[image: image4.wmf]
TRADING STANDARDS

SERVICE PLAN

2006/2007
Environmental Health &

Consumer Protection Division

PART ONE: 
CONTEXT AND COMPARATIVE FACTOR

A:

THE TRADING STANDARDS SERVICE IN THE COMMUNITY

SECTION 1:
Core Responsibilities of the Trading Standards Service

Introduction

Trading Standards is a diverse subject embracing some 80 main statutory instruments and almost 2000 associated Regulations and Orders.  Torbay’s Service currently provides the core fields traditionally associated with Trading Standards, Metrology, Product Safety, Fair Trading, Animal Health and Consumer Advice. The Food Standards role has now been incorporated into the Food Safety team with effect from Ist April 2006.

The Trading Standards Service is located within the Environmental Health and Consumer Protection Business Unit. The current establishment for the Service is 7, including a Trading Standards Manager, 3 Trading Standards Officers, 1 trainee Enforcement Officer, a Consumer Advice Officer, and a Trainee Trading Standards Officer post. Two modern apprentices were recruited in September 2006 to assist with general administration duties and support the officers.

Torbay is the 5th largest conurbation in the South West and is home to major companies such as Astra Zeneca, AVX, Epwin Group, Bookham Technologies and Beverage Brands. Brixham is the No.1 fishing port by value in England and Wales. Torbay attracts 1.45 million visitors annually. This large number of visitors impacts on the Service with seasonal trends in business and increased complaints generated other than by the resident population. The Senior Citizen markets, conference and exhibition business and coach trade are also a main feature of the Bay’s success. 

There are three towns in Torbay, Torquay, Paignton and Brixham. The population is 130,000 which rises to over 200,000 in the peak summer period. People of retirement age represent 28.7% of the population, higher than the average of 18.2% for England and Wales.

The Index of Multiple Deprivation (IMD) 2000 identified Torbay as the 71st most deprived local authority in England (out of 354) and 7 of the 12 Torbay wards rank in the top 20% most deprived wards in England.  Torbay has the highest proportion of the population on income support (13%) of all Unitary Authorities in the Southwest area (Feb 2000).

This is the fifth time that our Trading Standards Service Delivery Plan will be submitted as Torbay’s contribution to the National Performance Framework for Trading Standards Services, implemented from April 2002 by the DTI.  The framework introduces performance standards for Trading Standards and is aimed at ensuring local authorities throughout the UK are able to develop modern, improving Trading Standards Services that work more consistently to national and local priorities.

	Name of Authority
	Torbay Council

	Name of Chief Inspector of Weights and Measures
	Lesley Smith


	Status of Plan








                         (yes or no?)

	
*   Approved by Members
	N

	
*   Member Approval pending


(notify monitoring unit when approval obtained)
	Y




	Enforcement Responsibility
	Description
	Is this in your remit? (Yes or no?)

	Weights and Measures
	Work relating to the accuracy of weighing and measuring equipment in use for trade and ensuring quantity of goods is within tolerance.  Verification services.
	Y

	
*   Does your Authority maintain local standards?

(Ref: Section 4 Weights and Measures Act 1985)
	N

	
*   Does your service hold Approved Body status?

(Relates to the Non Automatic Weighing Instruments Directive and linked UK Regulations)
	Y

	Fair Trading
	Includes claims about prices, quality or description of goods and services.
	Y

	Product Safety
	Includes monitoring goods supplied to consumers are safe and correctly labelled.
	Y

	Food Standards
	Includes ensuring food is correctly described and labelled throughout the supply chain, and that applicable compositional standards are met.
	N

	
*   Is this function shared with environmental health?
	

	Consumer Credit
	Includes monitoring licensing regime, ensuing transactions, documentation and adverts comply.
	Y

	Animal Health and Welfare
	Includes movement licences, monitoring welfare during transport and at markets.
	Y

	Agricultural Standards
	Includes ensuring fertilisers and animal feeding stuffs are of correct composition and labelled.
	Y

	Age Restricted Sales
	Ensuring certain products are not supplied to children, e.g. tobacco, videos, butane lighter fuel, fireworks.
	Y

	Road Traffic
	Includes supply of unroadworthy vehicles, overloaded goods vehicles, weight restriction areas.
	Y

	Explosives
	Ensuring fireworks and other explosives are safely stored on registered premises.
	N

	Petroleum
	Ensuring petroleum is safely stored on licensed premises.
	N

	Environmental Legislation
	Includes energy labelling, packaging disposal, and motor fuel pollutants.
	Y

	Licensing
	List only the main duties:

	
	Animal Health movement 


	Additional Functions.  List any additional main duties, which fall to your service.

(Do not include membership of enforcement forums and business partnerships as these fall into section 4 of the plan)


	Specialist Services.  List only the main services below.

(include services such as calibration services, public analyst and product testing, note any partners)
	Partners

	Metrology Laboratory
	Devon County Council

	Public Analyst (Tickle and Reynolds, Exeter)


	


	Advice Responsibility
	Description
	Is this in your remit?

(Yes or no?)

	Are you part of a Consumer Support Network?
	Y

	Business Advice
	Provision of advice to business through means other than inspection and home authority.
	Y

	Consumer Advice
	Provision of advice and information to consumers.
	Y




Indicate the level of consumer advice you provide. (mark Y for yes where appropriate)

(In terms of the Community Legal Services Quality Mark definitions)

	Client
	Local tax payers
	Contract in area
	All contacts

	Level
	
	
	

	Information


	Y
	N
	N

	Assisted information


	N
	N
	N

	General help


	N
	N
	N

	General help plus case work
	N
	N
	N


Information:  The advice service must typically be able to supply information such as leaflets and other reference material relevant to trading standards.

Assisted Information:  As well as offering information such as leaflets and other reference material will also provide someone to help find the information needed or to help decide on the most appropriate source of help.

General Help:  The advice service must typically be able to offer information and advice to consumers to help resolve the problem.  The service will diagnose the problem, explain the options available to rectify the problem, identify further action and give basic assistance such as assisting in form filling, letter writing and by contacting other organisations for further information.

General help plus case work:  As above but will take action on behalf of the consumer and puts their case to the other party in order to persuade them to make or change a decision in favour of the consumer.  This might include negotiating by telephone, by letter or face to face.  The service may provide advocacy in formal proceedings such as the Small Claims Procedure.

Your council/business tax payers: Residents, local businesses, organisations based in the area.

Contracts arising in your area: Complainant/enquirer may not be based in the area, but the goods or services causing concern were obtained in the area.

All contacts helped:  Advice is given regardless of origin.
SECTION 2:
Community and Corporate Objectives

Torbay Council with its community partners has several objectives. The ones listed below have particular relevance for the trading standards service. 

2.1 Community Objectives

Torbay Council is developing its vision in consultation with its key partners across all sectors of the community.

· To be recognised by the community and external bodies as a Council that delivers continuous improvement.

· Deliver the Council’s role to the Community Safety Strategy through effective partnership. 

· Working in partnership with the Police to crackdown on crime, anti-social behaviour and stop street begging.
· Working with other agencies and the community to expand on the practice of carrying out crime audits to identify priorities for action in addressing anti-social behaviour. 
· Torbay will have a buoyant and varied Local Economy and will be a Premier Tourist Resort.

· Establish a Torbay Economic Partnership.
· With partners create the capacity and action for community development and regeneration to reduce poverty and deprivation. 
i. Foster development of Low Economy trading Schemes (LETS)

ii. Help create Credit Unions.
The Community Plan’s vision is

“ A healthy, prosperous community, living, learning and relaxing in a safe and beautiful bay”

It is a Torbay wide plan and is based around 8 themes:

· Making Torbay a safer place

· Improving health and social care in Torbay

· Improving access to good quality affordable homes

· Improving Torbay’s economy – towards a prosperous Torbay

· Valuing our environment

· Placing learning at the heart of our community

· Developing Torbay’s culture

· Creating ‘sustainable’ communities

2.2 Corporate Objectives

Torbay Council’s Vision is the same as that of the Torbay Strategic partnership

“A Healthy, Prosperous community, living, learning and relaxing in a safe and beautiful Bay”

The guiding principles - The fundamental beliefs and principles of Torbay Council are: -

“We will provide leadership and inspiration to improve the services we support and provide”

“We will enable all to have fair access to, and enjoy, high quality services which will enrich their lives and help realise their full potential”
Customer focus

·  We are committed to putting the customer at the centre of all of

· our services

·  We will seek the views of the people of Torbay so that we can

· better meet their needs

·  We will celebrate diversity and promote equal opportunities in our

· service delivery, our employment practices and through our

· partnerships

·  We will ensure that we are transparent in our decision-making.

Service delivery

·  We will consider community and environmental impact when

· making decisions

·  We will aim to continuously improve our services, particularly those

· which are our priorities, and seek to be more efficient

·  We will work with all of our partners to deliver better quality

· services to Torbay

·  We will value the contribution that staff make to services and

· ensure that they are well trained and effective in their jobs.

Our priorities - executive summary

Independent inspectors have confirmed that we have improved significantly over the last two years. Ensuring that we continue to improve will be a significant challenge. Most of all, it is vital that we deliver quality services and priorities identified by the public through the Community Plan.

During 2005 - 08 and beyond, the Council aims to improve services in the following ways:

·  Making Torbay a safer place by reducing accidents, tackling alcohol abuse and implementing initiatives to make people feel safer

·  Improving health and social care (for adults and children) by ensuring effective and joined-up services are in place for those who need them

·  Ensuring affordable homes are available in Torbay and reducing the number of people who are homeless

·  Improving the economy of Torbay through regeneration projects, supporting tourism and encouraging new businesses and jobs

·  Valuing our environment by improving recycling rates and protecting and enhancing our natural resources

·  Improving learning opportunities and results for young people so that they are able to enjoy, achieve and contribute to society

· Develop our culture by working with partners to maximise cultural activities and ensure our children have good play opportunities

·  Creating a strong community in Torbay where everyone can contribute through the development of ward partnerships and community activities

·  To improve the delivery, efficiency and quality of services and meet the community’s priorities through challenging existing ways of delivering services and innovation.

