
 

 

 

M. Mansell, BSc 

(Hons), C.P.F.A., 

Chief Executive 

North Devon Council 

 

 S. Walford 

Chief Executive and 

Director of Growth 

Mid Devon District 

Council 
 

BUILDING CONTROL JOINT COMMITTEE 
 

A meeting of the above Joint Committee of North Devon Council and Mid Devon District 
Council will be held at Woodlands Enterprise Centre, Pathfields Business Park, South 

Molton on THURSDAY 23
RD

 NOVEMBER 2017 AT 10.00 A.M.  

 
Members of the Group:  Representing North Devon Council 
 

Councillors Brailey and Yabsley. 
 
Representing Mid Devon District Council 
 
Councillors Chesterton and Eginton. 

 

AGENDA 
 

1. Appointment of Chairman 2017/18.  To appoint a Chairman from North Devon 
Council for a period of one year from date of appointment. 

 
2. Appointment of Vice-Chairman 2017/18.  To appoint a Vice-Chairman from Mid 

Devon District Council for a period of one year from date of appointment. 
 
3. Apologies for absence.   
 
4. Declarations of Interests.  (Please complete the form provided at the meeting or 

telephone the Corporate and Community Services team to prepare a form for your 
signature before the meeting) 

 
Items must be re-declared when the item is called, and Councillors must leave the 
room if necessary 

 

PART ‘A’ 
 

5. Purpose of the Joint Committee.  NDC Assistant Solicitor to report. 
 

6. Building Control Business Update.  Report by Building Control Manager 
(attached). 
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7. Building Control Service Plan.  Report by Building Control Manager (attached). 
 

8. Pooled budget and trading account as at 30 September 2017.  NDC Head of 
Resources to report. 

 

9. Early impacts of Grenfell Tower fire.  Report by Building Control Manager 
(attached). 

    

10. Building Control Key Performance Indicators.   Report by Building Control 
Manager (attached). 

 

11. Senior Technical Support Officer Post.   Report by Building Control Manager 
(attached). 

 

12. Dates and locations of future meetings of the Committee.  To agree dates and 
locations of future meetings of the Committee for 2017/18.  (NOTE: Unless 
otherwise agreed the Joint Committee must meet at least on a quarterly basis with 
the meeting held at 10.00 a.m. and at the offices of the Chairman’s partner 

authority).  
 

PART 'B' (Confidential Restricted Information).  

 
Nil. 
 
 

Reminder - Members please return your agenda to the Corporate and Community 

Services Officer at the end of the meeting  

 

If you have any enquiries about this agenda, please contact Corporate and 

Community Services, telephone 01271 388253 

 
 
North Devon Council 
Brynsworthy Environment Centre 
Barnstaple 
North Devon   EX31 3NP  
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NMD BUILDING CONTROL 


REPORT TO: JOINT SERVICES COMMITTEE 


DATE: 23 NOVEMBER 2017 


TOPIC: BUILDING CONTROL KEY PERFORMANCE 
INDICATORS 


REPORT BY: MIKE TUCKER (BUILDING CONTROL MANAGER) 


 


1 INTRODUCTION 


1.1 A single set of Key Performance Indicators are required to ensure that there is a 
common basis for review of performance for both partners. The report reviews 
existing KPI’s and makes recommendations proposed KPI’s. 


2 RECOMMENDATIONS 


2.1 The following key performance indicators are recommended.  


Proposed KPI  


No Description Target 


1 
Building Regulation 
Applications examined within 3 
weeks 


95% 


2 
Building Regulation Full Plan 
applications determined in 2 
months 


95% 


3 Average time to first response 10 days 


4 Cumulative Income  Cumulative breakeven 


5 
% market share based on 
number of applications 


75% 


6 Housing completions 40% 


 


3 REASONS FOR RECOMMENDATIONS 


3.1 The following observations are made with regard to the current KPI’s. 


 


 


 


 







3.2  North Devon 


 


 


 


 


 


 


 


 


 


 


3.2.1 The North Devon Key Performance Indicators have not been reviewed for some  
time. L125 remains a key indicator 


3.2.2 L310 and L311 seek to measure market share but exclude domestic work where 
we are the strongest representation. A 75% market share across all sectors 
individually is unrealistic in todays market with over 30 Approved Inspectors 
operating in the area over the last 2 years. However, it is recommended that the 
75% target is retained as a percentage of all applications. 


3.2.3 L310 is based on a percentage of housing completions and could be retained. 
However, this is subject to wild fluctuations depending on whether large sites are 
nearing completion or not but it does indicate long term trends. However a realistic 
target in this sector would be 40%. 


3.2.4 L311 is based on the fee income but this is an extremely subjective “guess” with 
regard to the work involved on initial notices as the information provided by 
approved inspectors is increasingly vague resulting in unreliable figures.  


