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Working Together for a Better Future



TRADING STANDARDS SERVICE JOINT WORKING

1 December 2006 – 30 November 2007

1.0 Background
1.1. One of the key findings in the overview by Audit Scotland (Made to Measure) following the National performance Audit of Trading Standards, was that, “smaller Trading Standards Services do not have the capacity to meet the standards expected by the National Performance Framework.” Audit Scotland concluded by stating that a strong case existed for Councils to extend joint working to Trading Standards.

1.2. In terms of Trading Standards, Audit Scotland defined “small” authorities as those employing less than 8 staff. Stirling and Clackmannanshire were classified as "small" authorities.
1.3. External Auditors were obliged to consider the data compendium submitted by local authorities to prioritise local improvement actions. As a consequence the auditors for both Councils recommended that joint working be considered as a means of taking forward continuous improvement.
1.4. In December 2002 both authorities along with Falkirk Council, who had also been recommended to explore joint working, set up three groups, a Steering Group, a Core Group and an Operational Group, to consider all the options to deliver a joint service. The lead trading standards officer for each authority was a member of the Operational Group and had to report progress to the other two groups for their consideration. We were encouraged to consider all possible options including reconfiguring the service, numbers of staff and possible locations. After consideration Clackmannanshire and Stirling Councils agreed to the delivery of a joint service for a 12 month trial period from 3rd October 2005.
At the end of the trial period reports were submitted to Elected members of both Councils and it was agreed to continue the project for a further year with a second report on the performance of the service being submitted at the end of the second year. This report summaries the performance over the past year.
2.0 Benefits and Challenges of Joint Working
2.1. Throughout the second year of this joint working experiment officers have routinely worked over both Council areas. Routine inspection work has been carried out as required in each area resulting in significantly higher levels of inspection in Clackmannanshire than was previously achieved. This improvement has been achieved without significant detriment to the performance in Stirling.

2.2. Pro-active work has been maintained to raise the profile of the service by means of press releases and public displays/events.

2.3. Having a larger team of officers has enabled the service to have officers participating in National focus groups, meaning that those officers are brought fully up to speed on current issues and can subsequently provide a more enhanced and professional service to service users.

2.4. Progress has been made with service identity in that the logos of both Councils have been included on headed paper, authorisations and business cards.

2.5. We have also been able to fully integrate consumer complaints and business enquiries into the CAPS/UNIFORM computer system. However we have not been able to integrate the visits to trade premises into the system as the premises from Clackmannanshire have not been entered into the master address gazetteer. Contact was made with the IT Department in Stirling Council and they have accepted it as a project for the future depending on the joint working project being formalised.
3.0 Service Performance
3.1. Trading Standards is required by Audit Scotland to report annually on two areas of their work;

PS 1 - Consumer complaints and Business Advice Request.

This is a measure of the number of consumer complaints and business advice requests received by the Service and the proportion completed within 14 days (calendar days).
PS 2 – Trading Standards Inspections.

This is a measure of the number of High and Medium Risk business premises that are required to be inspected in the year and the proportion that was inspected within the specified time period (12 months for High and 24 months for Medium). 
PS 1Consumer Complaints

	
	Period

	No. Received

	% dealt within 14 days

	Prior to joint working
	2004/05
	525
	70.1%

	With joint working
	Dec 06 – Nov 07
	1223
	77.9%


PS 1Business Advice Requests
	
	Period

	No. Received

	%dealt within 14 days

	Prior to joint working
	2004/2005
	8
	100

	With joint working
	2006-2007
	152
	92.5


PS 2Trading Standards Inspections
	
	Period

	Level

	Target

	No. Visited
	% within time

	Prior to joint working
	2004/05

	H
	3
	2
	66.7

	
	
	M
	129
	72
	55.8

	
	
	L
	54
	53
	64.8

	With joint working
	Dec 06 to Nov 07
	H
	14
	14
	100.0

	
	
	M
	463
	414
	89.4


3.2. Recognising that there is a need to continuously improve we have considered the service performance and identified an area of the statutory performance indicator relating to inspections that could be improved. We have introduced changes to the scheduling of some visits and anticipate that there will be an improvement in the percentage of medium risk visits achieved by the due date.

