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Introduction

The Building Control Solutions Service, covers the Boroughs of Wokingham, Royal Windsor and Maidenhead and West Berkshire; is committed to providing a high quality, professional and accountable service to all of our clients. The following text describes our approach to meeting the requirements of ISO 9001:2015. The continuing assessment procedure required by our accreditation will ensure that the service we provide improves year on year.

The Building Regulations ensure the health, safety and welfare of people in and around buildings and risk based thinking enables the surveyors to determine the factors that could cause the QM process and procedures to deviate from the planned information. This is so that preventative measures can be put into place to help minimise any negative situations where the opportunity should arise.
1 Management Responsibility 
(ISO 9001:2015 - 4.1, 5.2.1)
1.1 Management Commitment 

The Building Control Commercial and Operational Manager is committed to the development and implementation of the Quality Management system (QMS) outlined in this Quality Manual and will continually improve the service by adopting and achieving the following objectives:

· Setting standards

· Being open and providing full information 

· Consulting and involving

· Encouraging access and promotion of choice

· Treating all fairly

· Putting things right when they go wrong

· Using resources effectively

· Innovating and improving

· Working with other providers

· Providing user satisfaction
The commitment is embodied within the day to day operations as well as contained within the documented information.
1.2 Customer Focus
(ISO 9001:2015 – 5.1.2)
The Building Control Commercial and Operational Manager ensures that customers are properly identified and defined and their requirements established through the development of a Service Plan for the Building Control service (part of the Development Management & Regulatory Services Service Plan).
Customer feedback is obtained through:

	· Targeted Service Customer Surveys

· Membership of Local Authority Building Control (LABC)
· Surveys by LABC
· National Marketing Strategy
· The Building Control team

· Building Control Group Meeting Agenda Items
· Targeted customer mailing
· Website on-line feedback form
· Marketing letters

· Customer complaints/comments/compliments
	


Additionally the service constantly reviews the information provided to its customers to ensure that they are fully aware of:

· The range and scope of services provided

· How enquiries and applications should be made and how they are processed

· How feedback should be given, including how complaints should be made

This is achieved through:

· Clear and concise forms to help assist with applications and enquiries
· The Council’s and the Service’s websites
· Technical information provided on request
· Specifically targeted correspondence
· Targeted leaflets for homeowner, agent and builder customer groups
· LABC Guidance Notes
· Homeowner Guide series of advice leaflets
· Small builder series of advice guides
· Building Control Customer Charter
· LABC Berks guide to converting your property
· LABC Berks guide to renovating your home
· LABC Berks guide to extending your home
· LABC Berks guide to accessibility design
· LABC targeted brochures including: LABC Warranty, LABC Partner Authority Scheme, LABC Registered Details, LABC Consult and LABC Acoustics
· LABC series of customer guidance videos
· LABC Tutorial videos
· Developing partnerships with designers and developers
The service is committed to determining and meeting Council and customer requirements with the aim of enhancing customer satisfaction.

1.3 Quality Policy Statement 

           (ISO 9001:2015 – 5.2)
The Building Control Solutions Service is committed to the concept of:-

· Sustaining and improving the high quality of the Building Control Solutions Service provided to its customers, based on:

· professionalism

· care

· attention

· impartiality

· public accountability

· Providing documented assurance to Council Members and customers that the service is being provided in a consistent, professional, cost effective and efficient manner.

· Striving for continuous improvement in quality levels in order to reduce and eventually eliminate all errors from operations and any other internal activity.

This is established by understanding, context, interested parties and risk. These can be found in the Risk Register and the Business plan.

To meet these objectives the Service applies the Quality System outlined in this Quality Manual which has been developed in accordance with the requirements of BS/EN/ISO 9001:2015. 

Conformance with the requirements of the detailed procedures outlined in this Quality Manual is mandatory for all staff engaged in the provision of the Building Control Solutions Service.

All Building Control personnel receive initial and ongoing training in the QMS so they can individually implement their responsibilities outlined in their Job Accountabilities
.

