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1. Introduction

The LABC and ACAI commissioned Lychgate Projects to undertake research to determine the
value of Building Control to customers.

The objectives as outlined in our proposal dated 9 September 2011 were to identify:

The contribution Building Control makes to projects and the benefits it brings
Perceptions of the advice provided and the extent to which this is valued
Responsiveness and timeliness of advice

Preferences for an independent Building Control service versus own sign-off
Sources of information on updates to Building Regulations

Improvements required in the Building Control process.

These objectives were developed further during the questionnaire design phase. The
research covers Building Control per se, regardless of whether this is provided by the LABC
or private Approved Inspectors. Competitive issues are outside the scope of this project.

Methodology

Customer groups were identified who interface with Building Control. These were classified
into 5 broad groups, with sub-categories. Care was taken to ensure a representative sample
of the ‘universe’ in each group, with Lychgate undertaking independent sampling of
organisations. The research was structured to be representative nationally, reflecting regional
construction output.

510 interviews were conducted during November and early December 2011, taking on
average 16 minutes each. This includes 10 pilot interviews to test the questionnaire. These
results are included where possible.

Within target companies, those individuals who interact with the Building Control Surveyor
were identified and interviewed. All but the Developers and other Clients were screened to
ensure that all interviewees had at least two visits or telephone conversations with a Building
Control Surveyor in the last 6 months. 223 companies were screened out on this basis, of
which 55% were Small Builders and Specialist trades. With Developers and other Clients,
55% of those interviewed were responsible for Building Control contact and 45% left Building
Control entirely to their external teams. Those leaving this to external teams were not asked
about any direct experience of Building Control Surveyors, but were asked about the value of
Building Control and their views on third party assessment.

Respondent profile - main sectors

Target Achieved
Developers and other Clients 30 31
Architects and Plan Drawers 100 108
Housebuilders 100 108
National and Regional Contractors 100 99
Small local Builders 150 142
Specialist Trades 60 53
Total 540 541
Regional profile
Target Number %
% * achieved achieved
East Midlands, West Midlands and East 26% 147 27%
London and South East 37% 200 37%
North East, North West, Yorkshire & Humberside 24% 128 23%
South West 9% a7 9%
Wales 4% 19 4%
Total 540 541 100%

* based on construction output figures, source: ONS Construction Statistics
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Sample methodology

Care was taken to ensure an independent, representative, random sample of contacts.
Lychgate’s comprehensive database of organisations within the construction industry was
used.

For some of the larger Architects, Housebuilders, Contractors, Developers and other Clients,
LABC and ACAI provided contact names at organisations which had already been selected at
random.

Respondent profile
Sub sectors

Main group Sub group Achieved
Developers Developers 18
and other Other Clients 13
Clients
Architects / Top 100 Architects 21
Plan Drawers  Medium and small Architects 52
Plan Drawers 35
Housebuilders  Top 15 Housebuilders 27
Other top 100 Housebuilders 17
Small Housebuilders 64
Contractors Top 100 Contractors 43
Regional Contractors 56
Small Builders  Small Builders 142
Specialist Loft conversion Contractors 16
Trades Roofing Contractors 13
Window / door Contractors 7
Retail fit out Contractors 17
Total 541

Developers interviewed include British Land, Grosvenor Estates, Land Securities, SEGRO,
Town Centre Securities and Whitbread Properties. Clients interviewed include Procure 21
Plus, Sainsbury, Tesco, Matalan, Booker plc, Comet, Homebase, HSBC and Westfield
Shopping Centre.

Within Architects, Housebuilders and Contractors a mix of top companies and others were
interviewed. The Lychgate database records Top 100 Architects, Contractors and
Housebuilders, ranked according to turnover and in the case of Architects, the number of
technical staff. These rankings were sourced from Building Magazine and other published
lists.

Amongst the Architects, top practices interviewed include Pick Everard, HLM, Devereux
Architects, Keppie Design, Scott Brownrigg and Sheppard Robson, all of which are ranked in
the top 30. Project Architects were interviewed, often at Director or Partner level.

13 of the top 15 Housebuilders were interviewed, including Taylor Wimpey, Persimmon,
Barratt, Bellway, Crest Nicholson and Redrow. Construction Directors, Design Managers and
Technical Managers participated.

Amongst Contractors, Balfour Beatty, Laing O’Rourke, Kier and Morgan Sindall are examples
of companies interviewed. Typical job titles of those interviewed were Design Managers and
Contracts Managers.

The types of Specialist Trades selected are those which have most contact with Building
Control, including those involved with loft conversion, window and door installation, roofing
and retail fit out. These contacts and the small builders were sourced partly from Lychgate’s
database and also from Yell.com.
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To facilitate the interview process, respondents were directed to a web site to view questions
and options for answering.

