’s community or corporate objectives may create specific local priorities, which 

are distinct and separate from and additional to the national priorities. Local priorities should 

relate to needs identified locally as reflecting the particular geographic or socio-economic 

circumstances of the authority. This might, for example, include the need for economic 

regeneration in a former coal mining area; or to meet the needs of a communify with a high 

proportion of immigrants, older people or students. It is not necessary to record as local priorities’ 

any more widely drawn priorities to look after local consumers. Strictly speaking these fit with the 

national priority of informed confident consumers, but they can also be included here to show the 

express wish of local members. 

This section can be omitted if there are no local priorities. 

Local Priorities 

Many of the actions arising from 
stimulating the business and economy relate 
to the regeneration of town centres and 
other areas 
The promotion of financial inclusion to 
tackle poverty and income deprivation 

To provide services aimed at improving 
health 

To improve the social environment 

Areas of trading standards work derived 
from local priority 

Work in this area is covered by the national 
priority of Informed Successful Businesses 

Promotion of money advice services, 
targeting of vulnerable groups and improved 
partnership initiatives with Social Work and 
Finance departments 
To develop role relating to health 
improvement e.g. tobacco advertising, age 
related sales, money advice 
to enforce restrictions on sales of spray paints 
to under-16s 
to consider implications arising from 
legislation on housing information packs 
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’ 1A4. Explanation of how the community and corporate plans take account of consumers 

You should show how your council fakes accounf of consumers. 

Improving town centres. In the resident’s survey 75% of respondents gave high priority 
to bringing new life to town centres. Attraction of new and wider range of shops and 
businesses will increase competition and choice for consumers. 
Promoting financial inclusion, One of the actions to support this aim is to ensure that all 
residents have access to a range of affordable financial services such as credit unions and 
the Municipal Bank. 
Encouraging lifelong learning includes the promotion of consumer and financial 
education, along with home safety education to a range of community groups. 
Promoting healthier lifestyles involves increasing people’s awareness of food and 
nutrition and improving access to high quality low cost foods, by promoting food co- 
operatives and other community food initiatives. 
Improvements to the environment involve improving waste management through training 
and awareness campaigns on the benefits of recycling. 
For housing needs a strategy will be developed to reduce the number of households living 
in fie1 poverty 
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1A5. Significant variations fiom the 2003-2004 Service Delivery Plan 

This section should show only the key variations you plan to make from last year’s plan. In 

preparing the list you will need to examine additional unplanned tasks undertaken last year in 

response to changing priorities as well as any tasks not undertaken and the reasons for this. 

Key Variations from 2003-2004 SDP 

Project on working with businesses on new storage 
requirements for fireworks not started. 

Project on new-build property descriptions not 
completed. 

Best Value review of service not complete by end of 
year 

Car servicing project involving motor vehicle testing 
unit not undertaken 
Participation in BBC documentary series “The 
Enforcers” 

Reason for Variation 

Legislation delayed in coming into 
effect 

Lack of timely property releases 
prevented full examination of claims 
made by property developers. To be re- 
commenced in 2004/05 
Continued into 2005/06 to enable 
consideration to be given to outcomes 
of review 
Shortage of suitably qualified staff to 
undertake work 
Approach by BBC Scotland made 
during the year 
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B: ASSESSMENT OF COMMUNITY EXPECATIONS AND FEEDBACK 

The DTI guidance suggests various methods and sources for making this assessment but there is 

no need to describe how the assessment has been made. Summarise the needs identified that 

you will be addressing later in the plan 

1 B 1. Summary of Consumer Needs identified as a result of the assessments - these will 
be taken into account in developing work plans, projects and programmes 

1. 
User surveys of consumer advice clients 

2. 
High level of demand for consumer advice 

3. 
Feedback from other agencies and CSN partners 

4. 
Participation in North Lanarkshire Information and Advice Forum 

5.  

Poverty, income and deprivation indices 

6.  

Analysis of money advice client profiles 
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' 1B2. Summary of Business Needs identified as a result of the assessments - these will be 
taken into account in developing work plans, projects and programmes 

1. 
Response to business enquiries 

2. 
Consistency and proportionality of approach 

3. 
Enforcement policy 

4. 

Business information 

5. 