Corporate Priorities

· Raising standards across our schools

· Improving the quality of life for children, young people, families at risk and older people

· Promoting healthier communities by targeting key local services, such as health and housing

· Creating safer and stronger communities

· Transforming our local environment 

· Meeting transport needs more effectively

· Promoting the economic vitality of localities.

2.3  Consumer aspects of the Community/Corporate plans

All the priorities have an impact on Trading Standards, however the Service mainly links making Torbay a safer place. 

The Aim:

To work in partnership with others to improve the quality of life and create a safer environment for all. 

The Priority: 

Making Torbay a safer place. 

 One measure of this success is to increase contact time with high-risk businesses. 
SECTION 3:
Aims, Objectives and Strategic Thinking

Key aims and objectives of the trading standards service and links to community and corporate objectives

3.1 The Trading Standards Mission Statement is:

“To promote, maintain and improve a trading environment for both consumers and traders which is fair and safe.”


It will:

(i) Protect the community from economic loss due to illegal, unfair and unsafe trading practices;

(ii) Improve community safety and health;

(iii) Protect businesses from unfair competition.

3.2 The Trading Standards Service is specifically linked to the Executive member responsible for Community Services. The key activities to which TSS has an input are:

The flow chart on the next page illustrates how the various plans impact on Trading Standards and how the Trading Standards plan feeds into both corporate and community plans. The way staff can influence the outcomes is shown by the manner in which RADARS take from and feed into the plans.

3.3 Members Approval

Member approval was obtained in December 2005 for the following:
“Policy on the Protection of Children in relation to Tobacco Sales and Other Restricted Goods”
 This gave the service permission to use children to conduct test purchases in relation to underage sales of restricted goods, e.g. cigarettes, alcohol, knives, fireworks, videos.

3.4
Best Value
The Trading Standards Service underwent a full Best Value Review in 2001/02.  Members approved the final Service Improvement Plan in March 2002.  Unfortunately, as the Service Improvement Plan was agreed, the Trading Standards Service also suffered a setback to its implementation, in that on top of previous year’s budget reductions, a vacant post was also deleted from the structure.  The outcomes from the Best Value Review have been incorporated into Part Two: Local and National Priorities.

Peer review

In April 2005 the TSS was reviewed by means of a peer review process. The peer review team consisted of two officers from two other local authorities and a councillor nominated by IDEA. The process involved the whole Trading standards team and Assistant Director, Director and Elected member. A report was received from the peer review team which included suggestions for areas of improvement. 

The improvements were discussed at an away day for Trading standards team from which an improvement and action plan was written. This is incorporated into this year’s service plan.

External Audit

It is anticipated that national performance standards for Trading Standards will be further developed in the coming years.  At the present time, the service is only subject to one government best value performance indicator (BPVI 166b) which is a “Score against a checklist of enforcement best practice for Trading Standards.”

A key concern for business identified by the Hampton Review was lack of consistency and coordination in local authority regulatory services. This report was published in March 2005.  Work is progressing nationally through the Local Better Regulation Office (LBRO) to address these concerns.

The Local Better Regulation Office is a single body overseeing and supporting local authority regulatory services within the areas of trading standards and environmental health. This follows on from initial plans to set up the Consumer and Trading Standards Agency (CTSA) and builds on the work of the Local Authority Better Regulation Group (LABREG). 

LBRO will be :

· A statutory body

· Lean and strategic

· A body that works in partnership

· Authoritative

· Not a new regulator and will not micro-manage

However, It will ensure that the Trading Standards services’ work is 

· Intelligence-led

· Risk-based

LBRO will :

· Drive coordination and consistency

· Drive common approach

· Build best practice

LBRO’s main objective will be :

To produce proposals for a legislative framework to establish LBRO so that it can support Trading Standards and Environmental Health Officers to ensure their interactions with business are more: consistent, coordinated and targeted. 

The LBRO will focus explicitly on reducing the regulatory burden on businesses, The DTI is dedicated to creating the conditions for business success and helping the UK respond to the challenge of globalisation. They want to encourage a business climate where honest companies can operate unhindered by over-regulation and free of excessive administrative burdens. Where regulation does exist, it must be fair and effective. 

It is in this spirit that DTI, HM Treasury and the Cabinet Office’s Better Regulation Executive are working together, in partnership with local authorities and others, to set up the Local Better Regulation Office (LBRO). This new body will oversee the delivery of local business regulation in trading standards and environmental health. 

The Trading Standards Service also directly links with the following corporate policies:-

a) Equal Opportunities

The service will apply the same standards and criteria in assessing all complaints, inspections and investigations regardless of the gender or sexuality, marital status, responsibility for dependants, race, colour, ethnic or national origin, religion, disability or age of the individuals involved.  The service will try to ensure that no one is disadvantaged in using its services because of these or any other personal factors.  The service will not apply any conditions or requirements, which are not necessary and justifiable.

The service will make special provision if personal factors make it difficult for any one to make full use of the services provided.  For example:

· Additional assistance in dealing with complaints which would usually be dealt with solely by advice if disability or infirmity means that the consumer cannot effectively deal with the matter.

· Attempt to obtain translation facilities if a user cannot communicate in spoken or written English.

b) Sustainability

A sustainable local economy depends upon a trading environment for both consumers and traders that is fair and safe.  Local conscientious businesses cannot flourish if they are subject to unfair competition.  Consumers will suffer if unscrupulous businesses mislead them or sell dangerous goods.

c) Crime and Disorder

The overriding aim of the Torbay Crime and Disorder Strategy is to reduce crime and disorder and their social and economic costs in the Torbay area in a cost effective and socially equitable way.

The objective of much of trading standards legislation is to prevent frauds being perpetrated upon consumers or businesses.  Some crimes are speculative and may be directed against the vulnerable, i.e. rogue builders targeting the elderly, whilst other crimes are organised nationally or even internationally, relate to counterfeiting or bogus transactions and may be linked sometimes to major organised crime including drugs trafficking.

The clocking of vehicles and overloaded vehicles have road safety implications.  The protection of young people through age restricted sales of some goods can lead to a reduction in substance abuse and violence against the person issues.

The service contributes to the following implementation schemes:

· Protocols for sharing information between agencies, i.e. fraud investigations and proceedings under the Theft Act;

· Review current practice and procedures to improve co-ordination with Police;

· Encourage formal youth activity and facilities in combating fraud, under age sales and substance abuse;

· Early intervention, support, information and advice for victims of fraud; 

· Co-ordinate education programme for vulnerable consumer groups;

· Intelligence led policing to target known problems;

· Establish Internet site to raise awareness;

· Targets counterfeit goods owing to their links with organised crime.

Local Priorities

The Trading Standards Service delivers the statutory duties of the Council in relation to the enforcement of a wide range of legislation concerned with the regulation of trade practices.  The purpose of this legislation is to protect consumers from fraudulent and unsafe trading practices and responsible businesses from unfair competition.  The stated aims of the Service are:

· To promote a fair and equitable trading environment for customers and businesses alike, thereby assisting the local economy

· To promote compliance with all Trading Standards legislation (by various enforcement methods including inspections, test purchases, covert surveillance, investigation of complaints and education).

· To protect the economic interest, health, safety and wellbeing of consumers.

· To give advice to consumers and businesses on civil and criminal law.

· To promote access to Consumer Advice and provide Consumer Education and Information.

· To ensure goods are weighed and packed correctly, and that weighing and measuring equipment in use is accurate.

· To ensure accurate descriptions are applied to all goods and services.

· To help prevent the sale of age restricted products, (alcohol, cigarettes, fireworks, solvents etc) to children.

· To help control the spread of potentially fatal zoonotic disease e.g. rabies and anthrax.

· To prevent the spread of diseases of animals and to monitor their welfare on farm and in transit.

· To undertake feeding stuffs enforcement including the registration of on-farm mixes.

· To ensure heavy goods vehicles are not overloaded and to prevent unroadworthy cars from being sold.

· To promote good Consumer Credit Practice and ensure that all credit providers are licensed.

· To contribute to regional working by participation in SWERCOTS (South West of England Regional Co-ordination of Trading Standards).

· To encourage high standards of safety in all consumer goods in the marketplace

· To contribute to making the community a safer place through enforcement work and links with other agencies, both internal and external.

B:

LOCAL STRUCTURE AND RESOURCES

Section 4:
Local authority organisation, accountability and wider links

4.1 (a) Council Services and Structure
Torbay Council became a unitary authority in April 1998. The Council is comprised of  an elected Mayor and 36 councillors. Their overriding duty is to the whole community, but they have a special duty to their constituents. Councillors have agreed to follow a code of conduct to ensure high standards in the way they undertake their duties.

In October 2005 a Mayor was elected to lead the Council. The structure is shown by means of a diagram on the next page.

4.1 (b) Structure of Environmental Health & Consumer Protection Business Unit

Structure Charts for the Division are included in the following pages.

4.1 (c) Key Post Holders

The Strategic Director Community Services and specifically the Assistant Director (Environmental Health and Consumer Protection) have responsibility for the Service.  A Trading Standards Manager (who is also the appointed Chief Inspector of Weights and Measures) manages the service, and has responsibility for 3 Trading Standards Officers, 1 Enforcement Officer, 1 Consumer Advice Officer, and 1 Trainee Trading Standards Officer. 

