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1.0.

Methodology

1.1.

Consultation has been performed with customers since 1999; this report
outlines the performance for the year 1st April 2015 to 31st March 2016

1.2.

Questionnaires were issued to users of the service on completion of the work.
A total of 93 paper copies were received during the year; a decline of 1
response compared with when the previous consultation exercise was
undertaken in 2014/15.

1.3.

Response levels have continued to decline since 2008.

1.4.

Base data from this exercise is attached at Appendix A.

1.5.

It should be noted that certain base data has been rounded to the nearest
number (so may add up to between 99% and 101%)

2.0.

Detailed Information

2.1.

The comparison chart below shows which aspects of the Building Control
service all respondents had come into contact with. As can be seen from the
chart ‘Site Inspections’ continues to remain the most popular aspect of service
respondents come into contact with. The remaining two aspects of the
Building Control service show a slight decline when compared with the
previous consultation undertaken in 2014/15.
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The comparison chart below shows that 97% of all respondents occasionally
submitted Building Regulation applications to Lincs Building Consultancy; a
slight increase of 2% when compared with the previous consultation exercise
undertaken in 2014/15.
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2.3.
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99% of all respondents considered the Building Regulation form simple to
use, an increase of 3% when compared with the previous consultation
exercise undertaken in 2014/15.
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The comparison chart below shows that the majority of respondents describe
the quality of service as ‘Very Good’ or ‘Good’, as was the case when the
previous consultation exercise was undertaken in 2014/15.
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2.5.

The comparison chart below shows that the majority of regular users of the
service still consider there has been ‘No Change’ in the quality of service over
the last year. It should be noted there has been a significant increase of 6%
in those respondents that consider the service has improved and a significant
decrease of 8% in those respondents that consider the service has declined
when compared with the previous consultation exercise undertaken in
2014/15.

80%

2015/16 2014/15
71%
70%

70%

60%

50%

40%

30%

20%

2015/16
21%
2014/15
15%

2014/15
15%
2015/16
7%

10%

0%
Improved

2.6.

No Change

Declined

29% of all respondents had considered submitting their application online via
our website, a slight decrease of 2% when compared with the previous
consultation exercise undertaken in 2014/15.

2.7.

The table below show how all respondents rated certain aspects of the
service. It is pleasing to note that all aspects of the service used by
respondents continue to be well received.

Analysis %
Respondents
Base

Very Good

Good

Satisfactory

Poor

Very Poor

Not
Applicable

Base

1101

53%

24%

8%

1%

0%

14%

Advice given prior to
application

89

48%

20%

7%

1%

1%

22%

Availability of staff

89

57%

35%

6%

1%

-

1%

Attitude of staff

92

70%

25%

4%

-

1%

-

No. of inspections
carried out

82

65%

24%

11%

-

-

-

Quality of site
inspection

92

68%

26%

5%

-

-

-

Speed of response
tim e to site visits

92

68%

25%

5%

-

-

1%

Quality and speed of
plan checking

87

49%

25%

11%

1%

-

13%

Local Know ledge
and experience

86

65%

26%

5%

1%

-

3%

Quality of
inform ation
provided (Guidance
notes etc.)

85

58%

32%

4%

1%

-

6%

Contacting officers

90

67%

29%

2%

1%

-

1%

Value for m oney

90

32%

23%

37%

7%

1%

-

If you had to m ake a
com plaint how did
you find the
com plaint process?

63

3%

5%

3%

2%

-

87%

If you have
subm itted an
application online
how did you rate it?

64

8%

6%

2%

-

-

84%

2.8.

The comparison chart below shows that all respondents found the Building
Control staff helpful, efficient, punctual, knowledgeable, practical, flexible and
fair, as was the case when the previous consultation exercise was undertaken
in 2014/15.
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2.9.
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Two respondents were partnered under the Local Authority Building
Control partnering scheme with Lincs Building Consultancy; as was the case
when the previous consultation exercise was undertaken in 2014/15.