3.3. Further consideration of the performance in Business Advice Requests has also been undertaken and it was found that requests taking over 14 days related to enquiries for advice requiring consideration and interpretation of the legislation. A review of the current year has shown that there are fewer complex enquiries and it is therefore anticipated that the performance will be improved for the year 2007 – 2008.
4.0 Service/Work plan
4.1. A Service/Work Plan for the year is attached as Appendix 1. Details of targets and current performance are detailed within the plan.
5.0 Budgets
5.1. Both authorities have continued to maintain independent budgets for their trading standards services with Stirling Council applying a recharge for additional costs incurred for Central Support costs and other purchases that can be identified as being of benefit to Clackmannanshire. Income generated from traders within Clackmannanshire Council area is credited against any recharge.

5.2. A recent review of the Clackmannanshire Council Trading Standards budget has shown that it will be within the projected budget for the year.


6.0 Public Displays/events
6.1. One of the priorities for Government is to have informed confident consumers and this is being delivered through a pro active educative approach by the Trading Standards Service. Prior to joint working the Clackmannanshire Service had little capacity to be proactive and generally was only able to participate in the annual Crucial Crew event. As a result of joint working capacity now exists, as demonstrated by the number of events organised, to deliver on the governments aim to have informed consumers. Many of these events are targeted to vulnerable groups to achieve maximum impact.
Crucial Crew

6.2. This annual experiential learning opportunity took place in March 2006 at Central Scotland Fire & Rescue Headquarters, Maddiston. On this occasion the trading standards exhibit was based on a market stall scenario.

6.3.  The intention was to demonstrate how counterfeit goods can be unsafe and how purchasers can be taken advantage of if they are not alert to unfair trading practices. 

6.4. Our input appeared to have been well received by both the pupils and teachers who attended. 

6.5. Overall there were 500 children form Clackmannanshire and Stirling who attended this event.

Child Safety Week

6.6. In Clackmannanshire a Trading Standards Officer attended Tower Nursery, at the invitation of the Safer Bowmar Group, and provided parents with information on toy safety. The day was arranged so that parents and children of the morning and afternoon classes could be targeted.
Mental Health Awareness Day

6.7. In Stirling trading standards staff, along with a wide range of other services, attended a Mental Health Awareness day and provided consumers with a range of information on topical consumer issues. The event was held adjacent to entrances to the Marches Shopping Centre and attracted a large number of consumers.

Safer Seniors Roadshows

6.8. Central Scotland Fire and Rescue led this event as they had received funding from the Community Safety Forums of Clackmannanshire and Stirling Councils.

6.9. The Roadshows were held in both authority areas.

6.10. In Stirling the events were held in Fallin Community Centre, Raploch Community Centre, Bridge of Allan Community Centre and Plean Community Centre.

6.11. In Clackmannanshire the events were held in Coalsnaughton Village Hall, Dollar Civic Centre, Spiers Centre, Alloa and Cochrane Hall, Alva.

6.12. In total 150 members of the public (74 in Stirling, 76 Clackmannanshire) talked to officers regarding doorstep crime, Mailing Preference Service, Telephone Preference Service and prize draw/lottery scams directed at consumers. 

Central Scotland Childminders Fun Day

6.13. This event took place at the Cochrane Hall, Alva and was attended by a wide range of organisations. Trading Standards attended the event with a stall focussing mainly on the safety of goods for children. This event was very well attended and officers discussed safety issues affecting children with 64 adults.

Doorstep Crime Group

6.14. During the course of the year officers worked with partners in this Group, which is funded by Stirling Community Safety Partnership, to develop a play covering a range of scenarios that occur when consumers receive cold calls from traders.
6.15. Linkages were established with amateur dramatic groups and the play was performed in Balfron and killearn. Performances were very well received by those attending and the Group was asked to facilitate a further performance at the Council Chambers, Old Viewforth, Stirling during Adult Literacy Week. This additional performance was also well received.

6.16. The Group is in the currently working towards the recording of a performance in order that a DVD can be produced for wider distribution. 
Projects/Surveys

6.17. Fair Measure project –  Last year we took part in a project visiting licensed premises to check if the measures being dispensed were accurate. The results, both locally and nationally, were very disappointing. It was decided to repeat the project to see if advice given following the last project had led to an improvement. The results showed that there had been some improvement as none of the test purchases warranted a report to the Procurator Fiscal. However, there still appeared to be a lack of control over the amounts being dispensed. These findings were consistent with the rest of Scotland and it is likely that this project will be repeated in future.