The Trading Standards Manager is a member of SWERCOTS and liaises regularly with other Heads of Trading Standards.  Training courses both in-house and external are available to staff subject to financial constraints and staffing levels.  Staff also have available a wide range of subscription services specialising in Trading Standards information and access to the Internet and the Council’s Intranet and e-mail.
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4.2 Partnerships

	Activity
	Description
	Partners



	1. Torbay Consumer Support Network


	Network to improve and facilitate better coverage of consumer advice.
	Citizens Advice Bureau 

Age Concern

Social Services Directorate

	2. Devon Community Legal Service Partnership
	Referrals protocols.
	Consumer Support Network  and other gateway agencies

	3. Linking with other similar initiatives
	Co-ordinating and targeting activities so that they harmonise with those of other agencies in the locality.
	Torbay Partnership Community

Primary Care Trust

Health Improvement Programme

	4. Torbay Information Network
	Networking group of Torbay agencies to explore common issues and interagency referral.
	Various voluntary groups, not-for-profit agencies and other parts of Torbay Council.

	5. Consumer Direct South West
	Consistence consumer advice provision.
	Trading Standards Departments in the South West.

DTI

	6. Links to Strategic Partnership
	Multi-agency network to improve public health across Torbay.
	All agencies within the Torbay Partnership Committee.

	7. Under-age sale of alcohol
	Control under-age purchasing of alcohol.
	Devon & Cornwall Constabulary

SWERCOTS

Home Office

Licensing Team

	8. Doorstep Sales
	Protecting the vulnerable from distraction burglary and other scams.
	Devon & Cornwall Constabulary (Operation Litotes); Neighbourhood Watch

SWERCOTS

	9. Animal Health and Welfare
	Prevention of disease and welfare of animals

Prevention of spread of Zoonotic diseases
	SWERCOTS

DEFRA

State Veterinary Service

Veterinary Laboratory Agency

Health Protection Agency


4.3 Enforcement Forums

	Organisation
	Description
	Members

	1. SWERCOTS (Regional)


	Forum to discuss TS issues.
	South West Trading Standards Authorities.



	2. Defra stakeholders group
	Regional group to liaise on enforcement, and target initiatives to obtain added regional value.


	 DEFRA

State Veterinary Service

Veterinary Laboratory Agency

Health Protection Agency

Devon & Cornwall Constabulary

	3. Benchmarking Group
	Group of Unitary Authorities in Southern England who are “Nearest Neighbours” by the Audit Commission definition.


	Torbay, Swindon, Brighton & Hove, Bournemouth, Poole, Southend-on-Sea.


Section 5:
Local Authority Trading Standards Expenditure 

PROFILE FORM

	Name of Authority
	Torbay Council

	Area in Hectares
	6288


Local Authority Organisation

	In what year was the Trading Standards service part of a Best Value review by your authority?
	2001/02

	Indicate if you have received, or are working towards, any of the following:
	Received
	Working towards

	· Charter Mark
	(
	

	· Investors in People
	
	✓

	· OFT excellence award (scheme under review)
	(
	

	· Beacon Status (what topic)
	(
	

	· CLS Quality Mark 
	Yes
	

	· ISO 9000
	(
	

	Do you use the EFQM ® model? (Yes or no?)
	NO
	

	Do you have a service level agreement with the Officer of Fair Trading?

(Yes or no?)
	NO


Section 6:
Staffing Allocation

	Role
	Description
	Number of staff

	Managerial
	Staff primarily concerned with the management of staff within Trading Standards.  Include only the proportion of time spent on such duties.
	1.2

	Administration
	Staff that support the service within the office.
	0.5

	Enforcement staff
	Staff such as Trading Standards Officers and Consumer Protection Officers authorised under criminal legislation.
	6

	Enforcement support staff
	Staff not authorised under criminal legislation but who support that aspect of the service, for example laboratory staff, technical assistants.
	0

	Consumer advice
	Include both full time staff dedicated to providing advice to consumers and the proportion of time other staff spend on such duties.
	1

	DTS trainees
	From degree or APEL routes.
	0

	Total number of staff
	Exclude vacant posts.
	7.2

	Current vacancies
	All roles.
	0

	Long term vacancies
	Note number of vacancies of more than 4 months duration.
	0


	Qualification
	Description
	Number of staff

	DTS
	Diploma in Trading Standards or equivalent.
	4

	DCA
	Full Diploma in Consumer Affairs.
	0

	DCA Food paper
	Full Diploma in Consumer Affairs with Food qualification.
	0

	DCA Animal Health
	Full Diploma in Consumer Affairs with Animal Health qualification.
	0

	DMS & similar
	Diploma in Management Studies.
	2

	Others:


	List other relevant qualifications

 Masters in Business Administration
	1


Business Profile

	
	Description
	Number

	Businesses registered for business rates
	This brings consistency to statistics between authorities.  Give most recent figures.
	4,885

	Home Authority Firms: formal agreements
	Following LACOTS Home Authority principle guidance.

Give estimate at end March 2004.
	30

	Home Authority Firms:

Informal recognition
	Number of traders you recognised as being based in your area and about which you will take enquiries.  Give estimate for end March 2004.
	699

	Enquiries received concerning your Home Authority firms
	Include figures from other enforcement agencies.  Exclude consumer complaints and enquiries and requests for business advice.  Give estimate for end March 2004.
	30

	Risk Assessment: assessment of risk a business poses to consumers and competitors to determine frequency of inspection visits and appropriate enforcement

	High
	Follow LACORS guidance on premises risk assessment (revised and issued early 2002) Give figure from your database for year end for the number of businesses based, or with physical premises, in your local authority area.  This can include internet sites where the supplier is based in your area, stalls and other mobile traders as well as fixed premises.
	43

	Medium
	
	2188

	Low
	
	3129

	No inspectable risk
	
	0


Other Business data

	
	Description
	Number

	Business start ups
	Use figures based on VAT registration.

Give figures for end March 2002.
	

	Business failures
	Use figures based on VAT registrations.

Give figures for end March 2002.
	


Section 7:
Accessibility

	Type of Access
	Description

	Personal Callers
	The Environmental Health & Consumer Protection Division is located at Roebuck House in Torquay.  Torbay Council also has a one-stop-shop in each of its three towns (Torquay, Paignton and Brixham) called Connections.  Normal office hours are 9.00 a.m. – 5.00 p.m. Monday to Thursday and 9.00 a.m. – 4.00 p.m. Fridays.  Any complaints and queries can be received by reception staff at these venues and passed to the Trading Standards Team.  Consumer Advice does not operate a walk-in service.

 

	Telephone
	All consumer advice calls are diverted through to Consumer Direct South West.



	By Post
	To our Roebuck House Offices.



	By e-mail
	By e-mail to a dedicated Trading Standards mailbox.  E-mails are routinely monitored by Trading Standards staff.  E-mails are also received via “Webmaster” from Torbay Council’s main Website and through the Trading Standards website.



	Emergencies
	Torbay Council has an out-of-hours emergency service, which is available 24 hours a day.  Generally, this facility does not extend to Trading Standards duties.  However, there is an Environmental Health Officer on call and Environmental Health and Consumer Protection Managers can be contacted via this route.



	Disabled Access
	Roebuck House is designed to receive wheelchair users.  All personal callers should make an appointment, where face to face contact can be assured.



	Website
	The service has developed a new Trading Standards website, launched in April 2003, which can be accessed via the Torbay Council main site www.torbay.gov.uk or through the TS Community route.  An extensive range of downloadable help and advice for traders and consumers is now available on line.


C:

ASSESSING COMMUNITY EXPECTATIONS AND FEEDBACK

Section 8:
Needs and expectations of consumers

8.1
Addressing Community Expectation and Feedback

Community expectation is assessed by a number of methods:

· Analysis of consumer complaints and OFT code data.

· Analysis of user surveys.

· Best Value consultation with staff, residents and business.

· Torbay Council demographic profile.

· Consumer Support Network/Community Legal Services analysis.

· Comparison with similar authorities and adoption of best practice.

· Complaints relating to the service.

· Review of Service Plan projects.

In assessing demands and expectations for Trading Standards Services in Torbay, the known inputs have been quantified.

a)
Complaints Statistics

All enquiries and complaints are recorded onto the FLARE computer system.  During 2005/06 statistics show that 3040 enquiries were received. This number is an increase from the previous year, which is due to the advent of Consumer Direct Service, which started in September 2004. Consumer Direct handles first line advice and has the capacity to answer more enquiries. This has meant an increase in advice provision for Torbay consumers, however due to the increased capacity Trading Standards are receiving more complex cases via Consumer Direct and these are taking more resources to assist and investigate.

29% of complaints relate to defective goods, 28% substandard services, 15% misleading claims and omissions, 8.61% selling practices,  whilst others are about non-delivery or delays in receiving goods or services (5.16%), pricing (3.2%) and problems pursuing claims (1.72%).

The Office of Fair Trading return shows that in Torbay the top ten areas of complaint are:


2004/05
2005/06



· Telecommunications

11.23%

· Home maintenance/repairs and improvements
10.24%
10.10%

· Other professional services
1.9%
 6.96%

· Second Hand motor vehicles
6.6%
 6.66% 

· Other personal goods and services
9.52%
 5.61%

· Food and drink
8.13%
 4.19% 

· Betting/competition/prize draws
4.4%
 3.97%

· Upholstered furniture/furniture
2.5%
 3.22%


· Radio, TV and audio visual equipment etc
2.7%
 2.99%


· Personal computers and related hardware
2.2%
 1.95%

b)
User Surveys

Viewpoint Panel

The Viewpoint Panel is a 1600 strong residents research panel, which is statistically representative of the adult population of Torbay in terms of age, gender and geographical distribution.  This provides confidence that the results from the full panel are broadly representative of the Bay as a whole, within a range of plus of minus 2.6%.