2.10. All respondents were advised that Lincs Building Consultancy had recently
updated their website layout and content, and were asked if they used the
website, did they find the information that they required; 26% of all
respondents ‘did find what they required’, 7% ‘did not’, with the remaining
66% stating that the question was ‘Not applicable’.
2.11. Those respondents that answered ‘No’ at 2.10 above were asked why they did
not find the information they required; only one response was received that
stated they would ‘rather speak to someone’.

25%

2.12. All respondents were asked if they had any comments to make or if they
required any additional information. The majority of comments received were
positive; a few are listed below:
• The process seemed very straight forward and staff ready to help
and advice. The Building Inspector was very prompt in coming
to visit. Not something I'd be concerned about.
• [Surveyor] is very helpful.
• No issues. Good guidance received. Helpful and efficient. Fees
for Building Regulations at the top end of that I would consider
acceptable for the work I have done though.
• I personally found [Surveyor], helpful and very good. She knew
her job and site inspections were carried out with a minimum of
fuss.
• Everything went well from start to finish. [Surveyor] was always
helpful and approachable
• Very good
A full list of comments, together with Lincs Building Consultancy responses
are attached at Appendix B.

Appendix A

Appendix B
Responses to question 13
If you have any other comments regarding the service you received or required any
additional information, please tell us in the box below.
Customer Comment

LBC Response

The process seemed very straight forward
and staff ready to help and advice. The
Building Inspector was very prompt in
coming to visit. Not something I'd be
concerned about.

Thank you for your positive comment.

[Surveyor] is very helpful.

Thank you for your positive comment.

No issues. Good guidance received.
Helpful and efficient. Fees for Building
Regulations at the top end of that I would
consider acceptable for the work I have
done though.

Thank you for your positive comment.
In Relation to fees, these are set in
accordance with the Building (Local
Authority Charges) Regulations 2010
and cover all administration, plan
checking and site inspection time
(with VAT added). Our fees are
competitive, in line with all adjacent
local authorities and are reviewed
annually.

I personally found [Surveyor], helpful and
very good. She knew her job and site
inspections were carried out with a
minimum of fuss.

Thank you for your positive comment.

Everything went well from start to finish.
[Surveyor] was always helpful and
approachable

Thank you for your positive comment.

Very good

Thank you for your positive comment.

Mostly had dealings with [Surveyor], who
has always been punctual, helpful with
solutions to some 'quirky' problems and
given some good common-sense advice.

Thank you for your positive comment.

Very efficient with the minimum of fuss.
Advice on meeting Building Regulations
requirements very useful.

Thank you for your positive comment.

At first people may think it’s an expensive
process , however, the advice guidance
can save you from expensive mistakes
and problems now and in the future with
work done , So we believe its invaluable
and in our best interest.

Thank you for your positive comment.

From my experience I think the staff need
to be updated on their job position. The
member of staff I dealt with was not up to

Thank you for your comment. We are
proud to not only be accredited with
the ISO 9001:2008 Quality

speed with his knowledge. His attitude
was very "couldn’t care less" As I am
paying for a service I feel I should of got
a better approach. I will not use this
service again; I will pay for a private firm.

Management System, but also the
governments Customer Service
Excellence Award. Some prerequisites
of these accolades are to encourage
and display a culture of helpfulness
and consistency with knowledgeable
and approachable team members. It
is disappointing to hear that on this
occasion you feel our service has not
met your expectations.

Always found [Surveyor] to be a good
contact that advises and assists wherever
he can

Thank you for your positive comment.

[Surveyor] has been very helpful,
supportive and effective within his regular
site visits. Information and guidance
requested has been dealt with quickly and
professionally - couldn't recommend the
team high enough. Thank you

Thank you for your positive comment.

Inspector who attended was very helpful,
pre-application advice less so

Thank you for your positive comment.