6.18. Age restricted product test purchases – Two operations were undertaken during the course of the year. The annual test purchasing of fireworks visited 10 shops with only 1 sale of fireworks to the young volunteer. A further exercise testing if shops would sell DVDs to youngster people under the marked age classification was not as successful in that shops sold to the young volunteers in 15 out of 20 shops visited. It appears that traders are more vigilant when the high profile age restricted products are involved. Work in this area has been restricted as we have been very short of young volunteers. However we have recently approached secondary schools in Clackmannanshire and Stirling with a view to recruiting more volunteers. Although we have only completed the process with 1 school we have substantially increased the number of young people willing to take part in test purchasing exercises.
6.19. Internet sales - Officers took part in 2 projects relating to internet sites selling goods. The first project was organised by the office of Fair Trading and we were asked to check 6 internet sites to ensure the terms and conditions complied with the requirements of the Distance Selling Regulations. The second project was directed at internet sites of local businesses that sell goods by weight or volume. Two test purchases were made and it was found that the goods complied with the declared weight/volume. However one of the traders overcharged for the shipping of the goods and this matter will be further investigated.
6.20. Safety of goods – The safety of goods in the marketplace is one of the most important areas of trading standards work and we have carried out 3 projects in the past year. These have looked at nickel in jewellery, toy safety and food imitations. While we are still awaiting results from the Public Analyst in relation to the jewellery and toy projects we have been able to get a number of food imitation products, candles made to look and smell like sweets and cakes, removed from the marketplace.
7.0 Training Seminar
7.1. In June 2007 an officer organised a training session in the use of the “Authenticator” spirit identification device and hydrometers for testing the alcoholic strength of spirits. The training sessions were delivered by representatives of the International Federation of Spirit Producers (United Kingdom) and were attended by Trading Standards and Environmental Health staff from Clackmannanshire, Stirling and Falkirk Councils.

8.0 Press releases

8.1. During the course of the year there were 21 press releases, featuring either topical consumer issues or highlighting work being undertaken, picked up by the media and featured in all local papers. Some of the items also featured in the Press and Journal and the BBC internet site.

8.2. As a consequence of the press releases officers have been interviewed 7 times for items on Central FM.

9.0 Customer Satisfaction Surveys
9.1. In September 2007 survey forms were sent out to consumers who had contacted the service and to traders who had been visited by Officers carrying out programmed visits.
9.2. In total 100 consumers were contacted and 93 traders. There were 55 completed forms returned by consumers and 28 by traders.

9.3. All completed forms were forwarded to Corporate Services, Stirling Council where an analysis of all the returns was carried out. The results were very similar to the last survey in that the overall outcome suggested that both consumers and traders viewed the service favourably. An extract from the report is attached, Appendix 2, and a copy of the full report can be provided if required.

10.0 Conclusions

10.1. The past year has proved to be challenging for officers of the joint service. The transfer of the Animal Health & Welfare Unit from Central Scotland Police to Trading standards has led to additional duties for the other trading standards enforcement staff.
10.2. The Animal Health & Welfare Unit, which had an establishment of 3 FTE, arrived with 2 FTE as the Senior Animal Health & Welfare Officer had left the service.
10.3. Shortly after their transfer there were 2 significant investigations into animal welfare incidents and these incidents were followed by the national foot and mouth outbreak that led to the imposition of movement restrictions throughout the country.
10.4. The Animal Health & Welfare Unit was reduced further, to 1.5 FTE, by the resignation of one of the part-time officers.
10.5. A combination of the workload and reduction in officers has meant the trading standards enforcement staff have regularly been carrying out animal health duties.
10.6. Additionally we also had a 4 month period when we had a vacancy for a Trading Standards Officer due to an officer leaving.
10.7. We believe that the service performance in relation to the statutory performance indicators detailed above and the information on the additional activities undertaken show that the joint service has risen to the challenge to deliver an efficient and effective service.

10.8. The joint working has addressed nearly all the recommendations made by the Audit Scotland. Some additional work is needed in ensuring that all stakeholders are consulted when the service compiles its new service plans. The formation of a service level agreement will ensure that all the areas highlighted by the auditors, that have now been addressed remain addressed in the future.