In 1999, Torbay’s Viewpoint Panel were presented with a list of consumer issues and were asked to rate how concerned they were about each issue.

Viewpoint members were most concerned about food composition and labelling, repairs and goods sold by itinerant traders, i.e. at open markets or in streets, etc.  Electrical goods and car repairs and servicing also ranked significantly.

80% of residents thought that high priority should be given to product safety followed by 69% who thought food content and labelling and 65% who considered enforcement of minimum age sales should be high priority.

Consumer advice and consumer education ranked lower priorities for the service.

Caution needs to be exercised in the interpretation of these results, for example, although the public perceived ‘age restricted sales’ to be important, in fact only two complaints were received, albeit, this may be due to significant proactive and preventative work in that area.

Local people, local businesses and other stakeholders’ view of Trading Standards can be summarised as:

· There is a good general awareness of the Trading Standards Service.

· The Trading Standards Service is the first point of contact for customers to complaint about problems with goods or services that have not been resolved by the business concerned.

· The most important service is considered to be the proactive inspection of trading premises thus ensuring the reduction of infringements before they affect the consumer.

· Considering the opinions of the viewpoint panel regarding how concerned they were about trading issues and the priority that should be given, the following priorities are identified:

· Product safety

· Food content and labelling

· Underage sales

· Service trades such as builders, plumbers, electricians, electrical goods repairs and car repairs and servicing.

Proactive work on the last of these would have significant resource implications.  Investigation of complaints is often difficult, as there may be no firm evidence of the condition of the building or goods before the work was undertaken.  In addition, many alleged false statements are made orally, again presenting possible evidential difficulties.

Section 9:
Needs and expectations of local business

9.1 Torbay has a population of 130,000 rising to over 200,000 during the summer months.  Tourism is Torbay’s dominant industry, hosting 9 million bed nights each year, and employing approximately 15,000 people both directly and indirectly.  The industry accounts for 13.5% of the areas gross domestic product.

The significance of the resort factor means that employment in the service sector is higher than the national average, not only as a result of tourism and leisure employment, but also because of the areas attractiveness as a location for retirement.  The care sector is also, therefore, a major employer, accounting for around one fifth of total employment.

There are in excess of 6000 businesses within Torbay, including the busy fishing port of Brixham, a number of large national manufacturers and retailers as well as numerous hotels and other tourist accommodation.

Torbay’s trading environment is gradually changing to reflect the national trend.  These changes include longer opening hours and transactions over the telephone and the Internet.

During 2005/06 of the 3040 complaints and enquiries received, 35% (1069) of these were requests from traders for help, advice or assistance.  This compares to 8.85% of the total in the previous year. This is partly due to increased availability through consumer direct and partly to Trading Standards being more proactive in advising business.

The composition of businesses in Torbay is as follows:

Services and Repairs


-
42.60% 

Small Scale Retail


-
41.00%

Wholesaler



-
3.49%

Care Homes



-
2.85%

Producer 



-
2.18%

Manufacturer



-
2.00%

Large Scale Retail


-
1.69%

Mobile Trader



-
1.28% 

Schools




-
0.95%

Hire a leasing of goods 


-
0.92% 

Mail Order, Marketing, Canvass

-
0.48%

Fixed Pitch Trader


-
0.31%

Importer



-
0.23%

Building,ship,land


-
0.02%

Section 10:
Local Awareness of Trading Standards

10.1 Little quantifiable work has been completed to assess business and consumer awareness of Trading Standards.  Compared to our benchmarking partners Torbay had been less effective in carrying out business surveys than our comparative Authorities.  This is largely attributable to the Services capacity to undertake such additional work.

Torbay provides a full metrology verification service, although not with in-house testing facilities.  Torbay Trading Standards Service is an approved body by the National Weights and Measures Laboratory for the purposes of the EC verification of non-automatic weighing instruments.

Torbay does not have any formalised business partnership or trader scheme operating and does not have the resources to provide a formal duty officer scheme to ensure that businesses always have access to a Trading Standards Officer for advice.

Benchmarking showed that Torbay tended to deal more formally with twice the number of cases to the Magistrates or Crown Court but half the number of formal cautions in respect of offences.

The Service has made use of the local media to ensure that local traders and consumers have been informed of serious local issues.  Press liaison has included topics such as:

· Avian Influenza

· Alcohol Misuse Enforcement campaign

· Bogus charity collectors

· Counterfeit vodka

· Cold calling

· Consumer Direct

· Credit campaign

· Firework sales

· Spanish lottery scam

· Tarmac traders

· Traders under age sales packs

Section 11:
Demand for specialist services

The Trading Standards Team operates as three overlapping groups specialising in proactive inspection work, investigations and advice.  Inspections are integrated and generally a wide range of legislation is incorporated by the inspecting officer in a single inspection.  This is an efficient use of staff and reduces disruption to businesses caused by repeat inspections.  An analysis of inspection liability for trading standards purposes shows that 50% of premises have multiple legislative requirements to be assessed whilst 50% are inspected primarily for a single main activity purpose.

The amount of time apportioned to each main Trading Standards activity is shown below:-

Consumer Advice



17.00%

Fair Trading




30.00%

Food Safety/Standards



10.00%

Metrology




15.00%

Product Safety




15.00%

Consumer Education and Information 

 5:00%

Other





 8:00%

Torbay draws in trade from all over Torbay and also from surrounding areas such as Totnes and Newton Abbot.  Torquay, Paignton and Newton Abbot, all tend to serve each other in terms of the retail industry.  Torbay shoppers are also attracted to the two principle shopping areas of Exeter and Plymouth particularly for major purchases. Torbay’s policy on dealing with complaints has changed; this is as a consequence of the staff reductions. Consumer advice will only be provided to callers within the boundaries of Torbay and who have been through the Consumer Direct system. Referrals from Consumer Direct will only be actioned when there is a criminal element or the issue has potential to affect more than one individual with a wider economic, safety or health impact or it relates to consumer credit. No casework will be undertaken on behalf of individuals.

Torbay’s significant elderly population means complaints about inadequate home improvement and repairs are numerous, as are allegations of cowboy builders and other rogue traders.  Similarly attention has been given to holiday accommodation and travel complaints and misdescriptions associated with second hand car sales.

During 2005/06, Torbay Trading Standards received 1069 requests from traders (35% of the total number of complaints, requests for advice etc).  It also undertook verification checks at premises, which revealed a failure rate in equipment tested.  Of the enforcement visits undertaken during the same time period traders received formal cautions for infringements, whilst traders required further investigations pending consideration of formal action.  In addition traders received Notices in the form of written warnings, whilst traders were verbally warned.  All these warnings included advice as to the most appropriate course of corrective action.  In total 60% of the Traders visited were required to take some form of action to correct their infringement.

PART TWO:
 NATIONAL AND LOCAL PRIORITIES

D:

POLICIES ON NATIONAL AND LOCAL PRIORITIES

Section 12:
Informed Confident Consumers

All work, including reactive, is estimated from previous experience and allocated within existing staff and financial resources.  Due to the increasing demands on these limited resources, the Service is moving further towards intelligence led approach to enforcement.  Complaints from the public are risk assessed and those of a minor nature receive less attention, but are reviewed when future service planning is undertaken.

	12.1 Provisions for educating, informing, advising and creating confident consumers
	12.2 Links to strategic objectives and Best Value Principles
	12.3  How local feedback taken into account

	12a. Providing quality advice and information using modern technology and appropriate media

	To continue to provide a demand led responsive consumer advice service, primarily by telephone. This is delivered through the Consumer Direct South West. Torbay deals with the more complex complaints received via letter fax and email.
	Making Torbay a safer place


	· Risk assessed consumer complaints.

· Service priorities determined by greatest level of consumer complaints.

· Feedback encouraged from local trade associations.

	To develop the amount of information to Consumers available on our Website.

To retain the Community Legal Services Quality Mark.
	Corporate improvement

To improve the delivery, efficiency and quality of services and meet the community’s priorities through challenging existing ways of delivering services and innovation.


	· Website developed in response to local need for accessible information.

· Active monitoring of use of the site will inform future development of the site.

· Reinforce the Authorities commitment to providing quality advice.

· Further develop the Website in line with e-government initiatives

	12b.  Informing Consumers to enable them to deal with new or difficult trading activities.

	To develop the amount of information to Consumers available on our Website.
	Making Torbay a safer place


	· As above


	12c. Creating confidence in e-commerce issues

	To develop the links from Trading Standards website to other electronic sources of information.
	Corporate improvement

To improve the delivery, efficiency and quality of services and meet the community’s priorities through challenging existing ways of delivering services and innovation.


	· Reinforce the Authorities commitment to providing quality advice.

	12d. Developing and delivering proactive education programmes to vulnerable groups

	To continue to provide a regular press releases in the local press providing consumer education on a relevant topic.
	Making Torbay a safer place 
	· Articles support existing local service priorities.

· Articles responsive to trends in local consumer issues involving the Trading Standards Service.

	Raise awareness of food/product safety warnings to the general population.
	Making Torbay a safer place 
	· Promotion of national issues locally, provides the locality with a focal point for concerns they may have.

	Participate in the Council’s “Junior Life skills” event.
	Making Torbay a safer place 
	· Annual event which is evaluated and modified year on year to respond to consumer needs.

· Work with partner agencies to develop interactive, practical sessions for younger persons in Torbay.

	12e.  Joined up working through regional co-ordinators or with other organisations to improve service delivery

	Continue to support the Consumer Direct South West in conjunction with SWERCOTS

Work with colleagues in food safety, health and safety, housing standards, disability information service to ensure a broad range of accurate advice is provided.


