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1. Introduction. 
 

1.1 Section Profile: 
 
Regulatory Service area comprises of the following three key services below, including staff 
structures:  
 
 
Building Control 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Licensing 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Service Unit Manager Building 
Control 

3 x Senior Surveyors Senior Administrative Officer 

5 x Administrative Officers Technical Officer 11 x Building Control Surveyors 

Head of Regulatory Services 

Head of Regulatory Services 
 

Service Unit Manager Licensing 
and Regulatory Service 

Senior Licensing Officer 

2 x Licensing Officer Administrative Officer 
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Neighbourhood Environment Team                                             Community Safety Team 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Head of Regulatory Services 
 

Service Unit Manager 
Neighbourhood Environment 

Team 

Supervisor Neighbourhood 
Environment Team 

Senior Administrative 
Officer 

2 x Administrative 
Officers 

7 x Neighbourhood 
Environment Officers  

Community Safety Team 
Manager 

Community Safety Team 
re-structure under further 
review in context of Covid 

related financial constraints 

2 x Community Safety 
Officers 

7 x Enforcement Officers 
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The charts below show where the services sit within the Council structure and Environment 
Directorate. 
 
Council Structure

 
 
Environment Directorate Structure 
 

 
 
 
 
 

1.2  Why do we deliver the service? 
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The council has a statutory obligation to deliver a range of regulatory functions, many of 
which fall within the remit of the three services. The delivery of these services contributes 

significantly to both the Council’s vision of ensuring that “Ards and North Down will be a 
place to be proud of which is more prosperous, vibrant, healthy, sustainable and where 
people enjoy an excellent quality of life” and to the Community Plan’s vision of “Ards and 
North Down as a vibrant, connected healthy, safe and prosperous place to be.”  
 
 
1.3 What is the purpose of the service? 
 

The service aims to deliver an efficient, effective and customer focussed regulatory service 
to the residents, businesses and visitors to the Borough by helping promote a clean, green 
healthy, safe and sustainable environment. 
 
A summary of the key functions and roles of the three Service units are provided below. 
 
Building Control is responsible for the following, namely: 
 

• Processing and where appropriate, approving applications made under the Building 
Regulations.   

• Processing, collating and subsequently issuing property certificates.  

• Investigating reports of dangerous buildings that pose a risk to the public using a 
road, street or footpath.  

• The naming of new streets and roads following consultation with the relevant 
developer. 

• Through a service level agreement with Belfast City Council, enforce the Energy 
Performance of Buildings Regulations which requires, along with other issues, those 
selling, renting or constructing a building to obtain an energy performance certificate.  

 
Licensing and Regulatory Service is responsible for the following, namely: 
 

• Processing and where appropriate, issuing a range of licenses, permits and 
approvals including entertainment, cinematographic, amusement, street trading, 
pavement café licenses and marriage/civil place approvals.  

• Managing the running of off street car parks, including pay and display car parks 

• Responding to complaints relating to high hedges. 

• Managing the effective use of the eighteen cameras that form the town centre CCTV 
network in Bangor, Holywood and Newtownards. 

• Administering the road restriction/closing process for special events held on a road in 
the Borough 

• Oversee the running of the weekly markets at Bangor and Newtownards and the 
annual Newtownards Harvest Fair. 
 

Neighbourhood Environment Team is responsible for the following, namely: 
 

• The licensing of dogs and the promotion of responsible dog ownership (education 
activities restricted due to Covid restrictions)   

• The investigation and enforcement of environmental crimes including littering, dog 
fouling, fly tipping, abandoned vehicles and the promotion of responsible 
environmental stewardship, awareness, respect and civic pride.  

• Through a service level agreement with Lisburn and Castlereagh City Council 
investigate offences relating to the Welfare of Animal Act 2011. 
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Community Safety Team is responsible for the following areas: 
 

 

• Enforcement: Environment Patrols, Bye-law enforcement (relating to specific 
legislation), Graffiti removal and detection, ASB Patrols, CCTV management, 
FPN’s (e.g. fouling, littering, stray dogs), Council Criminal Damage.  