3.2.5 L317 is a highly subjective percentage based on feedback forms and does not add 
value 


3.2.6 L318 and L319 are a measure of economic activity in the construction sector and 
do not reflect the performance of the service 


 


 


 


 


 


No Description Target 


L125 BC Fee Income (cumulative) £340,000 


L310 
NDDC Market Share – new 
housing 


75% 


L311 
NDDC Market Share – 
commercial market 


75% 


L312 
Full Plans checked within 3 
weeks 


75% 


L317 
% of BC customers satisfied 
with the service 


97% 


L318 
No. of jobs starting in the 
period 


180 


L319 
No. of notifications received in 
the period 


190 







3.3 Mid Devon 


No Description Target 


1 
Building Regulation 
Applications examined within 3 
weeks 


95% 


2 
Building Regulation Full Plan 
applications determined in 2 
months 


95% 


 


3.3.1 Both current KPI’s provide a valid measure of performance but do not provide 
adequate detail. 


 


4 RESOURCE IMPLICATIONS 


4.1  No resource implications 


 


5 CONSTITUTIONAL CONTEXT 


Article or Appendix 
and paragraph 


Referred or 
delegated power? 


  


 


6 STATEMENT OF CONFIDENTIALITY 


6.1  This report contains no confidential information or exempt information under the 
provisions of Schedule 12A of 1972 Act. 


 


7 BACKGROUND PAPERS 


7.1 The following background papers were used in the preparation of this report : 


None 
 


8 STATEMENT OF INTERNAL ADVICE 


8.1 The author (below) confirms that advice has been taken from all appropriate 
Councillors and officers. 


 


Author: M G Tucker   Date: 14/11/2017 
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NMD BUILDING CONTROL 


REPORT TO: JOINT SERVICES COMMITTEE 


DATE: 23 NOVEMBER 2017 


TOPIC: SENIOR TECHNICAL SUPPORT OFFICER POST 


REPORT BY: MIKE TUCKER (BUILDING CONTROL MANAGER) 


 


1 INTRODUCTION 


1.1   This report presents the case for creating a post for a Senior Technical Support 
Officer. 


2 RECOMMENDATIONS 


2.1  The committee approves the reorganisation of the Technical Support to create a 
senior post based at Woodlands. 


3 REASONS FOR RECOMMENDATIONS 


3.1   The Building Control Technical support team is made up of 2.6 FTE posts. The role 
covers a wide range of support activities including scanning and indexing of 
documents, registration of applications, front line telephone response, system 
administration, managing social media and web site which creates a number of 
conflicting priorities. Furthermore, these activities are split over two sites creating a 
clear need for coordination and supervision of these activities. Currently this role is 
carried out by the Building Control Manager but increasingly one of the existing 
Technical Support Team is taking the lead. 


3.2   The creation of this post would release the Building Control Manager to concentrate 
on the development and marketing of the service rather than the day to day 
administrative support.  


4 RESOURCE IMPLICATIONS 


4.1  The reorganisation should have a neutral or insignificant impact on the Building 
Control budget as it can be funded by the reduction in staff hours achieved by 
replacing two part time posts with one full time equivalent which reduced the hours 
from 50 to 37. 


4.2   It would be necessary to ring fence the new post to within the Building Control 
Service as these duties would need to be in addition to the role already carried out. 


4.3   It is proposed that the post is located at Woodlands in order to centralise the 
administrative support as much as possible and maximise communication between 
the management team consisting of the Building Control Manager, Principal 







Surveyor and Senior Technical Support Officer. Localised administrative support 
would still be maintained in the Tiverton office. 


4.4  The exact grade of the post would be subject to job evaluation. 


5 CONSTITUTIONAL CONTEXT 


Article or Appendix 
and paragraph 


Referred or 
delegated power? 


  


6 STATEMENT OF CONFIDENTIALITY 


6.1  This report contains no confidential information or exempt information under the 
provisions of Schedule 12A of 1972 Act. 


7 BACKGROUND PAPERS 


7.1 The following background papers were used in the preparation of this report : 


None 


8 STATEMENT OF INTERNAL ADVICE 


8.1 The author (below) confirms that advice has been taken from all appropriate 
Councillors and officers. 


 


Author: M G Tucker   Date: 14/11/2017 
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BUILDING CONTROL SERVICE VISION 


Provide a highly regarded professional Building Control Service that provides a quality of service that limits the risk of noncompliance with the Building 
Regulations at a competitive price. The service utilises the support of LABC Services Ltd to deliver a national service that is locally based. 


DESCRIPTION OF SERVICE 


 The Building Control Service provides a third party check of design and construction for building projects to ensure compliance with the building 
regulations. This is a statutory service although it is in competition with the private sector.  


 The service is also responsible for, 


o Enforcement of Building Regulations,  


o Regularisation of unauthorised work,  


o Control of demolition work through Section 81 of the  Building Act 1984 


o Control of dangerous structures through Section 77 and 78 of the  Building Act 1984 


o Maintenance of registers of work by Approved Inspectors and Competent Persons  


o Provision of expert advice to Council officers regarding construction, sustainability, facilities for disabled persons and fire safety. 


o Provision of expert advice  to the public 


o The provision of Building Control is a statutory service. 


o Professional indemnity insurance must be maintained. 