Neil Chalmers 

Trading Standards Manager Stirling Council and

Hugh Hamilton
Trading Standards Team Leader Clackmannanshire Council
8th February 2008

Appendix 1 
WORKPLAN

APRIL 2007 –MARCH 2008

TRADING STANDARDS TEAM



Key Tasks 2007/08

	TASK
	TARGET
	ACHIEVED
	OUTCOME

	Inspection of high, medium and risk premises (PI 2)
	100% high risk visits

85% medium risk visits
	100% high risk visits

95%  medium risk visits
	SECURING PROSPERITY

	Testing & verification of weighing & measuring equipment in use for trade
	100% within 7 days of requested date
	100%
	SECURING PROSPERITY

	Sampling of animal feedingstuffs and consumer goods/services for compliance with relevant consumer  legislation
	20 samples/year
	39
	MAXIMISING QUALITY OF LIFE

	Business education, development of website, information leaflets, talks & presentations, items for newspapers, local radio, etc.
	2 talks/presentations

6  news releases
	2 talks/presentations
6  news releases
	SECURING PROSPERITY

	Investigations e.g. cattle passports, age restricted sales, counterfeiting, substitution, short measure, enforcement actions.
	100% reported to Procurator Fiscal within 3 months of all evidence being gathered
	100%
	MAXIMISING QUALITY OF LIFE

	Licensing/Registration  of premises storing explosives, petroleum, poisons and mixing animal feedingstuffs
	100% completed within 7 days of receipt of all required information
	100%
	MAXIMISING QUALITY OF LIFE

	National Projects - at least one project from each of the core areas will be selected.

Fair Trading 

Consumer Direct Database Top ten Traders

Bonding under Package Travel Regulations

Testing returns policy after 28 days

Safety 

Novelty lighters – Test purchase and Guidance for Traders

Underage sales – year long project with results collated quarterly

Mini motorbikes – as per DTI guidance

Outdoor cleaning products – April/May

Nickel in jewellery

Metrology

NAWI in Health Service premises

Test purchasing of spirits from licensed premises

Fair Measure Fortnight 2007

Licensed trade guidance

Quality

Feedingstuff sampling

Other areas for local consideration will be, credit advertising, hallmarking, approval claims by hotels/restaurants, spirit substitution and tobacco advertising


	Fair Trading

Bonding under Package Travel

Safety

Novelty Lighters

Underage Sales

Nickel Jewellery

Metrology

NAWI in Health Service premises

Fair Measure Fortnight 2007

Internet sales by local traders

Quality

Feedingstuffs Sampling

Internet sweep for compliance with Distance Selling and E-Commerce Regulations


	
	SECURING PROSPERITY

	Consumer Advice

Basic consumer advice and signposting done in conjunction with Consumer Support Network  (CSN) and Consumer Direct (CD)


	100% completed on same day
	100%
	ACHIEVING POTENTIAL

	Business Advice

Business advice provided as part of PI 1.

Information and assistance provided to businesses


	85% completed within 14 days
	94.1%
	SECURING PROSPERITY 

	Consumer Complaints

Casework involving correspondence/contact with consumer and/or trader.

Arranging independent inspections

Compiling statements of involvement for Small Claims


	75% completed within 14 days
	77.3%
	MAXIMISING QUALITY OF LIFE

	Consumer Education

Presentation/talks to consumer groups, schools, businesses, etc

Articles for newspapers, local radio, etc

Leaflets

Items for website
	5 talks/presentations

6 news releases
	4 talks/presentations

12  news releases


	ACHIEVING POTENTIAL


	Doorstep Crime

Chair multi agency group to develop strategy to address problems created by doorstep crime.

Implement strategy

Develop No Cold Calling zone(s)
	Produce Doorstep Crime booklet

Two performances of Doorstop the play.

3 No Cold Calling Zones created


	Produce Doorstep Crime booklet

Achieved

Delayed due  to legal opinion on legality of NCCZ
	MAXIMISING QUALITY OF LIFE


	Public displays/events

Participate in public events, directed at target audiences, that raises the profile of the service e.g. Safer Seniors, Crucial Crew, Child Safety Week, National Consumer Week etc 


	3 Displays
	4 Displays
	MAXIMISING QUALITY OF LIFE


APPENDIX 2

Extract from Customer Satisfaction Survey Report 2007

Consumer  Feedback 2007

How satisfied were you with our overall level of service?
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· 89% of respondents were either satisfied or very satisfied by the overall  level of service provided by Trading Standards

· 4 respondents were neither satisfied nor dissatisfied.