• Community Partnerships: Mae Murray Project, Council open space lock up, 
stray dog collection (amended service model due to kennel operators 
reducing their service due to Covid restrictions), bonfire liaison, victim liaison, 
community/council events, Multi Partner ASB Action Plans (PSNI, EA, NIHE, 
Housing Associations, CV Sector etc). 

• Education: YES project, CLEAR, Eco-Schools guides, ASB School talks, Bee 
Safe, Councils point of contact for Schools.  These schools education 
activities have been suspended due to Covid restrictions; viability will be kept 
under review as Covid situation develops.  

• Council holding kennels. 

• Ensure sustainability in all operations 

• Ensure the team produce as little carbon as practically possible in line with 
sustainable ambitions. 

• Liaise with the Head of Waste and Cleansing Services and his Service Unit 
Managers in developing a coordinated Cleaner, Greener, Safer 
Neighbourhood Strategy. 

• Liaise with and provide support, assistance and operational cover to other 
Service Unit Managers within the Neighbourhood Environment, Building 
Control and Licensing Service to ensure seamless delivery in similar areas. 
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2. Customers/Stakeholders 
<This section will help us to understand how customers contact the service.   Insert a brief analysis of any key stakeholders in relation to your 
service and its plans for the period of the plan.> 

 

2.1 Who are your customers and what do you know about them? 
 

Customers Profile / characteristics Interest 
How much does our work 
and our plans impact upon 
this stakeholder and vice 
versa? (Low, Medium or 
High) 

Power 
How much influence does 
this stakeholder have over 
the success or failure of 
our work and our plans? 
(Low, Medium or High) 

Support 
What is this stakeholder’s 
current view of our work 
and our plans? (Supporter, 
Neutral or Critic) 

Residents Population: 157,000 High High Neutral 

Employees 48 direct employees High High Supporter  

Community 
Groups 

Schools, Residents Groups, 
Sports groups and religious 
groups. Volunteering to 
environmental initiatives 

Medium Medium Supporter  

Elected Members 40 elected members  High High Supporter 

Builders Over 275 High  Medium Supporter 

Agents/ 
Developers 

Over 450 High Low Supporter 

Licensees 192 Licences Issued High Low Supporter 

Solicitors Over 100 High Low  Supporter  

Dog Owners Over 11,000 dog licenses 
issued between April To 
December 2017 

Medium Medium Neutral 

Vehicle Drivers Over 1,000,000 off street car 
parking tickets sold each 
year. 

High Medium Neutral 
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Customers Profile / characteristics Interest 
How much does our work 
and our plans impact upon 
this stakeholder and vice 
versa? (Low, Medium or 
High) 

Power 
How much influence does 
this stakeholder have over 
the success or failure of 
our work and our plans? 
(Low, Medium or High) 

Support 
What is this stakeholder’s 
current view of our work 
and our plans? (Supporter, 
Neutral or Critic) 

Ards ASB Forum Working partnership 
involving NET. EH, PSNI, 
NIHE, Housing Trusts 

Medium  Low  Supporter 
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2.2  What are your customers’ needs/demand levels? 
Where does the majority of demand come from?  Are there specific times? 

 

Customers Needs / demands from the service 

Residents Over 3,000 requests for service to the 
Neighbourhood Environment Team between 1st 
January 2018 and 29th December 2018 relating to a 
range of environmental and dog related issues. 

Builders In 2018 there was over 13000 on-site inspections 
with over 3000 Completion Certificates being 
issued. 

Agent/Developers Over 800 full plan applications and over 3000 
Completion Certificate per annum.  

Licensees An effective licensing service ensures the safety of 
patrons using licensed premises, including fire 
safety. It also protects residents from unacceptable 
disturbances through licenses such as, 
entertainment, street trading and pavement café 
Licences.  

Dog Owners An effective dog licensing service which helps and 
encourages responsible dog ownership and which 
facilitates and promotes the principle of shared 
space 

Vehicle drivers Need to provide available, convenient and safe 
parking 

Elected members To address constituent issues across a range of 
services that impact, in particular, on quality of life 
issues. The approach of local government elections 
will, from past experience, heighten the level of 
contact between members and constituents and will 
lead to greater demand on services 

Employees A flexible and rewarding job were all are treated with 
respect, fairness and where employees’ mental and 
physical wellbeing are protected and supported 
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2.3 Customer satisfaction / needs 
 
The Neighbourhood Environment Team carry out ‘after service use’ satisfaction surveys. 