OBJECTIVES 


Short Term (specific to this financial year) 


 Normalise service and ensure KPI’s and Building Control Performance 
Standards are met 


 Establish Joint Service Committee  


 Develop digitised working practices 


 Develop Quality Management system to prepare for ISO Registration 


 Introduce programme of structured customer contact  


 Develop mentoring of Surveyors within the service 


Medium and Long Term  


 Work in partnership with North Devon with an integrated service 
maximising efficient use of available resources 


 Provision of a commercially viable building control service that complies 
with the requirement for self-financing imposed by the Building (Local 
Authority Charges) Regulations  2010 


 Establish reputation for quality of service delivery and customer focused 
delivery to maximise retention of market share 


 Explore opportunities for delivery of complimentary services to support 
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 Form a limited company to facilitate development of additional revenue 
streams through just for profit activity. 


 Roll-out of iApply digital submission platform 


 Roll-out of mobile working app for site records 


 


marketing of service and provide additional revenue potential. 


POLICY FRAMEWORK 


There may be a significant impact on Regulation and performance standards as a result of the Public Enquiry into the Grenfell Tower Fire 


CONSULTATION 


Who are your customers?  What mechanisms for consultation do you plan to use this financial year? 


Stakeholders include householders, builders/developers and professional agents as well as council officers, councillors, the public and other agencies. 


Key customers for marketing purposes are those that have the greatest influence on choice of building control provider and are identified as architectural 
agents and regional medium sized builders / developers. 


Mechanisms for consultation. 


 Distribute on completion of projects customer feedback form 


 Programme of structured customer contact 


What feedback from consultation in previous financial year has fed into this Business Plan? 


Development of programme to form Partnership following comprehensive review of service carried out including, survey of customer feedback and interviews 
with a sample of key customers. 
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RESOURCES 


Staffing (Workforce Plan) 


Number of staff and FTE 


1 FTE Manager (shared with North Devon) 


1 Principal Building Control Surveyor 


4 FTE Senior Surveyors 


4 FTE Building Control Surveyors 


2.8 FTE Admin Support 


Details of any staffing plans for this financial year 
(i.e. restructure, increased need, possible changes 
such as maternity/retirement) 


 


Budget 


Base Budget (NMD): £735,130 


NB  Service charges have been based on previous 
years budgets but require adjusting to take into 
account the Partnership. 


Budget allocation 
    75% Building Control trading activity 
    25% Non-chargeable 
   40% of total budget allocated to Mid Devon    
           based on current ratio of activity between    
           partners 
    60% of total budget allocated to North Devon    
           based on current ratio of activity between    
           partners 


Current income prediction for 2017/18 is 
breakeven 


NB - A low level of certainty with regard to this 
forecast due to unknown macroeconomic and 
political factors influencing activity in construction 
industry as a result of European negotiations. 


 


Other 


A key issues impacting resourcing include, 


 Extreme recruitment difficulties if any 
vacancies occur requiring qualified personnel 


 Implementation and testing of new ICT 
systems 


CONTINGENCY PLANS 


What plans do you have in place to continue to meet service obligations should there be a disruption to service resources (e.g. staffing, equipment, contractor) 


Working jointly with North Devon Building Control provides greater resource flexibility reducing the risk to service delivery. 


The Building (Local Authority Charges) Regulations 2010 require the building control activity subject to completion to breakeven. This is monitored over a 3 
year period with any surplus or deficit ring fenced in the Building Control account. This enables corrective action to be taken to ensure breakeven is achieved 
over a five year period through adjustment of the cost of the service. 


If there is insufficient resource to deliver the service at any time the service will seek to enter mutual agreement with another Local Authority to outsource 
design checking. This has been demonstrated to work effectively through an agreement with Exeter City Building Control which maintains Mid Devon as the 
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primary customer contact and maintains continuity of control on site. 


 
 


ACTION PLAN 


 
Objective and Description of 
Project(s) 


Expected Outcome 
Potential Impacts (+/-) Risk Score 


Public, Staff, 
Service Users 


Other Services 
(maximum of three) 


Sustainability S L Total 


1.  UAT and implementation of iApply Delivery of web 
submission portal 


BC staff ICT     


2.  UAT and implementation of Mobile 
inspection App  


Delivery of mobile 
working app 


BC staff ICT 


 


    


3.  Complete recruitment and induction 
of staff 


Full establishment BC staff      


4.  Review and modify working 
practices to develop mobile working 
system 


iDox mobile app 
implemented and 
procedures more 
efficient 


BC staff 


 


ICT 


Customers 


    


5.  Develop ISO9001 Quality Assurance 
System 


Prepared for audit BC staff      


6.  Implement/develop programme of 
customer contact  


Regular meetings 
with key clients 


BC staff Customers     


7.  Increased support to Surveyors Better decision 
making and lower 
risk 


BC Staff 
 


    


8.  Form limited company Company registered 
to facilitate just for 


BC staff Legal 


Finance 


    







Building Control Service Plan 2018-19 


 


profit activity 
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APPENDIX A – Business Environment 
 
Internal factors 
Building Control operates in a competitive environment with each individual project being open to tender and it is required by Building (Local Authority 
Charges) Regulations 2010 to break even. Prior to the Partnership Mid Devon Building Control had been making a significant loss for a number of years. 
 