E- delivery capacity 
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PART 2: TEE SERVICE DELIVERY PLluy 
I 

DTI suggest that you should use the development phases in Part I to audit the plan you have 

created so as to ensure that it addresses local and national priorities. The planned activities can 

then be included in this part of the Executive Summary. For the purpose of fhis summary, provide 

only brief details of the actions you are planning to bring programmes into effect. There is no need 

to give details of which officers are to carry out the plan, or for detailed timetables. 

You are also asked to set out how each planned activity reflects local feedback and links to your 

authority’s strategic objectives and any local priorities. 

You are reminded that the Assessment Team will look only at this plan, they will not be able to 

consider any additional documentation. The Team request that authorities provide sufficient detail 

within their summaries. 

Detailed guidance on all the standards was revised and reissued by the DTI in 2003. 
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I 

POLICIES TO MEET NATIONAL AND LOCAL PRIORITIES 

These are in areas that 
generate a number of 
enquiries and complaints 
from North Lanarkshire 
consumers. 
Corporate priority themes and 
community objectives: social 
inclusion and life long 
learning. 
Corporate priority themes - 
Promoting health, wellbeing 
and care: key aims - to 
promote healthier lifestyles, 
to provide services aimed at 
improving health. 
Promoting community safety 
and development: to make 
people feel safer, to promote 
personal safety 

PART 2A Informed Confident Consumers 

12(a,b,c,d,e,f) 

12(a,d,g) 

Provisions for educating, informing, advising and creating informed confident consumers 
in reflection of the earlier assessments in Part 1 and to meet each of the national standards. 
The provisions reflect local feedback and the links to the authority’s community and 
corporate objectives are also shown. 

Activity/programme/proj ectlwork planned 

To advise North Lanarkshire community of the 
efficacy of sunscreens and to inform of the 
protection against long term skin damage. 
Following last years sampling and testing of 
sunscreens, information and advice collated 
will be utilised to: - Inform the community of 
risk of skin cancer and how to lessen the risks; 

To provide advice and awareness campaigns on 
a range of consumer goods and services. These 
will involve the use of advice leaflets, media 
releases, and advice centre window displays. 
Participate in National Consumer Week. 

To deliver safety education programmes to 
different groups in society: home safety 
messages to primary school children and 
families at flower festival and through visits to 
schools, raise awareness in older people’s 
groups through “beetle drive” as fun way of 
passing on safety message, delivery of Buy 
Wise Be Safe child safety package through 
health visitors, parent & toddler groups, 
libraries and public buildings. 

Links to authority 
objectives 

How the activity reflects 
local feedback 

priorities the 
activity will 

meet 
12 (a,b,d) Corporate priority theme - 

Promoting health , wellbeing 
and care: key aims - to 
promote healthier lifestyles, 
and to provide services aimed 
at improving health 
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1 How the activity reflects 
local feedback 

Further development of the High Schools’ Debt 
Awareness pack, taking the project beyond the 
pilot stage and providing updated and 
participation with Plato project with Education 
Dept. 

Corporate priority themes and 12(b,d,h) 
community objectives: Life 
long learning, promoting 
social inclusion 
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PART 2 A1 Planned Level of Consumer Advice and Assistance 

I I 

Indicate the level(s) of consumer advice and assistance you provide using the Community Legal 

Services Quality Mark definitions. 

Contract in Area 

Level of Consumer Advice and Assistance Provided 

No Local Connection 

(Mark Y for Yes Where Appropriate) 

Y 

Y 

LevelKlient 

Y Y 

Y N 

Self-Help 
Information 

Y 

Assisted 
Information 

Y 

General Help 

General Help plus 
Case Work 

Local Tax Payers 

Y Y I  Y 

N 
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, PART 2B Informed Successful Business 

How the activity reflects 
local feedback 

Provisions to create informed successfbl businesses through education, information and 
advice. The provisions reflect local feedback and the links to the authority’s community 
and corporate objectives are also shown. 

Stmdard(s) 
13(a- j)/local 

Links to authority 
Activity/programme/proj ect/work planned priorities the 

activity will 
objectives 

All departmental bodies 

Develop e-capacity for business development 
services. Consultation with internal and 
external stakeholders as to how much, and in 
what spheres, interaction via e-capacity. 
Development of web-enabled information 
resources. Draw up protocol for e-mail 
servicing of client information requests. 
Commissioning site access. 

meet 
13(a,d,f,g) 

Formal Home Authority Links with business. 
To encourage efficiency, promote uniformity, 
reduce duplication and assist enterprises to 
comply with legislation. Provide preventative 
guidance and advice to local enterprises. 
Monitor and resolve disputes involving 
partnering businesses. Placing special emphasis 
on scrutiny of goods and services originating 
within North Lanarkshire. 