Below is a summary of the results obtained for 2018: 

 

From 1st April 2019 Building Control, Licensing and NET have prepared similar customer 

satisfaction ‘after use surveys’. They enable us to review our service more accurately and 

every user will have the option to complete it, either electronically or on paper. This is 

currently in place and the data is being reviewed to be presented for the entire year and 

across all Regulatory Services once available. 
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3. Context, Challenges and Assumptions 
 

3.1 Context 
 
In developing this Service Improvement Plan, consideration has been given to a number of 
external factors namely.  
 
Political – The approach of the Local Government elections will influence and affect 
decision making within the Chamber, while also placing greater pressure on the need to 
deliver efficient, effective services that meet residents’ and voters’ expectations.  
 
The impact of Brexit and COVID is not yet clearly understood but is likely to have an impact 
on future legislative change and delivery of services. 
 
Economic – The level of commercial development within the Borough has slowed which is 
having a negative effect on income from Building Control. However, increasing housing 
stock is sustaining but is having a knock-on effect for other services including the 
Neighbourhood Environment Team and the Community Safety Team, which responds to 
residents’ complaints over a range of quality of life issues such as noise, litter and anti-social 
behaviour.  
 
A key action in 2019/20 for the Licensing and Regulatory Service was to develop an off 
street car parking strategy with a key aim of helping drive economic regeneration. The 
Strategy was expected to be in place by June 2018. However, members have several 
concerns with the proposed strategy. Work is ongoing to agree a strategy which will meet 
the economic outcomes for the council and businesses within the borough, whilst ensuring 
the strategy is palatable to the residents.  
  
Social - Social changes are continuing to have an impact on Service Delivery. How people 
expect their services to be delivered and when is also changing, with an increasing 
expectation that services can be accessed seven days a week. Our service delivery will 
reflect this change while also ensuring value for money and staff welfare is protected. 
 
Technology – Progress has been made in 2019/20 to deliver online services. The dog 
licensing service continues to be increasingly used, allowing dog owners to access the 
service 24/7, while also reducing the administrative burden in back office processes. 
Similarly, the online services for Building Control, which was introduced in 2017, has been 
well received, increasingly used thereby ensuring a greater uptake. NET and BC will 
continue to promote this and work is going ahead to align Licensing. This will be a KPI for 
2020/21. 
 
Legal – Legal changes continue to play an important role in the regulatory functions 
delivered by the three services. The recent introduction of Road Closure Orders and the 
Licensing of Pavement Café legislation has had impact on the existing services delivered by 
the Licensing & Regulatory Service. Road Closure Orders and the costs associated with 
them are restricting community events from happening.   
 
The Grenfell Tower disaster and subsequent public enquiry and review of building and fire 
safety regulations has the potential to make a significant impact on Building Control and how 
the service approaches ensuring compliance with relevant standards and regulations. 
 
Environment – The state of the Borough and its perceived level of cleanliness continues to 
be a priority for the Council and is a key issue within the Community Planning process. Its 
impact on people’s welfare, regeneration and tourism is recognised and has a clear impact 
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on residents’ quality of life. Recent news stories around global warming and the link to 
extreme weather events raises concerns over use of plastics. The impact on ecosystems 
has raised the profile of environmental issues in the public consciousness and is likely to 
lead to further expectations that those who litter and pollute the Borough are held to account.   
 
 
3.2 What changes are you expecting in the next few years? (PESTLE) 
 
The delivery of this plan is predicated on a number of key assumptions, namely: 
 

• The level of resources, particularly around staff requirements as detailed in the rates 
estimates 2020/21, is delivered 

• Corporate priorities and objectives do not change radically  

• Key personnel, both within and outside the service, are retained 

• The national and global financial situation is maintained and does not experience a 
significant downturn.  

 
 

3.3 What are your future challenges? 
 
There are key challenges facing the service that may prevent or hamper the delivery of this 
plan. 
 

• Amending and adapting procedures to ensure staff remain fit and well. 
 