Practical and Professional

Thank you for your positive comment.

I was the 'client' to this process, not the
contractor or architect; my clear
impression is that LBC provided a very
user-friendly, pragmatic and helpful
service to the project.
Having worked in the construction
industry 40 years ago I found that the
Building Control staff were far less
approachable/helpful than in previous
dealings.

Thank you for your positive comment.

We appreciated the help and support
given to us at all times throughout this
development. It enabled us to develop
and build with confidence.

Thank you for your positive comment.

We were very pleased with the Building
Inspector on this project and very
professional in all aspects of the work;
very punctual and valued experience.

Thank you for your positive comment.

Thank you for your positive comment.
We are proud to not only be
accredited with the ISO 9001:2008
Quality Management System, but also
the governments Customer Service
Excellence Award. Some prerequisites
of these accolades are to encourage
and display a culture of helpfulness
and consistency with knowledgeable
and approachable team members. It
is disappointing to hear that on this
occasion you feel our service has not
met your expectations.

We found [Surveyor] very helpful in
everything we did.

Thank you for your positive comment.

I would just like to say that [Surveyor],
my local inspector, is a credit to your
department; he gave me invaluable
advice, was prompt, courteous and
professional. Many Thanks

Thank you for your positive comment.

All contact has been very helpful. Nothing
too much trouble. Thanks

Thank you for your positive comment.

We employed a builder to do all aspects
of the job so had no involvement except
allowing access to your inspector.
[Application Reference]

Thank you for your positive comment.

A very good service with good, helpful
staff. Thank you

Thank you for your positive comment.

I personally dealt with [Surveyor]. Great
guy, very helpful. This is the second
project carried out with [Surveyor] and
always find him great to deal with.

Thank you for your positive comment.

The service seems to work very well. It is
nice and personal. It should be left alone!

Thank you for your positive comment.

[Surveyor], with whom I have dealt with
twice, is efficient, friendly, helpful and a
pleasure to deal with.

Thank you for your positive comment.

Very happy with your service provided
and speed involved in receiving help,
advice and completion certificate

Thank you for your positive comment.

Good service for all the reasons given in
q8

Thank you for your positive comment.

[Application Reference] - I was a first
time user of the Building Control and
found it easy to understand and a very
customer focussed friendly service.
[Surveyor] was very helpful.

Thank you for your positive comment.

Appendix B
Responses to question 7
If you have answered no to question 6 (Have you considered submitting your
application online via our website?), please could you tell us why?

•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

I do not have a computer
Generally find websites difficult to use.
Didn't know
Still need to return paper copies etc.
I find drawn plans easier to deal with.
Architect submits plans
Did via Kier Homes
Others set up application.
We prefer to speak to someone to be sure application is correct.
The site is often with problems
Used agent
The forms are too difficult for a non-technical person to understand and fill in on-line or
off-line.
Problems with website
Architect submitted the application for us
Do not have a computer
The builder submitted the application for us. First time of applying.
Haven't got a computer
Not aware of this
Our internet connection is so slow, it takes ages
No internet
Never thought about it
Application submitted by Architect
It is the first time and most of the process was done by my architect
Not good with the computer
Only filed one application
Prefer to telephone and have real contact
Not very computer literate
My builder submitted the application for me
May be next time
Applied for by my builder
I'm not good with computers
Architect did it
I picked up forms while I was in the offices dealing with other business
Application was submitted by my builder
Didn't know of the facility
Because we pay fees by cheque - easier to attach to form
Prefer paper
Not very good with computer
Never thought of it
I prefer to do it this way
Would rarely use so form ok
Not any good on the computer
Wasn't aware
Will try in the future
Do not have the software

Appendix B
Responses to question 12
If you have answered no to question 11 (We have recently updated our website
layout and content (available at www.eldc.gov.uk/lbc). If you have used our
website did you find the information that you required?), please could you tell us
why?
•

Rather speak to someone

