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performance year-on-year is important. The research did, however, note that 
there is scope for continuous improvement in the way satisfaction is measured.  

3. One of the Futures Board’s workstreams was the 2021 review of the Operating 
and Performance Frameworks to assist verifiers in assessing their service 
against requirements. Reviewing and improving how customer feedback is 
collected and reported can help to ensure that a modernised, reliable and flexible 
solution can be found. 

4. In 2021, the Scottish Government commissioned Pye Tait Consulting to identify 
and propose a preferred model which the Scottish Government (Building 
Standards Division) could use to deliver the national customer survey for building 
standards.5 The future model that was proposed as the preferred option, and 
which has since been taken forward by the Scottish Government for testing and 
piloting, is a short, sharp survey for customers to complete at one of two stages: 
at approval of building warrant, or acceptance of the completion certificate. The 
survey will be rolling/ongoing and is expected to comprise a short set of six to ten 
questions with one open-text box for comments. This model is intended to be 
used to evaluate customer satisfaction from 2022 onwards. 

1.4. Survey Methodology 

1. The 2021 survey questionnaire (a copy is presented in Appendix I) was 
shortened compared to the 2020 version. The aims of this were twofold: to 
remove questions that were no longer fit-for-purpose and to improve the 
response rate. Questions removed include: 

 For which of the following reasons did you make contact with your local 
authority verifier Building Standards service? 

 Are you aware of the need to notify the Building Standards service before 
warrantable work commences? 

 Are you aware of the new Construction Compliance Notification Plan (CCNP) 
which is issued by the local authority verifier at the same time as the building 
warrant is granted? 

 Did you have an inspection visit by Building Standards service staff? 

 Have you visited the Building Standards section of the local authority verifier’s 
website? 

 Did you visit the offices of the local authority verifier Building Standards 
service? 

 How satisfied are you with each of the following aspects of the Building 
Standards service offices? 

2. In addition, a number of small changes were made to existing survey questions to 
reflect the necessary shift to virtual working due to the Covid-19 pandemic. 

 A new sub-question was added to the current Q14 to ask for customers’ 
satisfaction with the thoroughness of the virtual inspection; and 

 
 

5 The Scottish Government (2021) Building standards - verification service: customer experience 
evaluation - future model. Available at: https://www.gov.scot/publications/future-model-evaluate-
customer-experience-part-building-standards-verification-service/ 

https://www.gov.scot/publications/future-model-evaluate-customer-experience-part-building-standards-verification-service/
https://www.gov.scot/publications/future-model-evaluate-customer-experience-part-building-standards-verification-service/
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 Two questions in Section 6: Accessibility were revised from “in person” to “in 
person / virtually”. 

3. The scope of the survey was all building standards customers between 1st April 
2020 and 31st March 2021, defined as: 

 Applicants for building warrants (including any agents); 

 Submitters of completion certificates (including any agents); and 

 Others that have interacted with the building standards service. 
 

4. Local authorities supplied their customers’ contact details (name and email 
address only) to Pye Tait Consulting for the express purpose of being invited to 
participate in the survey. On advice from the Information Commissioner’s Office 
(ICO) following GDPR coming into force in May 2018, the national customer 
satisfaction survey is in the legitimate interests of the buildings standards system 
and its customers. However, prior to GDPR, customers may have previously 
opted out of being contacted for the purpose of this survey, and local authorities 
double-checked with these customers if they still wished to opt out of their details 
being shared with Pye Tait. 

5. The survey opened on 4th October 2021 and closed on 4th November 2021. It 
was hosted online and customers with email addresses were directly invited by 
Pye Tait Consulting to participate. Local authorities were also at liberty to 
promote the survey to their own customers (i.e. those within scope) as 
appropriate, with some promoting the survey via social media channels. 

6. When completing the survey, customers were presented with a link relating to the 
specific local authority to which their response related. Customers of multiple 
local authorities were presented with links for each local authority of which they 
had been a customer and thus could complete the survey multiple times, once for 
each local authority. 

1.5. Presentation of results 

1. Customer satisfaction survey reports have been produced at a national 
(Scotland) level, for seven consortium groups and for all individual local 
authorities in Scotland. 