• Public expectations remain high and on occasions unrealistic. Managing these 
expectations continues to be difficult, particularly against the background of a greater 
range of legislative requirements and powers, and the volume of work. 

 

• Building partnerships with other bodies and organisations has been an important 
element of the services work. Links with Land and Property Services, PSNI, NIHE, 
Transport NI have all been developed, helping deliver better, more efficient and 
coordinated services. Maintaining and developing these improvements, against a 
back drop of greater pressure on resources and changing personnel, can be difficult. 
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4. Opportunity for Improvement 
 

4.1 Reflection of Service Performance 
 

 

• Key successes 

Successfully designing and delivering the Covid food package response, whilst continuing to 

deliver most of the usual Regulatory Services functions. 

Covid, increased statutory functions, Brexit, recruitment freeze and a re-structure are just a 

few factors which have contributed to an extremely challenging year. Despite this transition 

year, all functions have continued to be delivered and by and large, the targets identified 

have been met. 

 

• Key Learning  

Many of the non-corporate KPI’s identified within 18/19 financial year were specific to 

individual service units. In 20/21 they are more collective to represent us as one service. In 

the year ahead these common links will continue to be monitored to ensure they measure 

our collective work accurately. Many of the common KPI’s require ‘user’ input, this has been 

hard to achieve as there is a feeling of ‘survey apathy.’ This journey continues. 

 

  



       

15 
 

5. How will the Regulatory Services contribute to corporate 
objectives? 
 
Regulatory Services can be expected to have a direct impact on the following:   
 
 

Outcome/Objective Service objectives 

Develop more Engaged, 
empowered and integrated 
communities (People) 

Encourage and support people to achieve common 
sustainable, environmental outcomes. 

Promote a clean, green, healthy, 
safe and sustainable Environment 
(Place) 

Improve the cleanliness and safety of the Borough 
in a sustainable way. 

Support Business start-up, 
development and growth 
(prosperity)  

Increase the ease in which residents can access 
shops in key business areas.  

Financial Responsibility 
(Performance) 

Deliver service in budget whilst ensuring income 
streams are maximised. 

Maximise the potential of our staff 
to deliver outcomes 

(performance) 

Ensure staff are engaged, involved and motivated to 
deliver high quality customer focused services. 

Deliver high quality customer 
focused services 
(Performance) 

Ensure residents receive a top quality service. 
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6. Key activities for 2020/21 
 

SERVICE: Regulatory Services  

Community Plan Outcome: All people in AND feel pride from having access to a well-managed and sustainable environment 

Corporate Objective: Develop more Engaged, empowered and integrated communities 

Service Objective: Encourage and support people to achieve common sustainable, environmental outcomes. 

Underpinning strategies: The Game Plan (Community Development) 
 

What are the Business as Usual 
activities we will deliver (actions)? 

What difference will it make 
(outputs/outcomes)? 

How will we know 
(measures)? 

Lead Officer(s) Who do we need to 
help us? 
(Internal/External 
partners) 

Through the Recycling Community 
Investment Fund (RCIF), continue to 
support communities. 

Environmental improvements of the local 
area and enhancement of civic pride. 
Increasing community volunteering 
opportunities improves health and well-
being.  The level of intervention has been 
curtailed by reduction of LHLH budget from 
£200K to £75K under revised Covid budget 
for 2020-21.  

By % of people 
surveyed who believe 
the project enhanced 
their area.  
- Numbers directly 
involved 

Stephen Addy KNIB, 
Community 
Development 
Team, 
Community Groups 
 

 
 
 
 
 
 
 

What service 
development/improvement will we 

undertake in 2020/21? 

What difference will it make 
(outputs/outcomes)? 

How will we know 
(measures)? 

Lead Officer(s) Who do we need 
to help us? 
(Internal/External 
partners) 

Is a 
Business 
Case 
required? 

Incentivise residents and 
organisations to increase sustainable 
practice through RCIF projects. 

Residents will continue to reduce, re-
use and recycle, motivated by the 
environmental and financial win wins. 
 

Less waste going to 
landfill. 

Stephen Addy Schools, 
Community 
Groups. 

No 
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SERVICE: Regulatory Services  

Community Plan Outcome: All people in AND feel pride from having access to a well-managed and sustainable environment 

Corporate Objective: Promote a clean, green, healthy, safe and sustainable Environment  

Service Objective: Improve the cleanliness and safety of the borough in a sustainable way. 