As a result a number of cost reduction measures have been implemented including, 


 Redundancy of Building Control Manager and introduction of shared management post 


 Reorganisation of team introducing Senior and Building Control Surveyor posts in order to reduce salary budget 


 We are now implementing a reduction of 13 hrs/week in administration support due to anticipated efficiency improvements resulting from the 
ICT upgrade 


 The overall impact of the Partnership on service charges has yet to be fully reported but a saving is anticipated  


 Flexible deployment of resources across the partnership 
 
Income generation measures have also been implemented,  


 Costs of service provision and the fee structure has been reviewed and revised 


 Greater controls and transparency introduced to the quotation procedure  


 Increased focus on customer to arrest decline in market share 
 
Operating systems have also been re-engineered, merging of North Devon data on to a single database with the introduction of digital working practices have 
all been achieved with only the implementation of the iApply web submission platform and Mobile Building Inspection App outstanding at this point due to 
technical difficulties. 
 
These changes have led to an inevitable focus of management resource on the design, testing and implementation of systems. The impact of these changes 
mean that a period of consolidation is now required to enable these changes to be evaluated together with a renewed focus on the staff delivering the service 
to ensure their performance is developed and maximised in order to ensure that customer service is the focus and all KPI’s are met. 
 
External Factors 
Economic activity in the construction industry has slowed markedly. The retail prices index currently indicates inflation of 1.6%. However construction 
materials are significantly higher with plasterboards up 12%, insulation up 12%, aggregates up 5% and some timber products up 35%. As a result the 
Federation of Master Builders is reporting that a third of small building firms are now struggling to break even. This is the result of the decline in the strength of 
the pound. Furthermore, there is evidence that consumer confidence is declining reducing demand created by for major expenditure such as home 
improvements due to political uncertainties and the European negotiations. 
 
This is reflected in our number of applications and is a pattern repeated in Districts across Devon. Applications appear to be down by approximately 20 per 
month although market share has not significantly changed. 
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Currently market share, based on the relative number of applications, is 80% across the partnership. However, with 30 different companies competing for 
work in the area over the last 3 years, competition from approved inspectors is only likely to intensify. Market intelligence tells us that our main competitor 
(JHAi Ltd) is now actively targeting North Devon as it considers itself to be under represented in the area. This has led to approaches to our most “user 
friendly” Surveyor offering a salary increase of £7,000 pa and a package of benefits to represent them in this area. 
 
Probably the biggest impact on the service in 2018/19 will be the fallout from the Grenfell Tower fire and the Dame Judith Hackett led public enquiry into 
Building Regulations and Fire Safety. It is already clear that the current situation where Local Authorities effectively have autonomy over their Building Control 
Service is unlikely to continue. In order to respond to criticisms regarding oversight and national consistency LABC are introducing a performance standards 
framework backed up by an audit regime  and asking all Local Authorities to sign up to this. To facilitate this LABC services Ltd will register as a certification 
body for ISO9000 and be responsible for auditing all Local Authority Building Control services to ensure a uniform approach and standards. Prior to the 
formation of the partnership North Devon were ISO9001 registered and audited by SGS. However, this was terminated as the 3 year renewal was due last 
November and assessment would not have been valid post partnership implementation. Hence, the fee would have been wasted. It will be necessary to 
prepare our procedures and operating methods to ensure we can gain accreditation to the new ISO 9001: 2015 standard and the requirements of the 
Performance Standards Framework. This is likely to require significant effort and resource from within the Building Control Service over a limited period. There 
will also be costs associated with registration and training. 
 
Increased scrutiny of both public and private sector building control could potentially drive up standards increasing the level of inspection by our competitors. 
This would effectively drive up their costs requiring them to raise prices. As we are already providing a greater level of inspection this could effectively enable 
us to improve our margins and remain competitive. 
 


Number of applications per month 
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Business Development 
Part of the business case for the partnership is to explore opportunities for alternative income streams. In order to carry out just for profit activity it will be necessary to 
form a limited company to effectively limit liability and the risk to the partner authorities. It is therefore recommended that such a company is set up now to facilitate this 
and would also prevent a competitor from registering NMD Building Control Ltd. 
Potentially opportunities include activities such as, 


 Provision of energy rating assessments 


 Provision of fire risk assessments 


 Consultative Services such as contributing to feasibility studies not directly related to a Building  Regulation  


 Provision of warranty inspections for insurance companies 


 Provision of inspection services for Approved Inspectors located outside the area. 
 
In order to take advantage of opportunities when they arise it may be necessary to act quickly. It is therefore recommended that the infrastructure is implemented now.
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APPENDIX B – Service Performance Report 
 
Performance 2016/17 (Mid Devon only) 
 


KPI Target 
Achieved 


Q1 Q2 Q3 Q4 


Building Regulation Full 
Plan applications 
determined in 2 months 


95% 96% 84% 88% 98% 


Building Regulation 
Applications examined 
within 3 weeks 


95% 96% 72% 83% 100% 


 
 


 
Performance 2017/18 (NMD Building Control) 
 


KPI Target 
Achieved 


Q1 Q2 Q3 Q4 


Building Regulation Full 
Plan applications 
determined in 2 months 


95% 84% 95% % % 


Building Regulation 
Applications examined 
within 3 weeks 


95% 96% 86% % % 


 
 
