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Dundee City Council Planning and Transportation Division

Building Standards Section
November 2006/07 Customer Survey/Questionnaire.

100 survey documents were sent to customers and stakeholders.

The administration section selected the recipients from our uniform electronic recording system and posted the survey documents and covering letter

12 survey documents were returned

3 survey documents were returned (no such address)

9 survey documents were returned with the participant identified
3 with no participant identified

On question 12.  (Rate the overall service provided) One customer/stakeholder indicated the overall service provided was excellent and 11indicated that the overall service provided was good.
List of comments taken from the customers/stakeholders returns.

The comments have been discussed at team meetings and customer focus group.  

1 All applications are different; time taken can vary from fast to slow. Staff are also different, generally helpful.

2 Submitting 2 sets of drawings at the lodging of large warrants is a waste of paper.

3Applications made took ages to reply nit picking list provided on stage one then again on stage 2. When issued with an SER why do we ask for structural information, not same on all applications (inconsistency?) Tech Regs for guidance only some surveyors stick rigidly to the technical handbooks. Why ask for lists on wall ties lintels, hold down straps fixings etc. Quality of surveyors is good but the approach taken varies from area to area. Length of time take to assess building warrants varies depends on the surveyor and area.
4 No comments

5 Other council surveyors can be contacted by mobile phone. They also visit our premises to go over issues on computer.
Generally Dundee Building Standards is more efficient than neighbouring authorities
6 A more consistent service could be provided if surveyors shared their experiences and met with local architects as part of their CPD However Dundee is best of neighbouring local authorities. Use of Dundee College for CPD would be helpful. Benchmarking with other local authorities who are not providing such a good service would lead to a more consistent approach. Generally Dundee is very good-excellent.

7 No comments

8 No comments

9 No comments

10 More consistency in interpretation of certain standards from all authorities.
11 No comments.

12. Double up by Architect.

Attached is a blank questionnaire form used in this survey.
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DUNDEE CITY COUNCIL

PLANNING & TRANSPORTATION DEPARTMENT

BUILDING STANDARDS SECTION

QUESTIONNAIRE

Introduction

The Building Standards Section of the Planning & Transportation Department is responsible for all aspects of the Building Standards Service for the City of Dundee.

The major element of this service is the processing of applications for Building Warrants and Certificates of Completion.

It is our aim to process those applications speedily and efficiently in a manner which takes account of the rights of applicants and the interests of the public in general.

As a customer/stakeholder of the Council’s Building Standards Service, your assistance in helping us determine the shortcomings of our services by completing this questionnaire would be greatly appreciated.

If you employed an agent to act on your behalf or were employed as an agent, your employer/agent may have received a similar questionnaire.  We would, however, still welcome your own personal response.

The Planning & Transportation Department thank you in anticipation of your co‑operation, and should you have any queries please do not hesitate to contact me on (01382) 433001 or by writing to me at the address given at the end of the questionnaire.

Ken Findlay

Team Leader – Building Standards

Personal Details

This questionnaire is confidential, however, if you would like to discuss any aspect of your comments, please complete nos 1 and 2 below.

1 Name………………………………………………………………………………………….

Address……………………………………………………………………………………….

2 Telephone Number…………………………………………………………………………..

3 Are you (please tick one box only)

	An Elected Member


(
	Member of the Public


(

	A Dundee based Architect

(
	A Dundee Based Solicitor

(

	An Architect from outwith Dundee
(
	A Solicitor from outwith Dundee
(

	Other Council Department

(
	Others (Please specify)

(
……………………………………………..

……………………………………………..


Questionnaire

1 Have you contacted the Building Standards Section within the last 12 months on any of the following?

	a General Enquiry
	(

	b Enquiry regarding Procedures
	(

	c Enquiry regarding Building Regulations
	(

	d Enquiry regarding Proposals prior to Application for Warrant
	(

	e Enquiry regarding Relaxation of the Building Regulations
	(

	f Enquiry regarding Copy Documents
	(

	g Enquiry regarding Property Inspection (“letters of comfort”)
	(


2 Were the staff able to give you the necessary information?

	Always

1


	On Most Occasions

2
	Sometimes

3
	Not Very Often

4
	Never

5

	(
	(
	(
	(
	(


If you ticked boxes 4 or 5, please specify:

………………………………………………………………………………………………………

………………………………………………………………………………………………………

………………………………………………………………………………………………………

3 How was the quality/accuracy of the information/advice given?

	Very Clear

1


	Clear

2
	Satisfactory

3
	Unclear

4
	Very Unclear

5

	(
	(
	(
	(
	(


4 Was the information you received consistent?

	Always Consistent

1


	Very Consistent

2
	Consistent

3
	Inconsistent

4
	Very Inconsistent

5

	(
	(
	(
	(
	(


If you ticked boxes 4 or 5, please specify:

………………………………………………………………………………………………………

………………………………………………………………………………………………………

………………………………………………………………………………………………………

5 Have you made application within the past 12 months for any of the following:

	a Building Warrant
	(

	b Certificate of Completion
	(

	c Relaxation of Building Regulations
	(

	d Copy Documents
	(

	e Property Enquiry (“Letter of Comfort”)
	(


6 In terms of the time taken to finalise your application, do you think it was:

	
	Very Fast

1


	Fast

2
	Just Right

3
	Slow

4
	Very Slow5

	a 
	(
	(
	(
	(
	(

	b 
	(
	(
	(
	(
	(

	c 
	(
	(
	(
	(
	(

	d 
	(
	(
	(
	(
	(

	e 
	(
	(
	(
	(
	(


If you ticked boxes 4 or 5 for any application, please specify:

………………………………………………………………………………………………………

………………………………………………………………………………………………………

………………………………………………………………………………………………………

7 How important is speed to you in dealing with an application?

	Very Important

1


	Important

2
	Quite Important

3
	Not Very Important

4
	Of No Importance

5

	(
	(
	(
	(
	(


8 How important is accuracy to you in dealing with an application?

	Very Important

1


	Important

2
	Quite Important

3
	Not Very Important

4
	Of No Importance

5

	(
	(
	(
	(
	(


9 Were the Staff who dealt with your application:

	Very Helpful

1


	Fairly Helpful

2
	Helpful

3
	Not Very Helpful

4
	Unhelpful

5

	(
	(
	(
	(
	(


If you ticked boxes 4 or 5, please specify:

………………………………………………………………………………………………………

………………………………………………………………………………………………………

………………………………………………………………………………………………………

10 Did you find the process simple?

	Very Simple

1


	Fairly Simple

2
	Simple

3
	Fairly Complicated

4
	Very Complicated

5

	(
	(
	(
	(
	(


If you ticked boxes 4 or 5, please specify:

………………………………………………………………………………………………………

………………………………………………………………………………………………………

………………………………………………………………………………………………………

11 Following the issue of a Building Warrant and the commencement of site works, how important to you are site inspections by Building Standards Staff?

	Very Important

1


	Important

2
	Quite Important

3
	Not Very Important

4
	Of No Importance

5

	(
	(
	(
	(
	(


If you ticked boxes 4 or 5, please specify:

………………………………………………………………………………………………………

………………………………………………………………………………………………………

………………………………………………………………………………………………………

12 How would you rate the overall service you received from the Building Standards Section in dealing with your application?

	Excellent

1


	Good

2
	Average

3
	Poor

4
	Very Poor

5

	(
	(
	(
	(
	(


If you ticked boxes 4 or 5, please specify:

………………………………………………………………………………………………………

………………………………………………………………………………………………………

………………………………………………………………………………………………………

13 What improvements do you feel could be made to any part of the service?

………………………………………………………………………………………………………

………………………………………………………………………………………………………

………………………………………………………………………………………………………

………………………………………………………………………………………………………

………………………………………………………………………………………………………

………………………………………………………………………………………………………

14 Your comment on any other factors which are of importance to you would be welcome.

………………………………………………………………………………………………………

………………………………………………………………………………………………………

………………………………………………………………………………………………………

………………………………………………………………………………………………………

………………………………………………………………………………………………………

………………………………………………………………………………………………………

Your co‑operation and time taken to complete this questionnaire are greatly appreciated.  Thank you for helping to further improve our services to our customers.

Please return your completed form to:

Ken Findlay

Team Leader – Building Standards

Planning & Transportation Department

Floor 15, Tayside House

Crichton Street

Dundee

DD1 3RB

PlanningServices\general\bcquestionnaire
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