I Work in partnership through local Business 
Gateway, Lanarkshire Economic Forum and 
other sources to deliver business support. 
Liaison with Economic Development services 
to businesses and services to people teams. 
Development of protocols with re-launched 
Business Gateway. Exploitation of existing 
relationships in order to facilitate more robust 
collaborations. 

Increasing number of e-mail / 
intemet enquiries received. 
Community and corporate 
objectives: stimulating 
business and the economy. 

13 (a,c,gj) 

agreed to become part of the 
process and closer liaison 
with Business Gateway is to 
be initiated by the lead body - 
Economic Development, 
during the year. Community 
and corporate objectives: 
stimulating business and the 
economv. I 

During the last year a mail- 
shot to approximately 80 
businesses located in North 
Lanarkshire highlighted the 
role of the Trading Standards 
in the LACORS Home 
Authority Principle. There 
was a disappointing response 
to the invitation to join the 
scheme. Community and 
corporate objectives: 
stimulating business and the 
economy 
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Inform businesses regarding proposed new 
requirements for storage of fireworks. This will 
be done by publicity, meeting for stakeholders, 
joint working with other agencies e.g. Police. 

How the activity reflects 
local feedback 

New requirements relating to 
licensing and registration of 
premises reflect findings of 
COSLA fireworks task group 
report led by NLC. Suitability 
of licence applicants raised by 
number of local groups 
involved in Assent Hearing 
process. 
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PART 2C Enforcement of a Fair and Safe Trading Environment 

Provisions to secure a fair and safe trading environment for the protection of all consumers 
in the community, to foster an environment in which genuine traders can flourish and drive 
out rogue traders. The provisions reflect local feedback and the links to the authority's 
community and corporate objectives are also shown. 

Activity/programme/proj ectlwork planned 

Planned inspection programme for commercial 
premises. Comprehensive inspections of 
premises, prioritised according to risk. Re- 
visits to premises subject to "failure" on initial 
inspection. The full implementation of the 
LACORS Assessment scheme and a new 
software system during 2004 means that the 
premises database will capable of producing 
accurate risk assessed inspection programme 
for 2005106 
Formal home authority links with business. 
(see under Part2B). Update LACORS database, 
deal with requests for assistance fiom other 
authorities. 

Range of safety projects including glass in 
furniture, cigarette lighters, mountain bikes, 
nightwear, second hand electrical goods, toy 
projectiles, and oil lamps. Many projects 
carried out in collaboration with West of 
Scotland group and Glasgow Scientific 
Services. 

How the activity reflects 
local feedback 

Links to authority 
objectives 

The number of premises 
inspected within given 
timescales feeds into the 
Audit Scotland Statutory 
Performance Indicator. 
Corporate performance target 
is to be in top quartile. 

Corporate priority theme and 
community objective: 
stimulating business and the 
economy. 

Subjects selected from 
feedback from staff, 
complaints, and intelligence 
through regional or national 
group. 
Corporate priority and 
community objectives: 
promoting community safety 
and promoting health, well 
being & care. 

Standard( s) 
14(a- h)/local 
priorities the 
activity will 
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Metrological projects including sand & ballast 
weighing and measuring equipment, tackling 
short measure beers and spirits in pubs and 
clubs, pre-packed goods. 

Fair Trading projects including credit 
advertising, holiday prices, price comparisons 
in the motor trade, extended warranties and 
property misdescription. 
Distance selling project run in two parts and 
aimed at firms operating in North Lanarkshire. 
Internet searches will initially be conducted 
using a number of search engines and websites 
will be scrutinised for compliance with the 
appropriate regulations. Consumer information 
requirements and contract terms will be main 
focus. Businesses that do not comply with the 
regulations will be advised and offered training 
before the exercise is re-run. 