The first quarter has seen the implementation of new working systems which have introduced significant difficulties as a result of the data merge whilst the 
department was under resourced both in administration and surveying with North Devon staff having a steep learning curve on the new system. 
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Financial Performance 
 
 
 
 
 
 
 
 
 
 
Financial Performance since April 2017 


 
 
 
 
 
 
 
 
 
 
 
 
 


 
 
 
 
 
 
 
Financial Performance 3 years prior to April 2017 
 
Financial Performance 2016/17 
Mid Devon           North Devon 
 


Financial performance for 2015/16 


The base budget for NMD Building Control is £735,130 of which £330,920 has been allocated in the Mid Devon Budget. However the resources are used flexibly 
without considering the District boundaries. Hence the costs of the service are allocated based on the ration of fee income between the Partners. This means 
that currently 40% of the costs are apportioned to Mid Devon.  
 
Hence, the actual budgeted cost of the service is reduced from £330,920 to £294,052 enabling the Partnership to deliver an anticipated saving of £36,868 to Mid 
Devon. This will in effect reduce the cost of Building Control non fee earning activities from £82,730 to £73,513 delivering a saving of £9,217. A time sheeting 
exercise will be carried out in Quarter 4 of 2017/18 to verify the assumptions used in this apportionment. 
 
Building Control fee earning activity is assumed to be 75%. Hence, the breakeven figure for the partnership is £551,347 which would require a fee income in Mid 
Devon of £220,539.  
 
The budgeted fee income for 2017/18 for Mid Devon Building Control is £280,000.  
 
At the end of Q2 2017/18 the total partnership income is £309,658 providing an income of £124,836. When income is aggregated over the year this results in a 
small operating profit of £5,135 for the first half of the year. 
 
However, it should be noted that these figures are based on the budgeted service charges from each Authority which have not been adjusted in the accounts to 
take account of the partnership and actual costs will be used in the final accounts and reports. Adjustments required include the fact that North Devon ICT costs 
have not been adjusted to take into account provision by Mid Devon and there has been a vacant Principal Surveyors post from 1 April - 4 December 2017. 
Hence the overall impact of adjustments should reduce overheads. 
 
Due to the business uncertainties highlighted in the previous section it is conservatively predicted that the service will breakeven in 2017/18. 
 
This will result in an income figure less than that budgeted but fulfils the legal requirements. This should not impact on the overall Mid Devon revenue budget as 
any surplus would in any case be ring fenced for the Building Control Partnership under the terms of the Partnership agreement. 
 
When data is available from Finance confirming the cost base the current unit cost of £66.00/hr used for costing our service for the fees and quotations will be 
reviewed to ensure accuracy and ensure that the fee framework continues to deliver value for money and ensure financial costs are covered. 
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NMD Building Control Financial Performance  
 
    Cumulative income per month 2017/18 


 
 
Mid Devon Financial Peformance 


  
 
 
 
 
 


Cumulative income per month 2017/18 
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APPENDIX C – Service Risk Report 
 


 
Impact guidance 
 


  
Likelihood guidance 


 


High = Major implications on the 
delivery of the project or service 
failure 


5 High = Almost certain that the risk will occur 90% 5 


Medium = Moderate implications 3 Medium = Probable chance 50% 3 


Low = Minor / insignificant 
implications 


1 Low = Possible but unlikely 1 


 


 


Risk  


No 


 


Risk Description 
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 Political        


R.01 Cause: Adverse political forces 


Risk: Major change as a result of the Public enquiry 


into the Grenfell Tower fire 


Consequence: Increased scrutiny and auditing of 


the Building Control function and potential legal 


changes 


 


 


4 


 


 


4 


 


 


16 


Ensure robust quality assurance system is 


implemented. 


Retain qualified and experienced staff. 


 


 


5 


 


 


2 


 


 


10 


R.02 Cause: Change of political control 


Risk: Change of leadership 


Consequence: Withdrawal from partnership 


 


 


5 


 


 


1 


 


 


5 


Commitment to 5 year agreement  


 


1 


 


 


3 


 


 


3 
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Risk  


No 


 


Risk Description 
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 Resourcing        


R.07 Cause: Failure to rationalise overhead  costs 


Risk: Excessive charges 


Consequence: Unit rate will be higher making 


service uncompetitive 


 


5 


 


5 


 


25 


Robust partnership agreement 


Flexibility in negotiation by partners 


 


3 


 


3 


 


9 


         


 Staff        


R.034 Cause: Different  Job evaluation schemes between 


Mid and North Devon 


Risk: Failure to harmonise 


Consequence: Staff moral 


 


3 


 


3 


 


 


9 


Review of service delivery after 12 months  


1 


 


2 


 


2 


R.05 Cause: Staff not accepting change 


Risk:  Failure to build team 


Consequence: Adverse impact on customer service 


Loss of market share 


 


5 


 


3 


 


15 


Team development program 


Involvement of staff 


Clear vision for service 


Communication plan 


 


3 


 


2 


 


6 


R.06 Cause: Staff in one authority performing better than 


the other 


Risk: One authority drains the resources of the other 


and reputational damage  


Consequence: Uneven distribution of resource, loss 


of market share 


 


3 


 


3 


 