1.3.1 Statement of Intent

QUALITY ASSURANCE

STATEMENT OF INTENT
This Council acknowledges that the Building Control Service is in a competitive market and believes in providing an excellent, cost effective, and customer orientated Building Control Service which will continue to sustain and extend its share of the market.

In pursuit of these goals and in recognition of this Council's commitments to the provision of quality services this Council will actively support and resource Building Control Solutions in the continuing implementation and maintenance of a Quality Management System accredited to BS EN ISO 9001:2015.
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1.3.2 Scope Of Service
(ISO 9001:2015 –  4.3) 
Building Control Solutions are a building surveying practice offering a full range of building related services primarily in the Building Regulation field.

Based primarily within Wokingham Borough Council office, the services offered are of a specialist nature in a competitive market place.

The service intended and required for the customer is
· The process of applications in respect of
· Full Plans

· Building notice

· Initial Notices

· Regularisation applications
· Inspection of works

· Enforcement action

· Dangerous Structures

· Demolition

· General Enquires

Building Control Solutions believes that our expertise coupled with a customer orientated service provision, will help to maintain and strengthen business success as the Building Control market becomes increasingly competitive.
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Signed .....................................      


Building Control Commercial and Operational Manager
1.3.3 Context of the Organisation
            (ISO 9001:2015 – 4, 4.1, 4.2)
There are internal and external interested parties relevant to Building Control Solutions who are interested in the success of the service, Building Control Solutions will monitor and review information about these interested parties and their requirements to ensure their needs are being met.
Internal issues 
· Top Level management & Shared Services Board, Local Authority Senior Managers, Elected Members
· Are interested in how the business is running, both financially and in terms of performance.
· Potential local government political change.

· Elected members generally within Wokingham, but also Windsor & Maidenhead and West Berks.
· Legal requirements

· Building control is governed by legal requirements which need to be kept up to date and enforced.

· Staff Resources

· There needs to be enough resources to cover the workloads and improve performance and customer satisfaction.

· Employees

· Training and support is required to enable employees to carry out their job roles correctly and comply with the legal requirement. An opportunity for the service to promote qualified staff and provide a good stable future.
· Financial impact and  budget pressures

· The service needs to be adequately resourced and bring in an income to be able to provide the required legal requirements. An opportunity for increased income and staff resources alleviating budget pressures and staff resources and morale.
· Internal customers

· Customers to the service want advice so that their projects run smoothly, they also want an excellent level of customer care. 
· IT

· The IT needs to be fit for purpose, user friendly. The opportunity for the service to develop a single IT system and mobile working, looking towards the future.
· New service delivery model

· Potential for a new service delivery model which could change the way in which we deliver some of our services, this would impact our business and future services in a positive way.

External issues

· Local Authority Building Control (LABC)
· Changes to policies could make the service re-evaluate the way work is carried out.

· The Ministry of Housing, Communities and Local Government (MHCLG)

Central Government policy changes
· Changes to the legal requirements, regulation and certification bodies  could impact the 

      way work is carried out. 

· Changes could be made following leaving the European Union

· Customers

· Customers to the service want advice and support so that their projects run smoothly, they also want an excellent level of customer care. This opportunity for good feedback and increased future customers and recommendations will help promote the service.
· Joining of another Building Control service

· Another Local Authority may want to join the service. This could be a potential opportunity for the future to increase workload, resilience’s and increase boundaries.
· Local authority partner exit strategy

· Council members within RBWM and West Berks

1.4 Quality Planning 
 (ISO 9001:2015 – 6.1, 6.2)
Products and Services included in the Scope of the quality management system (4.3)
The Building Control Commercial & Operational Manager ensures that the quality objectives  (Service Standards) are established for relevant functions within the service.  The achievement of these objectives 
· consistent with the quality policy

· measurable

· applicable to requirements

· relevant to conformity of services and to enhancement of customer satisfaction

· monitored

· communicated

· updated as appropriate

is measured through performance monitoring, complaint analysis and corrective/preventative action procedures.