Underpinning strategies: The Sustainable Development Goals (United Cities and Local Government) 
 
 
 

What service 
development/improvement will we 

undertake in 2020/21? 

What difference will it make 
(outputs/outcomes)? 

How will we know 
(measures)? 

Lead Officer(s) Who do we need 
to help us? 
(Internal/External 
partners) 

Is a 
Business 
Case 
required? 

Education delivery, advice and 
guidance on Regulatory Services will 
be reviewed and streamlined.  Direct 
contact education have been 
suspended due to Covid restrictions.    

Improve the sharing of information 
which keeps people safe and helps 
sustainability.  
 

Prevent people from committing 
offences which impact on residents’ 
safety and the environment.  

% surveyed show 
increased learning 

Colin Reid 
Richard 
McCracken 
David Brown 

Schools, 
Community 
Groups. 

No 

Promote key safety, sustainability 
and environmental messages to the 
public. 
 

Deter abuse of the environment 
through robust enforcement. 

Litter Pollution Index Stephen Addy Corporate 
Comms. 
PSNI 

No 
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SERVICE: Regulatory Services  

Community Plan Outcome: All people in AND benefit from a prosperous economy 

Corporate Objective: Support Business start-up, development and growth 

Service Objective: Increase the ease in which residents can access shops in key business areas.  

Underpinning strategies: Integrated Strategy for Tourism Regeneration and Economic Development 
 
 

What are the Business as Usual 
activities we will deliver (actions)? 

What difference will it make 
(outputs/outcomes)? 

How will we know 
(measures)? 

Lead Officer(s) Who do we need to 
help us? 
(Internal/External 
partners) 

Deliver the off-street parking strategy 
and action plan.  

Increased economic benefits for the 
businesses in the towns and villages. 

Agree and implement 
the strategy.  

David Brown Members 
AECOM 
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SERVICE: Regulatory Services  

Community Plan Outcome: All people in AND benefit from a prosperous economy 

Corporate Objective: Financial Responsibility  

Service Objective: Deliver service in budget whilst ensuring income streams are maximised. 

Underpinning strategies: Medium Term Financial Plan 
 
 
 

What are the Business as Usual 
activities we will deliver (actions)? 

What difference will it make 
(outputs/outcomes)? 

How will we know 
(measures)? 

Lead Officer(s) Who do we need to 
help us? 
(Internal/External 
partners) 

Review budget reports on a monthly 
basis. 

Operate within its means. % spend against 
budget 

SUM’s. Finance and 
Performance, 
Corporate Comms. 

 
 
 
 

What service 
development/improvement will we 

undertake in 2020/21? 

What difference will it make 
(outputs/outcomes)? 

How will we know 
(measures)? 

Lead Officer(s) Who do we need 
to help us? 
(Internal/External 
partners) 

Is a 
Business 
Case 
required? 

Review of income generation. Ensure income potential is maximised  % self-sustained  Stephen Addy SUM’s, 
Corporate 
Coms. 

No. 
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SERVICE: Regulatory Services  

Community Plan Outcome: Runs through the Community Plan 

Corporate Objective: Maximise the potential of our staff to deliver outcomes 

Service Objective: Ensure staff are engaged, involved and motivated to deliver high quality customer focussed services. 

Underpinning strategies: Organisation and Development Strategy  
 
 
 

What are the Business as Usual 
activities we will deliver (actions)? 

What difference will it make 
(outputs/outcomes)? 

How will we know 
(measures)? 

Lead Officer(s) Who do we need to 
help us? 
(Internal/External 
partners) 

Hold monthly staff meetings to consult 
and involve all in service delivery and 
improvement. 
 
Support the work of the staff and Health 
and Wellbeing group. 
 
Ensure PIP conversations are help. 
 
Distribute Team briefs and seek 
feedback. 
 
 

Improved level of staff attendance 
 
 
 
 
Staff who feel engaged, as they are kept 
informed and feel that their development 
needs are being addressed. 

% Level of attendance 
 
 
 
 
 
% number of 
employees that have 
PIP conversations. 

