
FEEDBACK: You said we did  

Outcomes from review of the Scottish Government National Customer Survey 2014/15 and West Lothian Annual Survey 
carried out February 2015. 

YOU SAID WE DID  
The staff were not efficient, if the case officer was off, no one seemed to be 
covering his work. 

It staff are not available then:   
• Officers office phone is diverted and a colleague responds to 

telephone calls, 
• Officers advised to resolve the call if possible and not forward on for 

officers return, 
• Email message sent to inform customer how to contact building 

standards, 
• Work is distributed to other officers as appropriate.  

Time taken for responses and extreme difficulty in making contact with the 
Building Control Officer. 

Any customers who has an application has the direct dial number and email 
address for the case officer for direct contact with officers in the office on 
alternate days.  
Customers can also contact staff via the Customer Contact Centre 24hrs a 
day 7 days a week.  Calls are either put through to an officer or an email is 
sent specifying that building standards will respond within the Planning 
Services norm of 3 days.  
Building Standards staff aim to reply the same day for all contacts.  
Staff have voicemail and a standard response has been agreed which all staff 
use.  Staff also reminded to log contacts (including no responses to phone 
calls) in case files.  

Advice can be contradictory or of low quality. Weekly team meetings are held on technical matters to promote 
consistency of interpretation.  
West Lothian is an active member of both the South East Building Standards 
Consortia and Local Authority Building Standards Scotland. These groups 



respectively promote consistency of interpretation though the South East of 
Scotland and nationally with guidance also being discussed with the Scottish 
Government Building Standards Division.  
Assessment letters are more specific with regards to the standard being 
queried (e.g. 2.9.13 – Escape Routes – protected lobbies). 
Support Services staff reminded to use spell checker on all printed 
communications.  

Communications processes are slow. Email is now used for all communications expect final approval if an email 
address is provided.  

Emails are not acknowledged quickly. There is not fast track response for emails, all communications email / mail 
are treated the same and are responded to within service standards. 

Staff are unhelpful. Staff reminded that although we are verifiers and designing is not within our 
remit, a “seek to approve” culture should be embraced.  It is reasonable to 
suggest to the design team types of responses which have previously 
satisfied the guidance and let the design team then decide on the response 
to suit their project. 

Have a team that can answer telephone enquiries at any time during 
working hours and not just take messages. 

Case Officers are available all day every alternate day for calls in relation to 
specific projects and applicants/agents have direct dial numbers to contact 
relevant staff member.  In addition any voicemail messages are generally 
responded to within a couple of hours.   
In the current financial climate a dedicated team for general enquiries 
cannot be substantiated.  

Respond quicker given the business and commercial operations are 
sometime dependent on decisions. 

Since 1st October 2012, all applications have undergone a full assessment 
within 20 days with (as of 30th November 2014) the average response being 
8.03 days. 
Since 1st October 2012, 96.65% of all decided applications have been 
decided within 8 days of West Lothian Council receiving all required 
information with (as off 30th November 2014) the average response being 
3.76 days.  



Use email more.  Email is now used for all communication expect final approval if an email 
address is provided. In the current financial climate it is not possible for 
building standards to print plans for customers who have responded 
electronically.  

Whilst the people I dealt with were courteous and helpful, the information 
provided on line that I was directed to made the application seem very 
complicated. 

The West Lothian Council website has been completely revamped and is 
reviewed regularly.  

Some of the information on the website was unclear and would run in 
circles. 

The West Lothian Council website has been completely revamped and is 
reviewed regularly.  

Easier navigation to specific forms. The West Lothian Council website has been completely revamped with a 
separate building standards page purely for forms.  

Separate content for frequent and infrequent customers. The website is reviewed regularly with a focus on the readability of 
information. 

A clearer electronic payment system. The website has recently been updated including the payments system and 
is reviewed regularly. 

A function to show the progress of applications. A live online building standards register is now available.  
Accessibility of service. Web services now exist that could almost completely 
cut out the use of paper. 

West Lothian is participating in the upcoming eBuilding Standards initiative 
being led by the Scottish Government which is due for implementation in 
2016/17. 

No real clarity on decisions made and no support or guidance as project 
progressed, very difficult for someone not familiar with building standards. 

The introduction of the Construction Compliance and Notification Plan 
(CCNP) now informs applicants when they should notify building standards 
relative to ongoing construction works to arrange a site visit at the 
appropriate times relative to the risk associated with the individual project. 
Building Standards are not responsible for checking the quality of work done 
or supervising the builders employed.  Supervision of the building work 
should be the responsibility of whichever person is appointed by the 
applicant for that purpose. 
 



The time it took to process the application, the number of inaccuracies in 
their queries, i.e. asking for information already given, poor communication, 
difficulties in contacting case officer. 

All staff reminded to use spell checker on all printed communications. 
Agents reminded to highlight amended responses.  

Generally good to deal with.  Sometimes can seem over officious. Small scale 
alterations to existing buildings can’t always comply precisely with the 
standards and need comprises. We occasionally need to remind them that 
the Standards are ‘guidance’ not ‘regulation’. 

Staff reminded that although we are verifiers and designing is not our remit, 
a “seek to approve” culture should be embraced.  It is reasonable to suggest 
to the design team types of responses which have previously satisfied the 
guidance and let the design team then decide on the response to suit their 
project.  
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