Quality Objectives

The following performance criteria represents the objectives (Service Standards) of service provision, which Wokingham Borough Council believe necessary to attract and retain clients, and against which it is considered the quality objectives for the business should be set.

· To serve the interests of local and wider communities
· To provide value for money services to support our local and national communities
· To operate a service using commercial insights with a public service ethos
· To maintain a resilient team using resources efficiently to meet demands

These quality objectives are not arbitrary; they have been carefully and deliberately set by market research of customer expectations, discussions with Wokingham Borough Council and by reviewing the service provision of current and prospective competitors.

Similar methods are used to continually validate these objectives so they always reflect current market trends.

Quality Objectives for the Building Regulation Services
Examination of Applications

· Pre-submission consultancy is available on all applications

· All charges will be checked on receipt of applications, and any request for additional payment made within 3 working days of receipt
· All Building Notice applications will be acknowledged within 5 working days of receipt, together with a request for additional information as necessary, within 10 working days

· All Full Plans applications are examined against the standards laid down within the Building Regulations and other relevant legislation applicable to that project, and either a decision certificate or a list of defects issued to the applicant / agent within 15 working days from acceptance of the application

· All statutory consultations are carried out and acted upon accordingly

· A final decision on all Full Plans applications is issued within the statutory time limits (i.e. 5 weeks or 2 months)  

Site Inspection

· Requests for site inspections are carried out where possible, at a time convenient to the customer. Notwithstanding this, we will aim to carry out site inspections on the next working day, if a request is received before 4pm.

· The number of inspections made to any site per day or overall is closely monitored.

· All site inspections of building works will be carried out against the standards laid down within the Building Regulations applicable to the project. A project site specific inspection plan is produced which outlines to the owner and builder the stages of notification and procedures involved.

· All Surveyors will be contactable by customers through the Building Control support team during the normal working day.

· Full, accurate and relevant records will be kept of all inspections undertaken.

· It should be noted that some inspections will be undertaken at the same stages of the work.

· A completion certificate will be issued within 5 working days when the project is satisfactorily complete. 

Dangerous Structures Service
· Provide emergency inspection service for potentially dangerous buildings and structures.

· All sites reported as dangerous are risk assessed immediately after a complaint is received.

· Following a risk assessment, dangerous structures are either made safe or adequately fenced-off without delay.

· In all other cases, further measures are undertaken efficiently and effectively and as soon as practicably possible to ensure public safety.

Demolition Service
· Issue demolition counter notices within 5 working days.

· A Section 81 Notice is always issued to the applicant listing the conditions necessary to ensure safe and effective demolition and making good of neighbouring properties. Confirmation that a Method Statement and Asbestos Survey are available, if required.

· Appropriate consultations always take place.

System Planning 
(ISO 9001:2015 - 6)
The work of Building Control is such that quality planning to meet new requirements is not a day to day function. Where new services or products are introduced, appropriate planning will take place via the regular management review and team meetings. Changes will be introduced via the document control procedures.

See Appendix 1 for full List of Operational Procedures (4.4)

Risks and Opportunities 
(ISO 9001:2015 -6.1)
For the risks and opportunities, see the risk matrix and register. ..\Risk Matrix
1.5 Leadership 
(ISO 9001:2015 - 5)
The Building Control Commercial and Operational Manager and the Building Control Solutions management team, has overall responsibility for the quality of the service and are committed to:
· Ensuring that the Quality Management System is implemented and maintained in accordance with ISO:9001:2015
· Reporting to the Building Control Commercial and Operational Manager on the performance of the QMS including needs for improvement
· Promoting awareness of customer requirements throughout the service
· Convening and recording the Management Review Meetings
· Preparation, issue and control of quality system procedures
· Ensuring customer complaints are resolved
· Conducting Quality System Audits
The inter-relationship of all personnel within the Service who manage and perform activities affecting quality is detailed in the Organisational Chart in Appendix 2 of this Manual.