2. This report presents the findings for customers of Argyll and Bute Council.  

3. The findings are anonymous and based on the perceptions of customers 
responding to the survey. They indicate possible strengths and weaknesses in 
customer service although they do not explore the extent to which any particular 
issues may be within or outside of local authority control.  

4. The results have not been subject to statistical tests to determine the significance 
of any apparent patterns and should therefore be treated with caution. 
Percentages shown in charts may not add up to precisely 100% due to the 
impact of rounding.  

5. Certain charts in this report refer to a base number of ‘respondents’ (meaning 
total customers answering that particular survey question) and others refer to a 
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base number of ‘responses’ (total boxes ticked for survey questions where 
customers could choose more than one answer). 

The following colour key applies to Tables 2.2.a, 2.3.a, and 2.4.a 

Colour key Numerical rating questions Percentage questions 

Green (G) 7.5 and higher 75% and higher 

Amber (A) Between 6.5 and 7.4 
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2. Results 
2.1. Total Survey Responses 

1. Total survey responses for Argyll and Bute are shown in Table 2.1.a. This 
includes a comparison between the response rate for Argyll and Bute and the 
national (Scotland) response rate. 

Table 2.1.a Achieved sample and response rate 

A Number of customer email addresses supplied to Pye Tait 

Consulting 
702 

B Of these – number of customers unique to Argyll and Bute (i.e. not 

also customers of other local authorities): 
515 

C Total survey responses attributed to Argyll and Bute: 97 
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2.3. Meeting expectations 

1. Customers rated the extent to which they felt the local authority Building 
Standards service had met their expectations, on a scale from 1 ‘not at all’ to 10 
‘completely’ (Table 2.3.a). 

Table 2.3.a Extent to which the service met expectations 

 All customers Diref0Building 
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Table 2.4.a 2021 Headline Customer Satisfaction Results 

Measures  Argyll 

and Bute 

2021 

Argyll 

and Bute 

2020 

Argyll 

and Bute 

2019 

 Scotland 

2021 

Overall Satisfaction       

Overall satisfaction with service 

(out of 10) 
 8.0 (G) 8.6 (G) 8.5 (G) 

 
7.1 (A) 

Extent to which the service met 

expectations (out of 10) 
 8.1 (G) 8.4 (G) 8.2 (G) 

 
7.2 (A) 

Very/fairly satisfied with the 

timeliness of various aspects of 

the service  

 66% (A) 72% (A) 74% (A) 

 

54% (R) 

Kept very/fairly well informed 

about the progress of an 

application or submission 

 74% (A) 76% (G) 73% (A) 

 

59% (R) 

Strongly agree/agree to some 

extent that sufficient advice and 

guidance was received to meet 

needs 

 79% (G) 82% (G) 73% (A) 

 

63% (R) 

Strongly agree/agree to some 

extent that Building Standards 

service staff were polite and 

courteous 

 87% (G) 97% (G) 86% (G) 

 

80% (G) 

Very/fairly satisfied with the 

quality of the advice and 

guidance received from 

inspection staff 

 57% (R) 89%  
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3. Respondent profile 
3.1. Respondent profile data and figures 

1. This section sets out the profile of survey respondents for Argyll and Bute based 
on specific criteria. 

Figure 3.1.a Customer type 

 

Source Pye Tait Consulting, 2021 

Figure 3.1.b Use of an agent (direct applicants/submitters only) 

 

Source Pye Tait Consulting, 2021 

65%

19%

16%

1%

0% 10% 20% 30% 40% 50% 60% 70%

Applicant for a building warrant and/or 
submitter of a completion certificate (e.g. 

building owner/tenant)

Agent working on behalf of an applicant or 
submitter

Both of the above (i.e. direct 
applicant/submitter AND agent)

Other

Base: 97 respondents 

71%

29%

Base: 63 respondents

Yes

No

Don't know
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I. Appendix: National survey 

questionnaire 

2021 Customer Satisfaction Survey for Building Standards 

Please tell us what you think 

Introduction 

The Scottish Government (Building Standards Division) would like to obtain your views and 
feedback about the local authority verifier Building Standards service in Scotland. This is a 
national survey that is being administered separately to customer feedback questionnaires 
issued by individual local authorities. 