9 


Performance management  


3 


 


1 


 


3 
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Risk  


No 


 


Risk Description 
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R.07 Cause: Staff leaving 


Risk: In sufficient resource to deliver service  


Consequence: Customer dissatisfaction and loss of 


business. Reduced inspection failing to identify 


noncompliance with Building Regulations 


5 5 25 Continginency plan to outsource plan checking to 


neighbouring Local Authority 


Flexible use of resources with North Devon 


Potential use of market supplement to retain staff 


2 4 10 


         


 ICT Systems        


R.08 Cause: Failure to provide robust support to ICT 


systems  


Risk: System Failure 


Consequence: Failure of service provision  


Loss of market share 


 


 


5 


 


 


 


3 


 


 


 


15 


Adequate resource and expertise allocated to 


Building Control in ICT 


 


 


5 


 


 


1 


 


 


5 


R.09 Cause: Failure to provide adequate systems 


administration resource 


Risk: Failure to maximise efficiency of system and 


working practices.  


Consequence: Low staff moral and poor service 


performance 


 


 


5 


 


 


 


3 


 


 


 


15 


Ensure Building Control team have adequate 


expertise and resources. 


Support from ICT for training and development of 


Building Control staff 


 


 


5 


 


 


3 


 


 


15 


         


 Customers        


R.10 Cause: Customer resistance due to failure to 


promote service 


Risk: Choose alternative provider 


Consequence: Loss of market share 


 


 


5 


 


 


 


3 


 


 


15 


Positive presentation by staff 


Marketing strategy 


 


 


3 


 


 


1 


 


 


3 
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Risk  


No 


 


Risk Description 
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R.11 


 


Cause: Customer resistance due to failure to 


promote service 


Risk: Choose alternative provider 
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APPENDIX F: Service Marketing Plan  
 
Service Definition 
We offer a service that ensures that the risk to those commissioning, designing or undertaking building work is limited with regard to constructing defective 
work and breaching the building regulations. Thus we aim to protect the reputations of our clients and limit the risk of expensive  remedial work needing to be 
carried out. Our aim is to build a relationship with our clients that establishes us as a primary source of expert advice with regard to construction and 
regulatory compliance. 
 
Pre-submission – we aim to build a relationship at an early stage and are happy to provide advice prior to application to ensure that initial concepts can be 
developed to ensure a compliant solution. 
 
Plan checking  - we aim to identify noncompliance with the building regulations identified on design drawings and specifications  and identify where additional 
information is required in order to ensure that a reasonably competent builder will be able to build to the design documentation and comply with the 
regulations. 
 
Site inspection - we aim to inspect at key risk stages during construction identified by a risk assessment. The client is relied upon to notify us when these 
stages are reached. The level of inspection does not guarantee compliance with the regulations but limits the risk of not complying assuming the builder has a 
reasonable level of competence. In addition to inspecting the work that has been carried out at each inspection proactive advice is given at each stage to limit 
the risk of remedial works being required after subsequent inspection. 
 
Enforcement policy – where noncompliance with the regulations is identified clients are offered assistance and the opportunity to rectify faults only when this 
cooperative approach is refused and there is a public interest are our powers of enforcement under the Building Act 1984 through the Magistrates Court used. 
However, where serious or repeated breaches of the regulations occur and cooperation to rectify the situation is not forth coming prosecutions will take place. 
This is seen as an essential part of our marketing strategy as it provides confidence to the industry that we are trying to ensure a level playing field and 
eliminate “cowboy builders” and maintains our credibility. 
 
 
Pricing Strategy 
Our pricing strategy aims to ensure cost recovery for the provision of the Building Control Service. The price is intended to cover sufficient input to ensure that 
the design check and site inspections are adequate to appropriately control risk. Where a different approach is adopted by competitors it is accepted that we 
will be undercut and we will not attempt to compete on price alone as this would expose the Council to risk of litigation and potential negligence claims. 
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Customer Feedback 
The service proactively seeks to build strong relationships with our customers and gain feedback on performance and perceptions of the service. 
 
Feedback will be obtained by, 


 A customer satisfaction survey distributed to applicants with completion certificates at the end of the project. This will primarily target building owners 


 Monitoring of customer complaints to identify and eliminate causes of dissatisfaction and any training needs. 


 Face to face interviews with key clients who are considered to be decision makers with regard to the choice of building control service will be carried 
out regularly to ensure it is understood what our customers want. 


 
Relationship building,  


 Will be supported by regular key client meetings as described above 


 Quarterly CPD seminars / forum sessions will be provided to maintain contact with clients and reinforce our role as providers of expert advice 


 The LABC Building Excellence Awards will be used to demonstrate to our clients that we appreciate our working relationships and recognise the 
quality of what they do 


 Where appropriate and identified as of benefit to the client and Mid Devon Building Control the LABC Partnership scheme will be used to ensure that a 
consistent service can be provided regardless of whether the development is located within the geographic boundaries of Mid Devon District Council 


    
 
Key client identification and promotional targeting 
Key clients are those that have an influence on the decision as to which Building Control provider is used for the greatest volume of work that could potentially 
be serviced by Mid Devon Building Control.  
 