The duties, responsibilities and authority of those personnel are defined in individual job roles and responsibilities and are reflected in the documented procedures described in Appendix 3 of this Manual.

The Building Control Commercial & Operational Manager ensures that performance information is communicated to all staff; through management team meetings, regular staff meetings and email.

Management Review (9.3)
Management Review Meetings are attended by the Building Control Commercial and Operational Manager, and nominated staff. The purposes of these reviews are to verify the continuing suitability and effectiveness of the Quality System. A record, together with details of any recommendations for improvements to the System; are maintained as a part of the Quality System Records.

We aim to meet best practice guidance for all Building Control Bodies, which is contained within the Building Control Performance Standards document issued by the Communities and Local Government department. This is endorsed by the professional bodes representing both public and private Building Control Bodies.

1.6 Disclaimers

1.6.1 Design and Development

The Building Control function is controlled by statute, and does not extend to providing consultancy or design services, therefore conformance with clause 8.3 of ISO 9001:2015 is therefore not applicable from the QMS.

1.6.2 Preservation of Product

All of the requirements referred to in clauses 8.5.1 & 8.5.4  are catered for under the requirements of Service Provision, and these clauses are is therefore not applicable from the QMS. 
1.6.3 Control of Measurement and Monitoring Devices

The only test equipment used is tapes and they are used to indicate setting out and other measurements on site. Calibration is not considered necessary, but the tapes are checked for fitness for purpose and repaired/replaced under the "Control of Operational Equipment" procedure. The procedure also states how specialist equipment such as computer software is maintained. Conformance with clause 7.1.5 of ISO 9001:2015 is therefore not applicable from the QMS.

The Building Control Quality Management System
Wokingham Borough Council Plan 2014 to 2017

The corporate vision and objectives are set out in the Authority’s Council Plan 2014-2017, which is reviewed and updated annually. This is fed through the Environment Directorate’s Service Plan.

The Council’s overarching vision is:

“ a great place to live, an even better place to do business “

The Council Plan has six underpinning principles; which help define what we are here for as a Council, and run throughout our approach to delivering outcomes for the people and communities of Wokingham:

· Offer excellent value for your Council Tax

· Provide affordable homes

· Look after vulnerable people

· Improve health, wellbeing and quality of life

· Maintain and improve the waste collection, recycling and fuel efficiency

· Deliver quality in all that we do, including the statutory services for which we are responsible

The Council Plan outlines our priorities for delivering services. This helps to guide delivery of our services:
· Improve educational attainment and focus on every child achieving their potential
· Invest in re-generating towns and villages, support social and economic prosperity, whilst encouraging business growth
· Ensure strong sustainable communities that are vibrant and supported by well-designed development
· Tackle traffic congestion in specific areas of the Borough

· Improve the customer experience when accessing Council services

The Council has a set of values it subscribes to, both in terms of how we behave together and how we provide services to our customers:

· Trust and respect

· Pride

· Working as a team

· Being valued
The Council Plan outlines a number of key actions for each of the five priorities.
The corporate service plans emanating from the Council Plan, are built on these clear principles and priorities, which will help us as an organisation. These principles and priorities can be applied to every function and service provision.
Environment Directorate Service Plan
The Environment Directorate produces a quarterly performance report to indicate its progress in respect of both corporate and service specific key performance indicators. These are reported quarterly to members.

 Environment Directorate Vision
The aim of the Environment Directorate is to promote and enable the delivery of sustainable growth in the borough whilst protecting the qualities of the existing environment valued by residents and which make the Borough ‘a great place to live an even better place to do business’.
The key objectives for the Environment Directorate, link to the principles and priorities outlined in the Council Plan.