SUM’s HR 

 
 



       

21 
 

What service 
development/improvement will we 

undertake in 2020/21? 

What difference will it make 
(outputs/outcomes)? 

How will we know 
(measures)? 

Lead Officer(s) Who do we need 
to help us? 
(Internal/External 
partners) 

Is a 
Business 
Case 
required? 

Monthly staff 1 to 1’s Increase staff support and 
happiness! 

% line manager 
monthly 1 to 1’s  

Stephen Addy All line 
managers and 
staff. 

No 

 

SERVICE: Regulatory Services  

Community Plan Outcome: Runs through the Community Plan 

Corporate Objective: Deliver high quality customer focused services 

Service Objective: Ensure residents receive a top quality service. 

Underpinning strategies: Customer Service Excellence  
 
 
 

What service 
development/improvement will we 

undertake in 2020/21? 

What difference will it make 
(outputs/outcomes)? 

How will we know 
(measures)? 

Lead Officer(s) Who do we need 
to help us? 
(Internal/External 
partners) 

Is a 
Business 
Case 
required? 

Increase all regulatory service 
applications made on-line. 

Increase efficiency  % of all applications 
made on-line 

SUM’s. Performance, T-care. 
 
No Ensure regulatory services are easily 

accessed 
% target meet on 
customer satisfaction 
survey Ensure regulatory service 

processes satisfactory 

Staff courtesy and helpful 

Ensure satisfaction of regulatory 
services outcome 
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Actions Performance 
Measures 

(should include those 

outlined above and 
relevant measures from 
Community, Corporate 
and Performance 
Improvement Plans plus 

those that are Statutory) 

Is the measure 
Statutory,  
Corporate, 
Existing or New? 

2015/16 
Actual 

2016/17 
Actual 

2017/18 
Actual 

2018/19 
Actual to 
date 

2019/20 
Target / 
standard 

2020/21 
Targets 

Through the Recycling 
Community Investment Fund 
(RCIF) continue to support 
communities. 

- Numbers directly 
involved 

New    Reported 
in June 

5000 2000 

Education delivery, advice 
and guidance on Regulatory 
Services will be reviewed and 
streamlined.   

% surveyed show 
increased learning 

New     70% 70% 

Promote key safety, 
sustainability and 
environmental messages to 

the public whilst deterring 
abuse of the environment 
through robust 
enforcement. 

% Litter Pollution 
Index 

New     11% (NI 
Ave) 

11% 

Deliver the off-street parking 
strategy and action plan. 

Agreed / Not agreed Existing     Agreed 
and 
ratified 

Agreed 
and 
implement  

Review budget reports on a 
monthly basis. 

% spend against 
budget 

Corporate 110% 184%  Positive 
Variance 

100% 100% 

Review of income generation. % self-sustained New   101% 102% 92% 94% 
Hold monthly staff meetings 
and consult and involve all in 
service delivery and 
improvement. 

% Level of attendance 
 
 
 

Corporate, 
Existing 

 95.94% 93% 96% 95% 
 
 

100% 
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Actions Performance 
Measures 

(should include those 

outlined above and 
relevant measures from 
Community, Corporate 
and Performance 
Improvement Plans plus 

those that are Statutory) 

Is the measure 
Statutory,  
Corporate, 
Existing or New? 

2015/16 
Actual 

2016/17 
Actual 

2017/18 
Actual 

2018/19 
Actual to 
date 

2019/20 
Target / 
standard 

2020/21 
Targets 

 
 
Ensure PIP conversations 
are held. 
 
Distribute Team Briefs and 
seek feedback. 

 

 
 
-% number of 
employees that have 
PIP conversations. 

 
 
 
 
100% 

Monthly staff 1 to 1’s % line manager 
monthly 1 to 1’s 

New     90% 90% 

Increase of all regulatory 
service applications made 
on-line. 