· 2 respondents were very dissatisfied
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Base: 55 respondents


How easy to understand was the information/advice provided?
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· 93% of respondents found the information/advice provided very easy or fairly easy to understand.

· 2 respondents found the information/advice provided fairly difficult to understand.

· A further 2 respondents found the information provided neither easy nor difficult to understand.

· 1 respondent did not answer this question
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Base: 54 Respondents


	Comments – If difficult how could we make things easier?

	· I have a learning difficulty and I don’t understand a lot of things people say.

	· Info was not difficult.  Initially info seemed helpful and my situation seemed to be resolvable through legislation.  However it was not explained to me from the outset that Trading Standards could not enforce this which left me to resolve the issue.


How easy was it to make initial contact with us?
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· 96% of respondents found it very easy or fairly easy to make initial contact with Trading Standards.

· 2 respondents found initial contact to be neither easy nor difficult. 

· No respondents had any degree of difficulty making initial contact
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Base: 53 respondents


	Comments - How easy was it to make initial contact with us?

	Positive Comments

	· I felt nervous and worried but your colleague, TS Officer, made me feel at ease and helped me all the way.

	· I just telephoned about our dilemma with Ace and TS Officer took it from there.  I had been contacting Ace to no avail.  They did respond but in liquidation now.

	· Used phone book.

	· Put through directly.

	· First contact was made by phone on Friday.  I was answered immediately and action was taken by Monday.

	· Phoned up for information, immediately felt my query was important as I had a friendly and well informed response.

	· I was advised by consumer advice to contact TS which I found to be quite simple.

	· I found out your office is now in the Municipal Buildings and I simply called and saw an officer straight away.

	· Put straight through from Council switchboard.


	Negative Comments

	· Don’t find the 0845 277 7000 contact useful.

	· No comment only TS Officer need further training to do job properly.


	Other Comments

	· Having dealt with Trading Standards during my Council years with Clackmannanshire Council.

	· I just telephoned you.

	· When I made contact the staff in question were in a meeting but I was given a time to call back and was then able to speak to a worker.


Business Feedback 2007

 How satisfied were you with our overall level of service?
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· 82% of the respondents were satisfied or very satisfied with the overall service.

· No respondents were dissatisfied and 3 respondent was neither satisfied nor dissatisfied.
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Base: 28 Respondents


How easy to understand was the information/advice provided?
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· 93%of respondents found the information/advice provided very or fairly easy to understand.

· No respondents were dissatisfied.
How could we make things easier?

· I dimly remember there may have been a visit within the last 12 months, but I can’t remember the purpose of it.  It must have been pretty informal (many people pass through the door in a year).
· Not difficult I just think people are scared of the Officers generally, the TS Officer just had a look around.
 
	[image: image10.emf]

Don't know Fairly easy Very easy

Percent

60

50

40

30

20

10

0

7.14%

39.29%

53.57%

 


Base: 28 respondents


How informative did you find our staff?
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· 46% of respondents found Trading Standard staff to be very good and 46% found the staff to be fairly good in terms of being informative.

· No respondents found staff to be poor.

Additional comments:

· Clear and precise questions asked.
· There was a problem with our scales and the issues were explained very clearly and what was required to resolve them.
· Very good when it came to explaining the legal implications, not so good when dealing with the customer side of things (conflicting guidance).
· TS Officer was polite, thorough and very helpful.
· Not much was said just looking around.
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Base: 28 respondents


Purpose


To provide a fair and safe trading environment for consumers and businesses operating within the Clackmannanshire and Stirling Council areas through advice, education, inspection, investigation, sampling, licensing and registration.








Structure





1 x Trading Standards Manager   /   1 x Trading Standards Team Leader





4 x Trading Standards Officers





1x Enforcement Officer





3 x Animal Health & Welfare Officers (2 FTE)





4 x Consumer Advisers





3 x Licensing Administrators














    


    





                                                                                           


							












































�PAGE \# "'Page: '#'�'"  ��Is it possible to have a conclusion to this section  - i.e. was there an improvement in performance? If yes, why do you think this has been achieved – Has the team re-configured in someway or is it just greater numbers of staff? Perhaps examining why Clack figure was not so good in the past may come up with the answer.