Major national developers such as large house builders, chain stores operate across the country and marketing approaches are best coordinated through 
LABC Services Ltd. This enables a nationally coordinated service to be delivered locally through the District Council. Hence, Mid Devon resources will be 
targeted at regional decision makers who are primarily architectural practices and medium sized builders.   
 
The increased use of the Building Notice procedure results in smaller builders having an increased role in deciding the building control provider. In the case for 
the small builder the decision maker is normally based on site and therefore has regular contact with and personal experience of the service we offer. They 
will therefore make their decision based on their perception of the value of the service that they have received in the past. It is therefore critical that every 
interaction with our customers is considered to be a marketing opportunity and the service is seen to be approachable, knowledgeable and easy to use. 
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Ease of use of service 
 
The decision to use the service is often based on experience and it is therefore critical that the service is as easy to use and customer focused as possible. A 
key measure of the service is therefore our responsiveness. 
 
Hence, the following targets over and above the corporate key performance indicators are being introduced to meet customer expectations. 


 Registration of applications within 48hrs of receipt 


 Telephone calls responded to on the same day whenever possible and in all cases within 24hrs 


 First response following design checks should be within 10 days of registration. It is accepted that other organisations often claim faster turnaround 
times but it is know that they frequently fail to deliver and a shorter time period would distort risk based prioritisation or require greater resource and is 
not considered necessary by our client feedback 


 Site inspection requests. In order to maximise efficiency an appropriate appointment time will normally be negotiated with the client to fit in with an 
inspection tour. However, where advice is required by the client or delaying covering over will impact on the build programme every effort will be made 
to carry out the site visit the same day or at the latest the following day 


 
In order to ensure that the service is as easy to use as possible clear guidance will be provided via the website at www.nmdbuildingcontrol.co.uk  
 
Web based submissions are also possible and card payments made via the telephone. Currently design documents can be submitted using the LABC portal 
or Submita Plan. It is anticipated that this will be further improved by adopting the iDox iApply system which will also enable on-line payments.  
 
Further ease of use is to be introduced by enabling telephone submission of Building Notice applications. 
 



http://www.nmdbuildingcontrol.co.uk/
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1 INTRODUCTION 


1.1  The purpose of this report is to update members regarding the progress of the 
partnership and contains no recommendations 


2 REPORT 


2.1  Systems implementation 


2.1.1  The partnership effectively started trading on 1 April 2017 although the final sign 
off of the legal agreement followed due to the appointment of the Monitoring 
Officer in Mid Devon. 


2.1.2   It was intended to go live with the combined and updated Building Control 
administrative system on the 1 April 2017. However, this was delayed due to a 
failure of the data load. 


2.1.3  Testing of the data import highlighted issues with regard to the integrity of the data 
but solutions were identified that could be implemented before roll-out. 
Assurances were therefore accepted from iDox and ICT and the go live 
scheduled. This was a mistake and another round of testing should have been 
scheduled in the programme in ensure that the data fixes were implemented 
effectively 


2.1.4  The live dataload then failed completely causing a further weeks delay. 


2.1.5   When the live data was loaded the pre go-live test showed that many of the 
datafixes had not been successful. However, by this time we would have had a 
month’s data to manually load back on to the North Devon system if we had 
chosen to revert and insufficient manpower to achieve this as explained below. 
Post go live fixes were identified and the decision was made to commit to the new 
system knowing that efficiency would be seriously impaired for a period while ICT 
implemented fixes. 







2.1.6 The inefficiencies were exasperated by the failure to deliver an effective link to the 
North Devon systems for a further month and the inevitable learning curve as staff 
mastered the new system. This had a significant impact on the service leading to a 
marked drop in performance and a number of complaints.   


2.1.7   The data fixes have now been implemented and performance is now normalising. 


2.1.8   The second phase of implementation rolling out the mobile inspection app and 
iApply web submission platform is scheduled for 29 November 2017. An adverse 
impact on productivity is not anticipated and these projects should deliver real 
benefits. 


2.2  Staff 


2.2.1   Prior to roll out of the partnership we recruited a temporary administrator to 
provide cover during the implementation period. However, unfortunately one of our  
administrators resigned and left as we were due to go live and despite a promising 
start the temporary member of staff proved to be unsuitable. As a result we were 
extremely resource constrained during the implementation process and Surveying 
and management resource had to be used to supplement the administration of the 
service. It was not practical to bring new staff in at this point due to the training 
input required. 


2.2.2   Following the roll-out we had a further resignation from the Technical Support 
Team following extended sick leave. 


2.2.3   We have now recruited a new full time administrator replacing the previous two 
part time members of staff resulting in a reduction of 13 hours in staff time. We 
also currently have a temporary staff member for a 6 month period but it is 
anticipated that the 13 hours will not need to be replaced due to efficiency gains 
from the implementation of the new systems. 


2.2.4   We have also been successful in recruiting into the Principal Surveyors post in 
North Devon filling a long term vacancy and significantly boosting the resilience of 
the service. Andrew Howard starts on 4 December 2017 and brings a range of 
experience as he is currently a Team Leader heading up the Building Control 
Service in Hemel Hempstead. 