	Making Torbay a safer place 


	· Provide a co-ordinated and consistent response to consumer issues, regardless of postcode, across the region.

	12f.  Participation in local Consumer Support Networks

	To develop the Consumer Support Network within the locality.
	Making Torbay a safer place 
	· Actively participate in events such as Health education leisure and pleasure information Day (HELP) to reach non-users of consumer advice.
· Joined-up approach/signposting to varied Council services. 
· CSN encourages service users to access a broader range of help and assistance.
· Regular monitoring of service users helps identify strength and weaknesses in service delivery and formulate future priority project work.

	12g.  Improved accessibility and availability of the service to local consumers, including action to identify gaps in the service and reach non-users.

	Continue to support the new Consumer Direct pathfinder in conjunction with SWERCOTS


	Making Torbay a safer place 
	· Provide a co-ordinated and consistent response to consumer issues, regardless of postcode, across the region.

	Translation services
	
	· Arrangement exists for translators to be available from within Torbay Council and with Devon & Cornwall Constabulary.


	12h.  Measuring use and effectiveness of education, advice and information services

	Monitoring use of new web pages
	Making Torbay a safer place 
	· Regular monitoring of service users helps identify strengths and weaknesses in service delivery and formulate future priority project work.

	12I  Encouraging participation in consultation process

	Face to face consultation at event.

Partnership working with other agencies.

Non user surveys.
	Making Torbay a safer place 


	


Torbay Consumer Support Network

The Torbay Consumer Support Network (CSN) consists of a number of advice and information providers, all of whom see the benefits of working together to improve access and information.  The Network aims to make it easier for consumers and advice providers to access information about their rights.  The Torbay CSN covers the Torbay Council area and will work in partnership with South Hams CSN.  The Network is committed to working with other local and regional initiatives including the Torbay Information Network.  

The CSN is keen to involve members of the business community.  Members of the business community have identified a need for better access to information relating to their rights and obligations as well as those of their customers.

Needs and Gap Analysis

A self-assessment questionnaire has been sent to all current Network members.  A non-user survey is planned using the client groups of members of the Torbay Information Network.  The results will be considered jointly with South Hams CSN.

Devon Community Legal Services Partnership is in the process of carrying out needs and gap analysis.  Preliminary analysis indicates a need to inform members of the public about their rights and about sources of consumer advice.

Aims of the Torbay Consumer Support Network

· To develop and maintain an effective information exchange between Network partners promoting inter-agency working and ensuring timely provision of advice and information about local issues and changes in legislation.

· To increase the availability of information to all members, which can be passed on to consumers requesting advice, information or assistance.

· To develop and implement an effective referral system to ensure that whichever member organisation a consumer approaches, they are directed without delay to the most appropriate advice provider.

· To work towards the provision of training for members on consumer issues or changes of legislation, to improve the knowledge and expertise of members and ensure advice provision is consistent and the quality of current services improves.

· To carry out further needs assessment and gap analysis to ensure that the needs of consumers in Torbay are met and that consistency is guaranteed, duplication avoided and access improved.

· To promote awareness of the Network and its aims in order that consumers may access the services they require with ease.

· To use technology in order to improve access to advice and information to members of the Network and ultimately consumers.

· To develop and implement a quality certification system for business members, which signifies their knowledge of their rights and responsibilities as well as their active involvement in the Network.

· Wherever possible, to work in partnership with other Networks and initiatives, in particular with Devon Community Legal Services Partnership, as well as continuing to support the needs of the business community members.

· To hold regular meetings to ensure that targets are being met, outcomes of initiatives are evaluated and all partnership members are kept informed of progress.

Torbay’s Consumer Support Network is working towards full agreement of its Network Development Plan, and registration as a fully operational network.

Section 13:
Informed Successful Businesses

	13.1   Provision for creating informed successful businesses through information, education and advice
	13.2  Links to Strategic Objectives and Best Value Principles
	13.3  How local feedback taken into account

	13a.  Providing quality advice and information using modern technology and appropriate media

	To continue to provide a demand responsive business advice service.
	Making Torbay a safer place 
	· Undertake visits to and advise local businesses on request and as part of routine inspection programme.

	To develop the amount of information available to businesses on our website.
	
	· Provide downloadable information for business as part of the development of the new Trading Standards website.

	13b. Developing and delivering a proactive education programme for businesses

	To improve consultation mechanisms between the Trading Standards Service and the local business community
	Making Torbay a safer place 


	· Arrange at least two events with the Business Community to promote their understanding of relevant legislative issues, in partnership with other agencies.

	To assist businesses in understanding legislation.
	
	

	To improve liaison between the Trading Standards Service and the local business community.
	
	

	13c.  Working with business to improve compliance and minimise non-compliance and failure

	To maintain and improve compliance with BVPI 166
	Making Torbay a safer place 
	· To ensure that existing standards are maintained and all future policy development complies with the appropriate guidance.

	Licensing – to issue permits, registrations or licences in respect of animal health movement licences and administration of Consumer Credit.
	
	· Ensure that timely reminders are sent out, and businesses advised of their duties requiring licensing at an early stage.

	
	
	· Encourage better working relationships with our Home Authority businesses.

	Awareness of enforcement policy
	
	


	13d.  Participation in local business partnerships and local business link

	Improve the provision of Home Authority Principle by entering into formal agreements with local businesses.


	Making Torbay a safer place 


	Encourage better working relationships with our Home Authority businesses. 

	13e.  Joined up working through regional co-ordinator or with other organisations to improve service delivery

	Participation in SWERCOTS projects
	Making Torbay a safer place 
	

	SWERCOTS Let accommodation project
	
	

	
	
	· Target information on product safety to landlords of holiday accommodation, which the project found to be that with the highest risk to consumers.

	13f.  Exploiting existing links between business, local authorities and government agencies to give information and advice

	Food Team
	Making Torbay a safer place 
	

	Housing Team
	
	

	
	
	· To reduce burdens on local businesses by targeting visits at high-risk businesses.



	
	
	

	13g.  Improved accessibility and availability of the service and local business, including action to identify gaps in the service and reach non users

	Further develop the Website in line with e-government initiatives
	Corporate improvement

To improve the delivery, efficiency and quality of services and meet the community’s priorities through challenging existing ways of delivering services and innovation.


	· Website developed in response to local need for accessible information.

· Active monitoring of use of the site will inform future development of the site.

· Reinforce the Authorities commitment to providing quality advice.



	Visits out of normal office hours
	
	

	13h.  Measuring use and effectiveness of education, advice and information services



	Monitor emails/complaints received
	
	


	13i.  Encouraging participation in consultation processes



	Trade shows/seminars
	See 13g
	


Section 14:
Fair and Safe Trading Environment

a) Principles of Good Enforcement

Torbay Council’s approach to enforcement reflects the responsibilities placed upon it by legislation and associated codes of practice and guidance.  The Council considers that the primary responsibility for ensuring compliance rests with the proprietors of business and views co-operation with proprietors and others who have legislative duties as the best way of achieving compliance with the law.

It is Torbay Council’s policy that enforcement action, be it verbal warnings, the issue of written warnings, statutory notices or prosecutions, is primarily based upon an assessment of risk to public health or the seriousness of any alleged offence.

Torbay Council endorses and fully supports the Principles of Good Enforcement as set out in the Enforcement Concordat published by the Cabinet Office in March 1998.  The Council formally adopted the Enforcement Concordat in 2000.

Torbay Council has formally adopted and published an Enforcement Policy relating to the work of the Environmental Health and Consumer Protection Division. In line with continuing improvement this policy will be reviewed this year and benchmarked against those of the SWERCOTS authorities.

b) Operation of Home Authority Principle in accordance with LACORS guidance including responding to queries from other Authorities 

The Council endorses the principles laid down in the LACORS Home Authority Principle, and where Council enforcement action impacts on a firm’s national policy, the home authority will be consulted.  The originating Authority (who ensures foodstuffs produced or packaged in their area comply with the law) will also be contacted.

Torbay acts as Home Authority for 21 businesses that trade regionally or nationally.  Torbay aims to prevent infringements by offering advice and guidance, at source, for these businesses, in order to maintain high standards of public protection at minimum costs.

The relationship with these traders will be reviewed with a view to introducing more formal working arrangements between Trading Standards and the businesses. Work will also be carried out to ascertain the number of businesses that are trading via the Internet. The internet businesses will also be monitored to check compliance with Ecommerce, Distance selling and Trade Descriptions legislation.

	14.1 Provision to secure this for the protection of all local consumers, for genuine traders to flourish and to drive out rogue traders
	14.2  Links to strategic Objectives and Best Value Principles
	14.3  How local feedback taken into account

	14a.  Provision for good enforcement principles that meet requirements of Enforcement concordat and take into account the Code of Crown Prosecutors

	Participate in the Review of the Business Unit Enforcement Policy with the development of the new Regulatory Compliance Code.
	Making Torbay a safer place 
	· Business Community were included in the development of the original policy.

· Monitor Corporate Complaints received to ensure continual compliance. 

· Customer satisfaction questionnaires are sent to business and feedback received is acted as part of an ongoing review.

	Comply with the requirement of the revised BVPI 166.
	
	

	Complaint procedures available
	Corporate improvement

To improve the delivery, efficiency and quality of services and meet the community’s priorities through challenging existing ways of delivering services and innovation.


	· Complaints monitored corporately.

	Published fees and charges (annual).
	
	· Determined by Members in open session to which the public can attend.

· Copies of fees and charges freely available.

	14b.  Operation of the Home Authority Principle in accordance with LACORS guidance, including responses to queries from other authorities

	Formalise arrangements with HA premises Designate and publish the lead officer at each HA premises

Update LACORS HA Database


	Making Torbay a safer place 
	· The effectiveness of this approach will be monitored during 2006/07 as part of an overall evaluation of our home authority role.


