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FREQUENTLY ASKED QUESTIONS

Q.
Why are you introducing this new indicator?

A.
Improving the quality of regulation, including how it is enforced and administered is important to the UK economy.  Local authority trading standards, environmental health and licensing services have direct day-to-day relationships with business and we wanted to measure the experience of businesses who have dealt with them.
Q.
What should be included in fair trading?  Is it the Rogers definition?
A.
The LACORS definition of fair trading should be used.  Currently this includes: trade descriptions; environmental packaging/ labelling; consumer advice/ education; sale and supply of goods; credit; pricing; property; travel; distance selling; unfair contract terms; hallmarking; Olympics (branding/ labelling issues); intellectual property; video recording; scams; doorstep crime; e-commerce; TV/ telecoms; unsolicited goods & services; mock auctions; underage sales.
Q.
How did you choose the services covered in the indicator?  Why aren’t you also asking businesses about building regulations or planning?
A.
The scope of the indicator and the services covered are the same as those in the Regulators’ Compliance Code and the Regulatory Enforcement and Sanctions Bill.  Together they help to support local authorities in delivering the Hampton and better regulation agendas.
Q.
We don’t send out postal surveys.  Can we use different methods, for example web-based?
A.
We are recommending a postal survey because it can be incorporated into a local authority’s process of writing after an inspection, advice visit or other interaction with the business.  

However, we appreciate that some local authorities use other methods.  We expect local authorities to run their surveys in the most appropriate way for them.  We just require that they let us know their survey methods when they make their annual return.

Q.
We carry out surveys on a less frequent basis than monthly.  Do we have to change the frequency?
A.
We are recommending monthly surveys because the intention is to try and fit the survey into the work of a local authority so this would enable the questionnaire to be included in any letters sent to the business.  It also means the contact is fresh in the mind of the business.  In addition, it prevents any distortion in returns because of a particular campaign.

However, we appreciate that some local authorities will run surveys at different times.  We require that they let us know how they have run their survey when they make their annual return.

Q.
Can we include returns from education events or seminars where we are working with a number of businesses?
A.
Yes.  Where the details of the business are not held on the database, local authorities can include returns that are made through a feedback form as well as through a postal survey.  In order to include these returns, we require that local authorities make a decision at the beginning of the year and include returns from a specific number of events.  There is a separate calculation to include these returns.

Q.
You have set a target number of responses.  Is this for each service within the local authority?
A.
No.  The number of responses is for the local authority as a whole not for each individual service.  

Q.
How can we improve our return rate?
A.
Methods to improve return rates include phone calls and reminders.  “Best Value and Audit Commission Performance Indicators for 2000/2001 Volume I - User Satisfaction Performance Indicators: Guidance on Methods of Data Collection” (DETR, April 2000) includes advice and guidance on reminders.  It is available electronically at:
http://www.communities.gov.uk/documents/localgovernment/doc/145998.doc
Q.
How do we decide at the beginning of the year how many businesses we will have to survey?
A.
Local authorities should use as a basis the total number of business contacts from the previous year and those estimated for the forthcoming year to make an assessment.

Q.
Can we add more questions to the survey?
A.
The basis of this indicator is that it fits with the business surveys that local authorities already run.  We therefore expect local authorities to add more questions.  These may also include questions asking about the response to the indicators questions.
Q.
What do you mean by ‘recorded compliant’ and ‘–non-compliant’?  
A.
We developed the two strata, or groups, with local authorities to address concerns that non-compliant businesses may be less positive about their interaction with regulatory services.  Dividing the sample base into two groups and giving them equal weighting helps to address these concerns.

Non-compliant businesses are those that are in contravention of a regulation, ie it means the business is informed what the legal requirement is, what the breach is and what remedial action is required.  Compliant businesses may be given best practice advice but it will not be required to carry out any remedial action.

Compliance or non-compliance may be ‘recorded’ on a database or the ‘record’ may be the letter sent to the business.    

Q.
The final definition was only published at the end of February.  We are not in a position to start to run our survey from the beginning of April.
A.
We recognise that some local authorities will not be able to run their surveys from the beginning of April 2008, ie begin to send out questionnaires in May for those running monthly surveys.  We have put in place different reporting requirements for local authorities who are not able to give 12 months’ data returns for the reporting year of April to March.  This means sending in two returns each year, for the reporting year and with 12 months’ data.  

Further guidance is available from BERR.

[Add link to supplementary guidance]

Q.
A survey adds more burdens on business and local authorities.
A.
We have aimed to develop the indicator to fit with current practice.  Local authority regulatory services carry out surveys of business and we want them to carry on doing so but to add the two questions that make up this indicator.  We have made some recommendations about how the survey should be carried out to try and ensure the returns are statistically sound.  But we have tried to keep the number of returns and questionnaires sent to a minimum.