As a Building Standards customer since April 2020, we would like to hear about the quality 
of service you have received, for example when applying for a building warrant and/or 
submitting a completion certificate. We are interested in your views on the customer service 
you have experienced as opposed to the actual decision made in response to an application. 

How to complete the survey 

You will be asked to identify which local authority verifier your feedback relates to. If you 
have been a customer of more than one local authority verifier and would like to provide 
additional feedback, please complete a separate survey.  

The survey should take approximately 10 minutes to complete (this may take a little longer 
depending on how much feedback you wish to give). Please note, the final question asks 
you for any additional comments or feedback not covered by the previous questions. 

As you progress through the survey, you will only be presented with those questions that are 
relevant to you. If you are unable to answer any questions, or if you feel they are not 
applicable, please leave them blank.
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PART 1: About you and your application: [Local authority verifier selected] 

 

Q1. In order to minimise selection error, customers are not presented with this drop-down list 
of 32 local authorities to manually select which to provide feedback about. Instead, this 
information was either pre-filled (for customers of one local authority verifier) or a 
dynamically controlled reduced list was presented for customers of more than one local 
authority verifier (typically agents). 
Which ONE of the following local authorities are you responding about in this survey?  
(Please tick the appropriate box and complete a separate survey for any other local 
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Q3. [Only asked if Option 1 selected to Q2] Did you use an agent to act on your behalf as 
part of the application process? 

 Yes 

 No 

 Don’t know 

 

Q4. For which of the following categories of work have you submitted an application? [Tick all 
that apply] 

 Domestic new build – multiple plotted developments (houses/flats) 

 Domestic new build – other (e.g. one-off house build) 

 Domestic existing build - extension 

 Domestic existing build - alteration 

 Non-domestic – residential (e.g. hostels, guest houses, hotels, hospitals) 

 Non-domestic – assembly (e.g. churches, schools, health centres, libraries, 
stadia) 

 Non-domestic – commercial (e.g. shops, restaurants and office buildings) 

 Non-domestic – Industrial (e.g. factory buildings, manufacturing units, 
refineries)
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PART 3: Progressing your application: [Local authority verifier selected] 

 

Q7. How satisfied were you with the time taken by the local authority verifier Building 
Standards service to undertake each of the following? [Leave any statements blank if 
don’t know or not applicable] 
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PART 4: Quality of service: [Local authority verifier selected] 

 

Q10. To what extent do you agree or disagree with each of the following statements about 
the advice and guidance you received from local authority verifier Building Standards 
service staff? [Leave any statements blank if don’t know or not applicable] 

 Strongly 
agree 

Agree to 
some 
extent 

Neither 
agree nor 
disagree 
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Q12. [Only asked if ‘Strongly Agree’ to any components of Q10 or Q11] You have stated 
STRONGLY AGREE to at least one of the above statements with respect to the advice, 
guidance and quality of service you have received. Please can you explain what was 
particularly good? 

 

 

 

Q13. 
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PART 5: Communications: [Local authority verifier selected] 

 

Q15. 
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Q22. To what extent do you agree or disagree with the following statements in relation to 
the local authority verifier Building Standards service? [Leave any statements blank if 
don’t know or not applicable] 

 Strongly 
agree 

Tend to 
agree 

Neither 
agree nor 
disagree 

Tend to 
disagree 

Strongly 
disagree 



24 

 

II. Appendix: Survey invitation email 
Email subject: Building Standards in Scotland – Customer Feedback Questionnaire 

 

Dear {Name} 

We are writing to you as a customer of the local authority verifier Building Standards 
service in Scotland.  

This means that since 1st April 2020 you may have submitted a building warrant 
application, completion certificate, used the services of your own agent, or made 
other enquiries through your local authority verifier Building Standards service. You 
may also have been an agent acting on behalf of an applicant. 

The Scottish Government would like to obtain your views and feedback on the 
customer service you received. This will help identify which aspects are working well 
and any areas where improvements need to be made in the future. 

We would be grateful if you would spare 5 or 10 minutes to complete the online 
survey.  

If you have been a customer of more than one local authority verifier Building 