	14c.  A programme of enforcement activity informed by and linked to recognised risk assessment analysis, and which reflects appropriate levels of enforcement

	Review the way in which the departmental databases are managed with a view to improving the quality of data held.

Inspect all high risk trade premises. 
	Making Torbay a safer place 
	

	14d.  Enforcement arrangements for e-business/e-commerce

	Using the SWERCOTS e-tourism website to inform and advise local businesses trading via the internet. 
	Making Torbay a safer place 
	Use the consumer complaints database to identify local internet traders. Use the intelligence from CD to identify traders.

	14e.  Targeting traders or business sector known to give rise to high levels of problems

	Carry out targeted surveys of  identified “problem” traders to improve standards
	Making Torbay a safer place 
	Use the consumer complaints database to identify traders.

Use the intelligence from CD to identify traders.

Reduction in amount of consumer dissatisfaction and complaints

	14f.  Tackling practices which target the vulnerable and socially excluded

	To consider the appropriate use of the Enterprise Act in relation to problem traders
	Making Torbay a safer place


	Use the intelligence from CD to identify traders.

	14g.  Arrangements through regional co-ordinators/other enforcement agencies (inc central gov agencies) to target rogue traders and unsafe or misdescribed goods to avoid duplication.

	Support Consumer Direct South West in conjunction with SWERCOTS

Adopt  the SWERCOTS review of enforcement procedures and new guidance manual and introduce into working practices


	Making Torbay a safer place
	Provide a co-ordinated and consistent response to consumer issues, regardless of postcode, across the region.

Receive increased intelligence.

To provide a consistent regional approach to enforcement. 

Use the intelligence from CD to identify traders.

	14h.  The inspection of metrological equipment and goods based on risk assessment.  Verification of equipment and arrangements for joined up working on legal metrology issues.

	Explore ways of becoming part of the SWERCOTS notified body.
	Corporate improvement

To improve the delivery, efficiency and quality of services and meet the community’s priorities through challenging existing ways of delivering services and innovation.


	


E-Government

The Government has issued targets in relation to electronic service delivery which state that all Government services should be capable of electronic delivery by 2005.  The Government’s definition of “electronic” goes wider than IT, also included are telephone, fax and voicemail as acceptable methods of providing electronic services.  The Service is contributing to Torbay Council’s overall e-government strategy to develop its accessibility electronically.  It is proposed to investigate the provision of forms electronically as well as receiving payments.  There may be problems with accepting formal applications for licences, etc, because of the need for such documents to be signed, but the Service will monitor the progress of electronic authentication of documents and apply it if successful.

E:

EFFICIENT, EFFECTIVE AND IMPROVING TRADING STANDARDS 

SERVICE

Section 15:
Efficient, effective and improving Trading Standards Service

	15.1 Provisions to develop and modernise the service and to meet SDP requirements efficiently and effectively.  Indicates provisions for continuous improvements
	15.2 Links to strategic objectives and Best Value Principles
	15.3  How local feedback is taken into account

	15a.  Provisions for communicating and raising the profile of the service and the plan to staff, council members and service users

	Hold service planning days


	
	

	CSN/CLSP
	
	

	Public meetings
	
	Overview and scrutiny board

	Press Releases
	
	

	Reception displays in libraries, connection offices and local businesses.
	
	Promotion of the service via displays in prominent locations.

	15b.  Ensuring staff know which part of the plan they are responsible for and how their performance against the plan will be measured.

	Monthly team meetings
	
	

	RADAR (reviews)
	
	Communication of Council objectives from Strategy Tree, into individual targets.

	Monthly one to ones with staff
	
	One to one

	EH & CP Annual Business Plan
	
	One to one

	15c.  Consulting users on the development of the service

	CLSP
	
	

	CSN
	
	

	15d.  Dealing with complaints about the service

	Website
	
	Increase mechanisms by which complaints can be generated.


	15e.  Developing and training staff to ensure that they have the skills required to deliver the service

	Using RADAR to identify training needs.
	Corporate improvement

To improve the delivery, efficiency and quality of services and meet the community’s priorities through challenging existing ways of delivering services and innovation.

Making Torbay a safer place
	Two-way communication between the authority and its staff.

	15f.  Developing all aspects of the service from delivery to internal procedures to reflect current recognised good practice

	Review procedures and processes
	Corporate improvement

To improve the delivery, efficiency and quality of services and meet the community’s priorities through challenging existing ways of delivering services and innovation.

Making Torbay a safer place
	Use feedback from Internal audit to identify gaps and areas for improvement.

Compare the procedures operated by members of the benchmarking group.

	Develop a risk assessed approach to complaint resolution,
	Making Torbay a safer place
	

	Retain the Quality Mark for Consumer Advice
	Making Torbay a safer place 
	

	Website
	Corporate improvement

To improve the delivery, efficiency and quality of services and meet the community’s priorities through challenging existing ways of delivering services and innovation.


	

	15g.  Maximising efficiency through use of IT and other modern technology

	FLARE pilot the use of handheld PC’s in the field.
	
	Project will be evaluated with users and suppliers.

	15h.  Evaluating and improving joined up working and co-ordinated activities for enforcement, advice and information sharing.

	Distribution of the SWERCOTS “no proof of age – no sale” a training pack for traders about the sale and supply of age restricted products.  
	Making Torbay a safer place 
	Monitoring of underage sales 

	CSN/ CLSP
	
	

	SWERCOTS
	
	

	15i.  Plans for responding to emergencies effectively

	Review all the Animal Health Contingency plans in line with the SWERCOTS regional plans and DEFRA.
	Making Torbay a safer place 
	

	15j.  Allocating resources appropriately

	Budget prioritisation undertaken by Asst Director (EH & CP) in consultation with Strategic Director Community services and Executive member.
	Corporate improvement

To improve the delivery, efficiency and quality of services and meet the community’s priorities through challenging existing ways of delivering services and innovation.


	Resources allocated based on Members agreed priorities.

	15k.  Ensuring formal reporting procedures are carried out in an efficient and timely manner.

	TS manager responsible for ensuring responses are within agreed target times.
	Making Torbay a safer place 
	


Vision for Torbay’s Trading Standards Service

The national agenda for Trading Standards is changing and is in the process of being formed. It is expected that LBRO will be launched in 2009 together with a set of national priorities for all regulatory services including Trading Standards. Over the next three years Torbay’s delivery of Trading Standards will be reviewed in preparation for its introduction. Consideration will be given to the way national priorities can be dovetailed into local priorities and how the service can be delivered in a more efficient and effective way.

A key concern for business identified by the Hampton Review was lack of consistency and coordination in local authority regulatory services. This report was published in March 2005.

On 5 December 2005 the Chancellor published his Pre-Budget Report, announcing plans to set up the Local Better Regulation Office, a single body overseeing and supporting local authority regulatory services within the areas of trading standards and environmental health. This follows on from initial plans to set up the Consumer and Trading Standards Agency (CTSA) and builds on the work of the Local Authority Better Regulation Group (LABREG). 

The DTI will work in partnership with local authorities and key regulators to create a LBRO which enshrines the principles of the 2005 Hampton Report. The LBRO will:

· Ensure a co-ordinated set of national priorities across trading standards and environmental health services, with sufficient flexibility to allow local priorities as well

· Help build best practice in risk-based delivery of services at the local level, co-ordinating support and guidance for local authorities on regulatory enforcement

· Drive a move from inspection to front-end advice, aiming to reduce burdens on business, thereby delivering Hampton recommendations

· Expand on the success of the Home Authority Principle, establishing a framework to ensure a consistent, risk-based approach to the delivery of trading standards and environmental health services for multi-site businesses

· Drive up performance standards within the wider local government performance framework, helping trading standards and environmental health officers provide a high quality service in accordance with Hampton principles

The LBRO will deliver clear benefits to business and local authority enforcers. It will:

· Provide a coordinated set of priorities and a framework for enforcement of regulation in trading standards and environmental health

· Offer a better service for businesses operating across local authority boundaries and ensure better advice is made available to business helping them comply with their regulatory responsibilities

· Increase consumer protection, creating a healthy, competitive marketplace with better targeting of resources at rogue traders and criminal activities

LBRO’s main objective will be :

To produce proposals for a legislative framework to establish LBRO so that it can support Trading Standards and Environmental Health Officers to ensure their interactions with business are more: consistent, coordinated and targeted. 

The LBRO will focus explicitly on reducing the regulatory burden on businesses, The DTI is dedicated to creating the conditions for business success and helping the UK respond to the challenge of globalisation. They want to encourage a business climate where honest companies can operate unhindered by over-regulation and free of excessive administrative burdens. Where regulation does exist, it must be fair and effective. 

It is in this spirit that DTI, HM Treasury and the Cabinet Office’s Better Regulation Executive are working together, in partnership with local authorities and others, to set up the Local Better Regulation Office (LBRO). This new body will oversee the delivery of local business regulation in trading standards and environmental health. 

Our service has already identified that closer working with businesses is needed.  Trading Standards can provide valuable resource to businesses particularly small businesses, which do not have the benefit of head office legal departments to advise them.  The Trading Standards Service must protect its impartiality in investigations but can be effective in resolving disputes between traders and consumers.  The development of a formal business partnerships would be the first step in building closer relationships. Proactive work with the Bay’s “Home Authority” businesses should ensure that they become better informed and more confident traders. They will be given the confidence to ‘improve’ their businesses.
Having recognised this there are targets to achieve this year:

· Minimum of 1 proactive visit/contact with each home authority business per year.

· Improve relationships with HA companies and introduce formal agreements with them.

· Carry out targeted surveys of identified “problem” traders to improve standards. Identify at least 5 problem traders to improve standards and reduce further consumer complaints.