% of all applications 
made on-line 

New     40% 45% 

Ensure regulatory services 
are easily accessed 

% customer satisfaction 
survey 

New     70% 70% 

Ensure regulatory service 
processes are satisfactory 

% customer satisfaction 
survey 

New     70% 70% 

Staff courtesy and helpful % customer satisfaction 
survey 

New     80% 80% 

Ensure satisfaction of 
regulatory services 
outcomes 

% customer satisfaction 
survey 

New     70% 70% 
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Resources: 

 

Are all actions resourced within the current (2020/21) budget plan? Yes    No   x 

Will additional resources be required? Yes x    No    
(If no please comment in Section A below how the actions will be funded, ie Staff Resources, Equipment, Revenue Budget, Capital Budget.) 
(If yes please detail additional resources in Section B below.) 

 

Section A: 

The service will be funded through the emergency budget. 

Section B: 



       

25 
 

Resources: 

 
If the required additional resources are not available please state: 

What is the likely impact on performance? 
 
Education is a vital part of Regulatory Services Strategy. Without this outcome will be hard to achieve.  

 

What is the likely impact on the public? 
 
Less awareness of key environmental issues.  

 

What is the likely impact on staffing? 

 
Moral could be damaged.  
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7. Risks 
 
 

Ref: Risk Description 

Gross Risk 

Current controls 

Residual Risk 
Risk 

Status 
Further Action 

Required 
Action Due 

by 
Risk 

Owner 

Notes to 
explain 

rationale for 
scoring, etc I L R I L R 

Tolerate 
/ Action 

 Failure to ensure 
compliance with 
regulations, 
Council policies 
and procedures 
potentially leading 
to significant 
health and safety 
concerns, poor 
service delivery 
and loss of 
reputation 

5 3 15 • Procedures in place 

• Training provided 

• Monitoring undertaken 

• Internal audits carried out 

• Complaints system in place 

5 2 10 Action • Continue to 
converge 
and/or develop 
new policies 
and procedures 

• Review and 
update 
complaints 
process 

Ongoing 
review at 
monthly 
team 
meetings 

 HOS and 
SUMs 

 Potential major 
impact on 
individuals and 
services but 
through existing 
processes can 
be mitigated. 
Ongoing work 
required  

 Failure to have 
appropriate health 
and safety 
arrangements for 
staff leading to 
loss of life, serious 
injury etc. resulting 
in failure to meet 
moral and legal 
obligations, loss of 
reputation and 
investigation 

5 
 

3 
 

15 • Health and Safety Policy in 
place 

• Health and Safety Advice 
available  

• Legacy Council Risk 
Assessments in place and 
new assessments being 
developed 

• Environment Directorate 
Health and Safety 
Committee established  

• Corporate Health and Safety 
Directorate established  

• Trained experienced staff in 
place 

• Monitoring arrangements in 
place 

 
 

5  2 
 

10 
 

Action  • Continue to 
review and 
update risk 
assessments 

• Develop action 
plans to further 
address health 
and safety 

• Annually review 
assessment 
and update 
were required 

Monthly 
review at 
Team 
meetings 
 
Quarterly 
review at 
Directorate 
quarterly 
meetings 

 HOS and 
SUMs 

Potential major 
impact on 
individuals and 
services but 
through existing 
processes can 
be mitigated. 
Ongoing work 
required   
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 Poor customer 
service leading to 
loss of reputation 
and challenge by 
ombudsman, 
press, members 
and service users 

3  3 
 

9 • Policies and procedures 
including customer 
complaints policy in place 

• CRM systems in place to 
manage service requests 

• Monitoring of performance 
undertaken 

• Customer feedback 
processes in place 

• Complaints system in place 

2  2  4 Action • Continue to 
converge 
and/or develop 
new policies 
and procedure 

• Review and 
update 
complaints 
process 

• Update process 
for obtaining 
customer 
feedback and 
satisfaction 
levels 

• Provide 
customer care 
training 

 Ongoing  HOS and 
SUMs 

 Front line 
operations 
services dealing 
with customers 
on daily basis. 
Ongoing work 
required to 
ensure 
processes and 
services are 
operating 
effectively 
 
  

 Loss of business 
continuity –  
damage, loss or 
reduction in 
physical resources 
due to fire, flood, 
vandalism or other 
occurrence 

5  1 
 

5 
 

• Web based systems utilised 
allowing remote access to 
key Council systems 

• Legacy Councils developed 
plans for establishing office 
facilities at other sites if 
required. 