Our Overarching Objectives
· The delivery of high quality universal community services to borough residents

· The care for and promotion the Borough’s open and green spaces - keeping them clean and green

· Safe and serviceable roads and highways structures

· A well-coordinated transport network, with integrated traffic management, public/community transport and focus on road safety

· Developing the right policies to secure the right outcomes for the borough – sustainable growth and protection of the existing environment

· Securing the delivery of the whole of the SDL vision, not piecemeal and without recourse to planning appeals

· Building capacity and resilience in communities – old and new

· Community Engagement to explore models for sharing the responsibility of service delivery

· Identifying and co-ordinating funding opportunities and bids to promote the Borough’s growth agenda

· Building strong and effective strategic relationships and working to promote and underpin the health of the local economy

· Protecting and enhancing the physical quality of the built and natural environment through the planning decisions made and securing compliance with those decisions

· Protecting the safety of the environment and the public through the public protection services 

 Our Operating Culture 
· To make timely and good quality decisions

· To deliver high quality responsive customer service in all we do

· To constantly strive for improvement – ‘business better than usual’

· To be positive in our approach - ‘Can do’ and ‘will do’

· To have engaged and well-lead staff, highly-motivated and trained for the jobs they do

· To encourage and embrace change and innovation

· To support and inform our Members through open and regular dialogue

· To take a wide perspective - thinking about the impact on others –‘Who needs to know what I am doing?’ 
The Environment Directorate delivers a number of front line services. The Directorate Service Plan outlines what the Directorate seeks to deliver and achieve for each service area over the subsequent year; along with a number of key performance indicators to measure success.
Development Management seeks to deliver:
· Determine planning applications, present the Council’s case effectively at appeal 
· Investigate and resolve breaches of planning control

· Maintain and extend tree protection

· Provide specialist landscape, tree and design and conservation advice

· Building Control - a high quality, cost effective service for assessing plans and inspecting building

· Environmental Health, Licensing and Trading Standards - through a joint service agreement with West Berkshire Council. 

Development Management seeks to achieve:

· Continued work to secure high quality infrastructure, rich development

· Improve the efficiency and cost effectiveness of the development management service

· Continue to improve the competitiveness of the building control service

· Develop and implement the enforcement action plan in line with the recommendations of the independent Enforcement Review

· Integrate into the Service the effective provision of environmental protection, licensing and trading standards services

· Increase the level of tree protection especially in areas experiencing development pressure

· Improve the reputation of the service through new working policies and practices 

Building Control Solutions Customer Charter outlines its service standards and commitments to its customers.
Building Control Solutions has established, documented and implemented a Quality Management System which meets the requirements of ISO 9001:2015. The scope of the Quality System covers Building Control Services including:

· Full Plans

· Building Notice

· Initial Notice

· Regularisation

· Dangerous Structures

· Control of Demolition

· Inspections of works on site

· Enforcement

· Reversion

· Partnering Scheme

A full comprehensive list of all areas covered can be found in Appendix 1 of this Manual. The Quality Management System is maintained in a manner that continually improves its effectiveness in accordance with the requirements of this international standard.

2 Documentation Requirements

(ISO 9001:2015 – 7.5)
2.1 Business Plan

The Service Plan details:

· The current position of the Unit and services provided

· The strategic view

· Objectives and performance targets

· Evaluation of resource needs

· Financial analysis

· Customer feedback

· Future developments

This plan is reviewed and updated based upon analysis of the data produced by the Quality Management System and through customer feedback.

2.2 
Quality Manual (this document)

The document contains:


· Policy and objectives for quality assurance

· Levels of authority and responsibility of key personnel

· Structure and content of the Quality System, including any exclusions and their justification.

· The method of complying with the requirements of ISO 9001:2015
· List of operational procedures

2.3 Operations Manual

The document contains the detailed instructions necessary to ensure that a consistent service is delivered in accordance with current policy and customer needs. A Procedures List is provided in Appendix 1 of this Manual.