· Carry out trade audits to improve accuracy of the database.

· In particular compile data on local companies trading via the Internet. Monitor internet for compliance with Ecommerce, Distance selling and Trade Descriptions legislation.

· Ensure that all premises are correctly risk assessed, in particular risk rate the “zero” risks.

Regular and more effective consultation with users and non-users of the service is needed to continually improve satisfaction levels and ensure quality of access to the service.

In order to increase consumer protection, create a healthy, competitive marketplace with better targeting of resources at rogue traders and criminal activities, intelligence and statistical information must be used more effectively. Such investigations need not necessarily be through routine inspection but by projects targeting known repeat offenders or high risk situations. This year the top 5 “problem traders” will be identified and worked with to reduce the amount of complaints generated by them. 
Innovative and effective consumer education must reach those who do not currently have knowledge of the service rather than the traditional groups identified as the main users.  The promotion of a high profile call centre advice service can encourage self-help by informing the consumer of their rights of redress.

Other changes to the Services’ work, include:

· Food Standards work being carried out by the Food Safety team

· Reduction in involvement in the Home maintenance register

· An Increase in the number of customer satisfaction surveys

· Medium risk premises will only be targeted after the high risk premises have been inspected

· Not all complaints will be investigated

· No casework will be undertaken on behalf of individuals, including vulnerable consumers

The Peer Review undertaken in 2005 has generated an improvement and action plan for the service. The implementation of this will be carried out and completed by April 2007.

Torbay aims to develop a high quality service to Charter mark standards.  The service will achieve its statutory responsibilities and the distinctive concerns of local residents through a prioritised programme of investigation and inspection, working with partners and providing a responsive, telephone based/e-mail service. Work will be done to ensure that the Trading Standards Website is informative and current.

	
	 IMPROVEMENT AND ACTION PLAN – PEER REVIEW 2005



	IMPROVEMENT
	ACTION
	WHEN
	WHO
	MEASUREMENT

	1.
Improve communication with 
staff regarding medium/long 
term plans of Service and improve understanding of Corporate plans
	To be included on agenda for team meetings and discussed.

Circulate individual action plans to team

Away days for team to encourage the team to be more proactive in service planning

Work programmes and action plans agreed at staff RADARs should be reviewed more often.

Arrange regular One to One meetings with staff.

Team meetings 

MEB to generate team and individual reports from Flare

Reports discussed with staff 

Implement staff training on Corporate plan
	Monthly

April 2006

Monthly

Monthly

Monthly

Monthly

Monthly


	Trading Standards Manager

Team
	Feedback can be monitored via minutes of meeting/in one to ones.

Staff satisfaction survey

Staff files kept with notes from meetings

Minutes taken

Check against targets 

Notes from meetings

	2.
Improve the profile of the service
	Encourage Elected Members to have active role in the Service

 Invite Members to take part in the Service’s workload

Inform stakeholders of the role of Trading Standards by:

Issuing press releases 

Mail shot guidance on new legislation to business

Take part in business seminars with other EH&&CP teams

Publishing information on the website
	June 2006

Ongoing

As need arises

April 2007


	Senior Management

Team
	Improved communication with Elected Members.

Responses from stakeholder questionnaires



	3. Maximise use of service funding 


	Manager to outline budget expenditure/available funds at team meetings 

Discussion of possible projects/needs at team meetings

New proposals to be suggested at team meetings

Identify possible projects to be involved in

(via Swercots, OFT, DTI and Flare database)

Report on effectiveness of funds/project
	Monthly
	Trading Standards Manager

And Team
	Report on budget 

Review work 

Measure effectiveness of project in relation to budget spend and resources used.

	5.
Improve consistency of working practices of officers.


	Identify areas where procedures are required. 

 Develop procedures and form a

procedural manual

Shadow officers
	April 2006

April 2007

Ongoing
	Team

Trading standards manager
	Audits, staff confidence

Stakeholders questionnaires

	6.  Ensure consistency of communication with    stakeholders especially consumers and traders. 
	Develop standard letters to complainants and place templates on shared drive.

Link documents to Flare 

Audit existing letters and identify areas which need additional letters
	December 2005

December 2005


	 TS Team and admin team

Systems administrator
	Check shared drive and staff awareness 

Check Flare

	7. Improve performance and stakeholder satisfaction

Improve performance and stakeholder satisfaction cont;


	Develop an effective performance management system 

Tasks/targets to be allocated at RADARS/121s/team meetings

Performance monitored at RADARS/121s/team meetings

Issues addressed in 121’s if individual at team meetings if group

Positive feedback as targets achieved to individuals and team

Identify stakeholders and implement survey. 

Act on problem areas identified.

Feedback results at team meetings 

Discuss at team meetings how the team can improve practices where necessary

Implement identified changes

Ensure good practice continues
	October 2005

Monthly

Monthly

As arise

October 2005
	Trading Standards Manager

Trading Standards Manager

And team and system administrator


	Monitor performance using reports from Flare

Surveys dispatched 

Returned surveys analysed



	8.
Improve compliance of business
	Review the way Trading Standards currently operates, with respect to the Hampton Report.

Introduce a service more oriented towards Business Advice and support and reduce the inspection regime

Distribute relevant information by way of advice leaflets at the time of contact or by individual advice letter as a follow up .

Configure Flare to enable compliance reporting

Continue to advise Business on civil and criminal advice 

Mail shot Business by trade sector when there are changes in legislation

Ensure updates are published on website
	April 2007
	System administrator

Consumer Advisor

Team


	Stakeholder questionnaires

Flare reports


	
	


PART THREE:  REVIEW ASSESSMENT AND IMPROVEMENT

Section 16:
Quality Assessment and Review

16.1 Provisions for ensuring work of services assessed against the service delivery plan and standard.

The Service Plan will be reviewed annually by the Assistant Director (Environmental Health & Consumer Protection) and the Trading Standards Manager. This review will include an assessment of the previous years’ performance against the service plan and performance targets stated.  The Service Plan is intended to be a working document through which all elements of the Trading Standards Service are influenced.  In addition, the Improvement and Action Plan contains a number of target dates, by which actions need to be taken, and these will also form a mechanism for monitoring the service.

All members of the Trading Standards Service have an annual RADAR review (Results and Development Annual Review).   At least once a year each employee is given the opportunity to raise and discuss issues with their line manager and agree performance or personal development plans.

16.2
Benchmarking
Torbay Council is already part of an established Benchmarking Group comprising other Authorities, which featured in the Audit Commission’s “nearest neighbour” group.  The nearest neighbour Authorities were Brighton and Hove, Bournemouth, Southend, Poole and North Somerset.  Plymouth and Swindon were included because of existing contacts and benchmarking in other professional disciplines.  All benchmarked partners are southern counties Unitary Authorities.

16.3
Qualifications and Training

The Authority will ensure that it only appoints appropriately qualified and experienced personnel to Trading Standards duties.  Where Officers are required to undertaken Continuous Professional Development activities to maintain professional qualifications, the Authority will, as far as is reasonably practicable support these activities.  The Authority will support a planned training programme to enable all Trading Standards staff to develop and maintain their knowledge and expertise.  Initial and ongoing training will be given to all members of the Trading Standards Team, both in topic specific areas and to ensure that they understand the requirements of the Council’s policies and the impact that they have on the direction of their service.

16.4 Torbay Council recognises the need to measure the effectiveness of its Trading Standards Service.  It aims to ensure that its procedures result in high quality, consistent inspections.  The interpretation and action taken by Officers following an inspection should also be consistent within the Authority.

16.5 Maintaining a Premises Database
The Environmental Health and Consumer Protection Division operates and maintains a property database known as FLARE.  The system holds property based information premises in Torbay.  Trading Standards will fully maintain and utilise the FLARE computer system in relation to complaint and visit databases.  Postal questionnaires will be introduced and sent to business addresses in the Bay to assist in improving the accuracy. The Service will use the information as a management tool for service performance, monitoring and assisting consumers and businesses.

Review of 2005/06
The Assistant Director (Environmental Health & Consumer Protection) and the Trading Standards Manager have reviewed the 2005/06 Service Delivery Plan.

The Trading Standards Manager started took up the post in July 2003. The restructure of the Directorate started in September 2003 and was completed in January 2004. An additional career graded post of Enforcement/Trading Standards Officer was added to the Trading Standards establishment. This post was successfully filled in 2004/2005 and the candidate took up post in September 2004.  Another member left to work for Devon CC in Trading Standards and this post was realigned into an Enforcement Officer post, which was filled in January 2005. Both the post holders have started Diploma in Consumer Affairs training, which will hopefully be completed at the end of 2006. 

The year started with the deletion of three  posts with the postholders taking voluntary redundancy and leaving in April 2005. April also saw the Peer review of the Trading Standards service by two trading standards officers from other local authorities and an elected member nominated by IDEA. The report of their findings suggested improvements to the service and these were discussed at an away day in September. An improvement and action plan has been agreed which will be incorporated in next year’s service plan.

The two newest members of staff started their formal training towards the new DCATS Trading Standards qualification. This is an ongoing commitment for the team, with three Trading Standards officers attending Assessor courses to enable two to be assessors and one to become an internal verifier for the required portfolio work to be completed by the trainees. Torbay received £8000 from a successful application for funding to assist Torbay with training costs was made to the LGA. 

There is now a great deal of focus on the Trading Standards Service to be responsive to local needs, and more emphasis has this year been placed on identifying gaps in service delivery driven and consumer focused.

Examples of actions already implemented are:

· CLS “Quality Mark” for Consumer Advice maintained

· Focusing enforcement activity on areas of highest consumer complaint e.g. 2nd Hand Car Sales & Counterfeit Goods. 