2.3   Performance 


2.3.1  The service has failed to meet Key Performance Indicators during the first two 
quarters of 2017/18. However, we are on target to return to meeting targets in the 
third quarter. We have also invested significant effort to talk to key customers to 
ensure that work has been prioritised where critical and maintain good working 
relationships. 


2.4 Competition 


2.4.1   Our market share remains high at around 80% based on applications received. 
However, competition locally is becoming increasingly intense with both BBS and 
JHAi seeking to expand their presence in the area as they believe they are under 
represented in the North Devon area. As a result employment offers have been 







made to our most customer friendly staff as they seek to not only poach staff but 
take customers loyal to Surveyors with them. Fortunately, up to this point our staff 
have chosen not to leave but this does highlight an ever present risk. 


3 RESOURCE IMPLICATIONS 


3.1  Saving of 13 hours of administrative resource. 


4 CONSTITUTIONAL CONTEXT 


Article or Appendix 
and paragraph 


Referred or 
delegated power? 


  


5 STATEMENT OF CONFIDENTIALITY 


5.1  This report contains no confidential information or exempt information under the 
provisions of Schedule 12A of 1972 Act. 


6 BACKGROUND PAPERS 


6.1 The following background papers were used in the preparation of this report : 


      None 


. 


7 STATEMENT OF INTERNAL ADVICE 


7.1 The author (below) confirms that advice has been taken from all appropriate 
Councillors and officers. 


Author: M G Tucker   Date: 14/11/2017 








Open 


NMD BUILDING CONTROL 
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1 INTRODUCTION 


1.1   A Building Control Service Plan  has been prepared and presented to the Mid 
Devon Senior Management Team. This report proposes that this forms the basis of 
a joint Service Plan for the Partnership. 


2 RECOMMENDATIONS 


2.1 The proposed Building Control Service Plan is adopted 


3 REASONS FOR RECOMMENDATIONS 


3.1   Adoption of a single service plan will ensure that the strategic direction of the 
service is agreed between the partner authorities 


4 RESOURCE IMPLICATIONS 


4.1  None 


5 CONSTITUTIONAL CONTEXT 


Article or Appendix 
and paragraph 


Referred or 
delegated power? 


  


6 STATEMENT OF CONFIDENTIALITY 


6.1  This report contains no confidential information or exempt information under the 
provisions of Schedule 12A of 1972 Act. 


7 BACKGROUND PAPERS 


7.1 The following background papers were used in the preparation of this report : 


Building Control Service Plan 2018/19 


The background papers are available for inspection and kept by the author of the 
report. 







8 STATEMENT OF INTERNAL ADVICE 


8.1 The author (below) confirms that advice has been taken from all appropriate 
Councillors and officers. 


 


Author: M G Tucker   Date: 14/11/2017 
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REPORT BY: MIKE TUCKER (BUILDING CONTROL MANAGER) 


 


1 INTRODUCTION 


1.1   This report presents the early impacts resulting from The Grenfell Tower Fire and 
the actions being taken within Local Authority Building Control to limit the impact of 
the Public Enquiry. 


2 RECOMMENDATIONS 


2.1  The Building Control Service should adopt the national LABC Quality Assurance 
Policy and register for accreditation to ISO9000: 2015 with Alcumus ISOQAR. 


3 REASONS FOR RECOMMENDATIONS 


3.1   Probably the biggest impact on the service in 2018/19 will be the fallout from the 
Grenfell Tower fire and the Dame Judith Hackett led public enquiry into Building 
Regulations and Fire Safety.  


3.2   It is already clear that the current situation where Local Authorities effectively have 
autonomy over their Building Control Service is unlikely to continue. In order to 
respond to criticisms regarding oversight and national consistency LABC are 
introducing a performance standards framework backed up by an audit regime  and 
asking all Local Authorities to sign up to this. In doing this it is hoped that this will be 
adopted as the national standard rather than waiting for the government to impose 
an “OFSTED” type over sight.  


3.3  To facilitate this LABC Services Ltd are establishing a national quality assurance 
scheme which will be assessed for compliance with ISO9000:2015 by Alcumus 
ISOQAR who are a UKAS accredited provider. 


3.4   This will ensure a uniform approach to quality and standards of service provision 
and enable benchmarking of the service against other comparable providers. 


4 RESOURCE IMPLICATIONS 


4.1  The LABC scheme is being subsidised significantly by LABC Services Ltd. and will 
therefore be substantially cheaper than independent registration as previously 
maintained by North Devon Building Control. 


4.2 The administrative overhead will be absorbed within the existing establishment. 







4.3 The cost of registration and training in the first year is not expected to exceed 
£3000.00. 


5 CONSTITUTIONAL CONTEXT 


Article or Appendix 
and paragraph 


Referred or 
delegated power? 


  


6 STATEMENT OF CONFIDENTIALITY 


6.1  This report contains no confidential information or exempt information under the 
provisions of Schedule 12A of 1972 Act. 


7 BACKGROUND PAPERS 


7.1 The following background papers were used in the preparation of this report : 


None 


8 STATEMENT OF INTERNAL ADVICE 


8.1 The author (below) confirms that advice has been taken from all appropriate 
Councillors and officers. 


 


Author: M G Tucker   Date: 14/11/2017 