2.4 Control of Documents

The " Control of Documents" procedure ensures that only current documents are in use. The control extends to:

· Quality System procedures and forms

· Technical references

· Obsolete documents retained for knowledge preservation purposes
· Electronic media used within the Service

2.5 Quality Records

The Quality Records provide evidence of service delivery and verification. They are identified in every procedure, indexed to the activity, stored safely and readily retrievable to facilitate corrective action/analysis, as defined in the Control of Quality Records procedure.

2.6 Interaction of Processes within the Quality Management System.
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3 Appendix 1

3.1 List of Operational procedures (4.4)

	
	

	1
Management Review

2
Control of Documents

3
Purchasing & Control of Suppliers

4
Internal Quality Audit

5
Training

6
Work Monitoring

7
Control Of Operational Equipment

8
Control Of Records

9
Customer Care


10
Full Plans / Partnering Applications 
Processing
11
Building Notice Processing

12
Regularisation Certificate Processing

13
Approved Inspector Process

14
Inspection Of Works On Site

15
Dangerous Structures

16
Demolitions

17
Enforcement Action


	




Appendix 2

3.2 Organisation Charts

· Environment Directorate Structure
· Development Management & Regulatory Services Organisation Chart

· Building Control Solutions Organisation Chart

Customer & Locality Services Directorate Structure
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Place Based Services Oganisation Chart
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BUILDING CONTROL SOLUTIONS - ORGANISATION CHART

From 1st June 2018
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4 Appendix 3

4.1 Roles and Responsibilities
	 Job Title
	Area
	Job description
	QM Job Responsibility

	Building Control Commercial & Operational Manager 
	Wokingham, RBWM & West Berks
	Oversees the full shared service both operationally and financially in relation to all 3 boroughs.


	Responsible for the ISO 9001:2015 system. Has access to alter and amend.
Responsible for agreeing and signing off on all of the process, procedures etc.

Comminucation  with staff

	Team Manager 


	Wokingham, RBWM & West Berks
	Team Manager  runs the day to day service, with the team surveyors, issuing and monitoring workloads. 
	Responsible for the maintenance of the ISO 9001:2015 system. Has access to alter and amend.
Responsible for writing and updating processes, flow diagrams, and procedures.

Internal and external auditing and monitoring.

Communication with staff.

	Career Grade Structure Building Control Surveyor roles


	Wokingham, RBWM & West Berks
	Building Control Trainee/Assistant

Will be suitable candidates who are academically well-matched to the work. To train for a building surveying related qualification

Building Control Surveyors will be appropriately trained and experienced surveyors who are professionally qualified and/or capable of dealing with a broad range of applications

Senior Building Control Surveyors have appropriate professional body membership and with substantial experience.  In the main they will work autonomously, with minimal supervision and able to make appropriate decisions within the Building Regulations. 

Principal Building Control Surveyors are qualified to a relevant degree level or equivalent, are members of a relevant professional body with substantial experience, have some experience of supervising less experienced staff and are strategically aware.
	Responsible for the ISO 9001:2015 system.

Following the operational manual, process and procedures.

To be involved in future internal auditing when the software changes to Tascomi.

	Building Control Solutions Support and Business Development Manager
	Wokingham, RBWM & West Berks
	Support and Business Development Manager  runs the day to day tech support team. Including marketing.


	Responsible for the ISO 9001:2015 system.

Following the operational manual, process and procedures.

To be involved in future internal auditing when the software changes to Tascomi.

	Senior Support Officer 


	Wokingham, RBWM & West Berks 
	Senior Support officer  supervises the day to day service within the tech support  team; issuing and monitoring workloads. Including the financial side of the service.


	Responsible for the ISO 9001:2015 system.

Following the operational manual, process and procedures.To be involved in future internal auditing when the software changes to Tascomi.

	Support Officer
	Wokingham, RBWM & West Berks
	Deals with daily administrative work. Answering phones and registering applications etc.
	Responsible for the ISO 9001:2015 system.

Following the operational manual, process and procedures.To be involved in future internal auditing when the software changes to Tascomi.
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