· Improved communications within the team, with regular one to one and team meetings and away days held.

· Participated in the peer review process

· Launched the SWERCOTS ‘no proof of age –no sale’ trader information packs

· Firework safety displays in Connections offices

· Implemented the  SWERCOTS enforcement guidance manual for use by all EH & CP unit

· Participated in a regional survey on imported foods funded by the FSA

· Participate in SWERCOTS Animal Health and Welfare panel

Last year Animal Health and Welfare became be part of this Services remit. The stockholders were identified. Contacts and links have been established with animal health officers in Devon and Cornwall and with the State Veterinary Service at Exeter. A cross-divisional Animal Health steering group was set up to co-ordinate Animal Health issues. New legislation is being introduced in this area which will have a considerable impact on service delivery. There is the Animal Health and Welfare bill and regulations for feed traceability and hygiene to be introduced. 

The implementation of Consumer Direct has had an impact on the work of Trading Standards.  Pilot studies showed that for the size of authority Torbay can expect Consumer Direct to receive 4,500 complaints on its behalf annually. It is anticipated that 21% (945) of these will be complex and referred to the authority for in depth advice. 7%  (315) will have a criminal element and require further investigation and 14% (630) will need further action by the advisor. Torbay has lost the “quick” calls, but there is a potential for increased workload, as more members of the public become aware of Consumer Direct. It was the first complete year that Consumer Direct South West had operated and they handled 4336 calls from Torbay residents. In fact in total we received 1971 consumer complaints which required action by Trading standards. Trade enquiries increased dramatically from 197 to 1069.

Achievements 2005/06
Informed Confident Consumers

	Target 2005/06
	Actual 2005/06
	Achieved/Not Achieved
	Target 2006/07

	1. Respond to 95% of 

         complaints/enquiries received within the prescribed time limits of the Authority i.e. 5 days The response time was amended to reflect consistency within Consumer Direct and to take account of staff reductions.
	98%
	Achieved
	Respond to 95% of 

 complaints/enquiries received within the prescribed time limits of the Authority i.e. 5 days 

	2. Provide statistical return to OFT at prescribed intervals.
	
	Achieved
	Quarterly

	3. Investigate potential project development opportunities for vulnerable consumers. Ongoing , meetings attended and a Traders seminar arranged for end June 2005 to decide future.
	Review the sustainability of the Register with existing partners.
	Achieved
	To cease involvement with the Home maintenance register as no suitable agreement has been reached.

	4. Provide a bi-monthly consumer column as “Ask Katie” for the Herald Express. Column ceased due to staff reduction
	Bi-monthly
	Achieved
	Provide communications team with appropriate press releases and articles for Bay News. 

	5. Maintain Quality Mark
	       
	Achieved
	Maintain Quality Mark

	6. Raise awareness of Trading standards work including Food hazard and product safety warnings
	Press releases issued

TV and Radio coverage
	Achieved
	Raise awareness of Trading standards work including Food hazard and product safety warnings

	7. Develop the amount of   

        downloadable consumer advice     

        on the website.


	Maintain & improve website in line with e-government and Council targets.
	Achieved 
	Continue to improve the information on the website to consumer and traders

	8. Support Consumer Direct in its infancy
	Launched September 2004
	Achieved
	 Continue to support Consumer Direct South West

	9. 
	
	New target for 2006/07
	Sign up to the Consumer Direct National database

	10.
	
	New target for 2006/07
	Sign up to the Consumer Regulation website

	11. Participate in the Councils “Junior Life Skills” event
	
	Achieved
	Participate in the Councils “Junior Life Skills” event


Informed Successful Business

	Target 2005/06
	Actual 2005/06
	Achieved/Not Achieved
	Target 2006/07

	1.     Respond to all requests for advice from businesses within 5 days.
	            88%


	Not achieved
	Respond to all requests for advice from businesses within 5 days.

	2. Minimum of 1 proactive visit/contact with each home authority business per year.


	90%
	Not achieved
	Minimum of 1 proactive visit/contact with each home authority business per year.

	3. Improve relationships with HA companies and introduce formal agreements with them.
	Not achieved due to staff reductions
	Not achieved
	Improve relationships with HA companies and introduce formal agreements with them.



	4. 
	
	
	

	5. Liaison through the Community Legal Partnership, CSN and other appropriate groups.
	Ongoing
	Achieved
	Liaison through the Community Legal Partnership, CSN and other appropriate groups.

	6. To continue to promote, review and adhere to the provisions of the enforcement concordat in our dealings with local businesses.
	Ongoing Improvement in BVPI 166
	Achieved


	To continue to promote, review and adhere to the provisions of the enforcement concordat in our dealings with local businesses.

	7. Survey 200 businesses that receive a primary inspection during 2005/06.
	
	Achieved
	Survey 200 businesses which receive a primary inspection during 2006/07

	8.       Maintain & improve website in line   with e-government and Council targets.

prove website.
	
	Achieved
	Maintain & improve website in line with e-government and Council targets.



	9.      Maintain current level of performance with BVPI 166.


	
	Achieved
	Comply with the requirements of the revised BVPI 166.

	11.     Review the operation of the premises risk assessment having regard to national guidance by July 2005
	Implemented April 2006
	Not achieved
	  

	12. Review the existing Divisional Enforcement and Prosecution policy.
	
	Not achieved
	Review the existing Divisional Enforcement and Prosecution policy.

	13. Incorporate the SWERCOTS     enforcement guidance manual and procedures into the Business units procedures
	
	Achieved
	Maintain the SWERCOTS enforcement guidance manual and procedures and ensure an accurate copy is available for EH&CP Business Unit

	14. Launch the SWERCOTS underage sales training video
	
	Achieved
	


Fair & Safe Trading Environment

	Target 2005/06
	Actual 2005/06
	Achieved/Not Achieved
	Target 2006/07

	1.  Carry out trade audits to improve accuracy of the database.

In particular compile data on local companies trading via the Internet.

Ensure that all premises are correctly risk assessed, in particular risk rate the “zero” risks.
	Ongoing

Ongoing

New risk assessment  implemented April 2006
	Achieved

Achieved

Achieved
	Carry out trade audits to improve accuracy of the database.

In particular compile data on local companies trading via the Internet. Monitor internet for compliance with Ecommerce, Distance selling and Trade Descriptions legislation.

Ensure that all premises are correctly risk assessed, in particular risk rate the “zero” risks.

	2. To investigate all criminal complaints and carry out appropriate enforcement action.
	
	Achieved


	To investigate all criminal complaints and carry out appropriate enforcement action.

	3. i.   Participate in local and national   

          sampling programmes.

ii. Undertake a minimum of 60 food samples
	SWERCOTS 

· Drained weight 
· Christmas novelties
· Painted perils
· NICEIC survey
· AMEC survey
· FSA imported food surveys
· Coffee
· Fish

	Achieved

“

“

“

“

“

“

“

“

Achieved
	i. Participate in local and national       sampling programmes.



	4 Introduce the SWERCOTS Enforcement and Procedures guidance manual to ensure consistent enforcement across the business unit.
	
	Achieved
	Maintain the SWERCOTS Enforcement and Procedures guidance manual to ensure consistent enforcement across the business unit.

	5. Launch the E-tourism website and inform Torbay’s businesses.
	Summer 2005
	Achieved
	

	6. Carry out targeted surveys of identified “problem” traders to improve standards. Identify at least 5 problem traders to improve standards and reduce further consumer complaints.
	Not carried out due to staff reductions
	Not achieved
	Carry out targeted surveys of identified “problem” traders to improve standards. Identify at least 5 problem traders to improve standards and reduce further consumer complaints.

	Target 2005/06
	Actual 2005/06
	Achieved/Not Achieved
	Target 2006/07



	7. Inspect all high risk trade premises (97 Trading Standards and 47 Food Standards)
	60% (58) 

 Trading Standards premises

87% (41)

Food Standards
	Not achieved
	Inspect all high risk trading standards premises 

	8. Review the way the databases are managed with a view to improving the quality and accuracy of the data held
	Ongoing
	Achieved
	Review the way the databases are managed with a view to improving the quality and accuracy of the data held.

Continue the postal inspection

Survey.

	8. Continue to support the development and implementation of a Torbay Smoke free Alliance
	
	Achieved
	Carry out 10 underage test purchases of tobacco in accordance with the Lacors guidelines

	9. Carry out Feeding Stuffs samples in line with the FSA national inspection programme.
	On hold until the work on identifying animal health premises is completed. 
	Not achieved
	Carry out Feeding Stuffs samples in line with the FSA national inspection programme.

	10. Identify all Animal Health premises and visit accordingly.
	
	Achieved
	Identify all Animal Health premises and visit accordingly.

	11. Identify health food/alternative therapy shops and sample at least one product with “medicinal claims” from each premise.
	Not achieved due to staff reductions
	Not achieved
	Identify health food/alternative therapy shops and sample at least one product with “medicinal claims” from each premise.

	12. Pilot the use of handheld PC devices for recording inspections in the field.
	
	Not achieved
	Removed due to budget cuts

	13. Carry out 10 underage test purchases of alcohol in accordance with the Alcohol Protocol.
	
	Achieved
	Carry out 10 underage test purchases of alcohol in accordance with the Alcohol Protocol.

	14. Carry out  underage test purchases of fireworks, aerosol and petrol
	
	New target for 2006/07
	Carry out  underage test purchases of fireworks, aerosol and petrol

	15. 
	
	New target for 2006/07
	Carry out Toy safety survey

	16.
	
	New target for 2006/07
	Carry out  safety survey at car boot sales and publish the findings.

	17.
	
	New target for 2006/07
	Publicise the requirements of GPSR 2005 and ensure that all traders are aware of the duty to notify the LA of any unsafe product they identify.

































