2 
 
 
 
 
 
 
 

1 
 
 
 
 
 
 
 

2 
 
 
 
 
 
 
 

Action • Review and 
update 
business 
continuity plans 
 

 Ongoing  HOS and 
SUMs 

 Impact on 
service 
potentially major 
but likelihood of 
occurrence low. 
New/revised 
business 
continuity plan 
required with 
other 
Directorates 
 
  

 Unexpected 
pressure on 
finances due to 
either a reduction 
of income or 
additional 
expenditure 

3  3 9  • Phased budgets developed 

• Monthly budget reports 
provided and reviewed 

• Procurement policies in 
place and implemented 

• Internal audit review 
processes 

• Service Level Agreements in 
place with central 
government re provision of 
funding 

3 
 

3  9   Tolerate   HOS and 
SUMs 

Unlikely to have 
major financial 
underspend that 
the Council 
corporately 
cannot cover 
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 Loss of key staff 
and their 
knowledge, 
expertise and 
experience leading 
to poor standards 
of service.  

3 
 

3  9  • Staff welfare programmes 
implemented 

• Good pay and conditions in 
place 

• Health, Safety and Welfare 
arrangements in place 

• Absenteeism/attendance 
policy introduced 

3  3   9 Action • Develop 
training and 
support 
programmes for 
staff 

• Keep staff 
informed of 
changes and 
involve them in 
planning 
service 
improvements 

• Ensure welfare 
programmes 
are 
communicated 
to staff 
 

 Ongoing 
but review 
on a 6 
monthly 
basis  

 HOS and 
SUMs 

Transformation 
across 
organisation has 
continued to 
lead to internal 
changes in staff 
position 
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8. Resources 

 
8.1 Staffing 
 
Details of the staff structure required to deliver this plan is laid out in the first section of this 
report under section profile. The key change compared to previous years is the introduction 
of the ‘standalone’ Community Safety Team. This team have been introduced to allow the 
core NET to focus on statutory requirements and to ensure environmental crime is prevented 
through the fear of detection. It also is a response to the increased pressure to tackle ASB 
collaboratively and maintain a robust ‘Enforcement Strategy.’ Review of Community Safety 
team structure suspended in context of Covid-related financial pressures 
 

8.2 Financial 
 
A new financial KPI has been introduced as a ‘health check’ given income fears over Brexit. 
Regulatory Services is approximately 100% self-sufficient due to a large amount of income 
generated. However, Brexit and the lack of a car park strategy will have an impact on 
income. 
 

 
 
 

8.3 Other 
 
It is expected that the car park strategy will be ready for full public consultation and 
implementation within 20/21. In the 2020/21 estimates a budget has been established to 
allow capital work to be carried out to ensure the necessary infrastructure is in place, while 
also update existing infrastructure with the view of reducing fraudulent appeals to issued 
PCNs. 
 

9. Monitoring and Review 
 
Parts of this plan will be reviewed on a monthly basis and the whole plan reviewed on a 
three monthly basis with details reported to the Director of Environment, Corporate 
Leadership Team and the Environment Committee.  
 

10. Conclusions 
 
2019/20 was another year of transition. This plan outlines the ongoing delivery of that 
transition and enables us to measure its progress. The main feature and difference in the 
service plan, compared to previous years, is its attempt to merge Regulatory Services to a 
collaborative team that achieves common outcomes together.  
 
 

Service 

Unit

18/19 

Budget 

Outgoings

18/19 

Budget 

Income

% Budget 

Self 

Sustained

18/19 Actual 

Outgoings (to 

31 Dec 18)

18/19 Actual 

Income (to 

31 Dec 18)

% Actual  

Self 

Sustained (to 

31 Dec 18

19/20 

Budget 

Outgoings

19/20 

Budget 

Income

% Self 

Sustained

NET 799,300 160,000 20.0% 519,695 115,746 22.3% 826,800 171,500 20.7%

BC 944,500 1,068,000 113.1% 675,666 768,472 113.7% 971,100 948,000 97.6%

Lic 593,200 1,132,300 190.9% 482,450 832,474 172.6% 635,000 1,132,300 178.3%

Total 2,337,000 2,360,300 101.0% 1,677,811 1,716,692 102.3% 2,432,900 2,251,800 92.6%