Those areas involving 
weighing equipment have 
either not been targeted for a 
considerable period of time or 
have previously been subject 
of consumer complaints to the 
service. Sales of beer and 
spirits are a national and local 
concern that prompt 
complaints and have 
previously been subject of 
reports to Procurator Fiscal. 
Impacts on corporate and 
community objectives of 
stimulating business and the 
economy, and promoting 
health, well being & care. 
A number of concerns about 
the possible misdescription of 
new houses were raised 
through elected members in 
2003 but this project was not 
bale to be conducted last year. 
Projects impact on corporate 
and community objectives of 
stimulating business and the 
economy and improving 
housing and the environment. 
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PART 2D Provision of an efficient, effective and improving Trading Standards 
Service 

Provisions to develop and modernise the Trading Standards service and to ensure it is able 
to meet the requirements of this Service Delivery Plan efficiently and effectively including 
delivery of continuous improvements. The provisions reflect local feedback and the links to 
the authority’s community and corporate objectives are also shown. 

Activity/programme/project/work planned 

To complete application for Charter Mark 
status for Advisory services - includes 
consumer and money advice, and home safety. 
Identify any gaps in current service provision 
against Charter Mark standard 
Improved integration of Consumer Direct into 
consumer advice service provision, including 
automatic transfer of calls to Consumer Direct 
call centre, acceptance of referrals from 
Consumer Direct through Flare connector, 
implementation of protocols for complaint 
handling. 
Developing the Service Delivery Plan, 
including an Operations Plan for 2005/06. The 
plan is approved by elected members and is 
available on the corporate website. Officers 
will be given their own copy of the operations 
plan and a staff seminar will be held. 

The Trading Standards Service, as a Service 
within Planning and Environment Department, 
has a written policy and procedure for the 
handling of complaints against service 
delivery. Details of the procedure are 
contained in the leaflet explaining the Service’s 
Enforcement Policy that is given to traders 
when a Planned Inspection is carried out. 

~- ~ 

How the activity reflects 
local feedback 

Links to authority 
objectives 

Key objective from 
Departmental service plan. 
Corporate plan priority theme 
- developing the 
ornanisation: Aim 4.6 
Principle of Consumer Direct 
service supported by elected 
members and senior officers. 

Staff have been consulted on 
and had an input into the 
contents of the operational 
plan. Consultation has been 
undertaken with various 
service users and stakeholder 
groups. 

This is to be reviewed on a 
departmental basis, and a 
pilot exercise is currently 
being carried out 
Corporate priority: 
developing the organisation 

Standard( s) 
15(a- k)/local 
priorities the 
activity will 

15(a,b,i) 
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To help assess the training and development 
needs of the Trading Standards staff, the 
Service carries out Personal Development and 
Review interviews and produces associated 
plans for all levels of staff. 3rd and 4th tier 
officers on Performance Review and 
Development scheme. 

Further development of new IT database 
system for premises inspections, complaints 
and enquiries and other statistical recording 
and management purposes. Flare system now 
hlly operational. 
Contact can be made with the service through 
consumercomplaints.org and the corporate 
website. The service has signed up to the OFT 
Consumer regulation website. 
Co-ordinated working through West of 
Scotland and SCOTSS/LACORS regional 
group. Local arrangements and MOU where 
appropriate with Strathclyde Police, Customs 
& Excise, Inland Revenue. 
There are joint arrangements with the Fire 
Service and Police with respect to petroleum 
related incidents. Contingency plans are in 
place for emergencies such as Foot & Mouth, 
Anthrax, Rabies. 

Implementation of best value review of service 
To include: measurement and monitoring of 
customer and staff satisfaction; complaints with 
criminal law content; animal health & welfare 
provision and inspection programme protocols. 

The Trading Standards Service has gained BS 
EN IS0 9002: 2000 accreditation for the 
various services units with Trading Standards. 

Annual review meetings held 
with staff. Service priorities 
decided by Managers. 
Corporate priority: 
developing the organisation 

Data recording and palm tops 
reviewed as part of best value 
review. 
Service web pages devised by 
staff. 
Corporate priority: 
developing the organisation 

Staff from a range of levels 
represent the Council on these 
groups. 
Corporate priority: 
developing the organisation 
Contingency plans in line 
with advice form SEERAD, 
DEFRA etc 
Corporate priority: 
developing the organisation 

Staff from all levels of the 
service represented on best 
value working group. 
Corporate priority: 
developing the organisation 

Audits, both Internal and 
External, are carried out to 
ensure continued compliance 
with the registration 
requirements. 
Corporate priority: 
developing the organisation 
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