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KEY MESSAGE – 

 
OUR CUSTOMER CONTACT CHANNELS NEED TO CONTINUE TO EVOLVE 

 
We have a wide range of customers, often with competing demands, who put pressure 

on our resources. We need to prioritise our service delivery in line with the Council's 
Customer Management policies and modernising agenda. This will mean focussing our 

services to those most needing our advice and directing others to online services. 
 
 

 

 

This document recognises that different approaches are appropriate in 



/planning-and-building/building-standards/do-you-need-building-warrant
/planning-and-building/building-standards/do-you-need-building-warrant
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The volumes of contact have increased over the years, and, in the context of a Council seeking transformational change in service 
provision, has introduced the Customer Service Centre and Customer Service Points. 

 

 Current means of communication 

 Council website 

 Virtual meetings and use of MS Teams/Skype 

 Remote Verification Inspections (RVI’s) 

 Emails- we have our own generic Building Standards mailboxes to assist customers in contacting us 

 Telephone 

 One to one meetings 

 Newsletters 

 On-line user forum  

 Guidance Notes 

 Customer/Agent User Forums- these are now, following customer feedback, held annually and via MS Teams. 
 

There are multiple communication pathways whereby customers can access advice on various aspects of Building Standards. These 
different channels can be resource intensive and Customers are encouraged to use web access in the first instance, although direct 
contact with the customer management centre or officers, will be actioned. Promoting a self-serve culture encourages Channel Shift in 
line with the Council’s transformational change programme and supports the new hybrid ways of working, where officers are not wholly 
located and working form offices.  
 
Moving customers to find the information online allows Building Standards staff to concentrate on their core business and respond to 
customers whilst working remotely from offices. However, this has to be balanced with the customers’ needs and our role in managing 
the sustainable economic growth of Argyll and Bute. Giving a full advice service on major developments is still a top priority and there 
will still be complex building warrant applications, dangerous/defective building and enforcement cases where advice and guidance at 
one to one level is required. Advice on more straightforward cases will be dealt with on 
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Future Improvements 
• We will continue with work to implement a new Electronic Document system and minimise the impact to service delivery and 

customers 
• We will continue to improve our website with interactive links to help the customer find the information 
• Produce easy read ‘quick guides’ for a variety of common enquiries, as required 
• We are considering digitising all historic information and files, moving away from microfiche. 
• The roll out of MS365 tools across Building Standards 
• Implement the “Near Me”, which provides a low-data usage options for customers for on-line video meetings and remote 

verifications. 
• Issue service newsletters, when required.  
• Arrange the 2024 Building Standards User Forum and engage with customers on how these can be improved 
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handle personal information. 
 

 

 

Currently the customer has a number of ways they can contact the service to receive information and advice. Building Standards is 
actively pursuing new opportunities provided by digital to improve the way we engage with our customers. This means 

 

 Building Warrants will continue to be received by the Council electronically through the e- building standards system, although 
specific support will be provided to customers who have difficulties using the on-line system 

 The Building Standards telephone, email , video and face-to-face service will be given to those who need this contact, mainly for 
live Building Warrant applications, enforcement cases, and dangerous building occurrences 

 Telephone calls will be handled by the Customer Service Centre in the first instance with complex issues passed to Building 
Standards for attention 

 Services will be largely online and our website will provide information with customers self-serving to find what they need do 

 Improved website information. 

 Better use of technology and virtual inspections 

 
We will set out what our customer can expect in our Customer Service Charter. 

 
 
 

 
 

The strategy will evolve over time. While the success of it depends on a cultural shift by all parties involved Building Standards believe 
that the focus has to be on the improvement of our own and national online information systems to ensure that our customers can 
continue to find what they need. 

8.0 – A timetable for action 

7.0 – Customer journey of the future 

/planning-and-building/building-standards/performance-and-customer-care


 

 