In the results which follow the ‘All’ figure in graphs and tables represents the combined total of
those interviewed and is not weighted in any way.
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2. Summary

Benefits and issues

The main benefits experienced by customers of the Building Control service are the
independent and impartial approval and inspection process, and the advice given on how
best to achieve compliance. 9 in 10 stated that they benefit from these, with 7 in 10 saying
these are the main benefits.

The extent to which users feel they benefit from Building Control is high. On a scale of 1
to 10 where 10 is of great benefit, 89% rated the extent of benefit at 7 or more, of which
just over one-quarter gave the maximum score of 10.

The group who feel they are benefitting the least is Specialist Trades where 19% feel they
do not gain strong benefits. It is mainly those with their own self-certification schemes who
feel they benefit the least; i.e. Window and Door and Roofing Contractors.

There is a high level of satisfaction that Building Control is helping the industry to achieve
its objectives. Over 80% feel that it helps to satisfy Clients that the job has been properly
carried out, that it helps them achieve compliance and improves the standards of
buildings. 70% feel it helps to reduce project risk, and 60% that it helps with finding
solutions to problems. More Small Builders and Specialist Trades find that it helps with
solutions than other groups. Developers and Clients were the least satisfied with this
aspect, maybe because they are less involved generally.

The main issue with Building Control is the response times, although only 15% raised this
without prompting. Consistency of service was also raised, albeit by only 7% unprompted.

A challenging or smooth process

Views are mixed on whether Building Control is a smooth or challenging process. Just
over 3 in 10 consider it to be a very smooth process but almost 4 in 10 find that it can be
challenging. Regardless of how challenging they think the process is, 97% think it is
nevertheless worthwhile to achieve safe and compliant buildings.

Sources of information on Building Regulation changes

Sources of information on changes to the Building Regulations are the internet, word-of-
mouth and the trade press. The Planning Portal is the main web site used. Building
Control Surveyors are an important source of information for 27% of Small Builders.

Important aspects

The important elements of the Building Control service have been examined in two ways*.
Those emerging as important in both approaches are:

Co-operative and helpful

Provides timely advice and service
Professional

Responsive

Flexible

Offers advice proactively
Pre-empts problems

Part of the project team

Gives good quality technical advice.

O O 0O 0O 0O O O O ©O

Satisfaction with the service

Satisfaction is high with Building Control generally and with these important aspects of the
service. Average overall satisfaction is 8.1 out of 10 where 10 is very satisfied, and on the
last occasion the service was used, satisfaction averaged 8.2 out of 10. Both scores are
high by industry standards. Only 6% are dissatisfied, with a similar proportion in each
sector interviewed.

*the two approaches were; declared importance (score out of 10) and derived importance (identified by correlating
overall satisfaction out of 10 with satisfaction with individual service aspects to identify underlying influences).

6
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Although fewer of the Specialist Trades than others feel they are benefitting from Building
Control, their satisfaction with the service is nevertheless high. Those who regard the
process as challenging also show a good level of satisfaction.

Preference for independent checks or self-certification

93% think it is important that the industry has independent third party checks of
compliance rather than self-certification. For their own companies, 80% would prefer
independent checks to self-certification. The difference between these two is down to
individuals feeling that their company has high standards, but that others may not. The
main concern about self-certification is an increase in non-compliance and rogue builders,
through a reduction in quality and build standards.

Preference for independent checks or self-certification

93% think it is important that the industry has independent third party checks of
compliance rather than self-certification. For their own companies, 80% would prefer
independent checks to self-certification. The difference between these two is down to
individuals feeling that their company has high standards, but that others may not. The
main concern about self-certification is an increase in non-compliance and rogue builders,
through a reduction in quality and build standards.

Developers’ and Clients’ views

Large Clients and Developers are on the whole very positive about Building Control.
Although just under half leave the contact with Building Control to their external teams,
they nevertheless have a view on its value. 88% feel they and their projects are
benefitting from the involvement of Building Control, giving a score of 7 or over out of 10
for the level of benefit they experience.

Almost all Developers and Clients (90%) would prefer to see independent third party
checks of compliance with Building Regulations, rather than industry self-certification. The
independent nature of checks on their teams is important to them.

Areas for improvement

The main area offering scope for some improvement based on ratings out of 10 for
satisfaction is consistency of the Building Control service, across areas and Building
Control Surveyors. While important, this factor did not emerge as a main driver of
satisfaction. There was also a low level of satisfaction with help with value engineering but
this is regarded as the least important aspect of the service. While satisfaction out of 10
with service responsiveness is reasonable, the unprompted comments show some scope
for improvement here.

In common with the main issues raised, the most common suggestions for improvement
were for a more consistent service, and better response times from the Building Control
Surveyors.
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3. Benefits and contribution of Building Control
3.1 Unprompted views on the contribution of Building Control

m The first question in the interview sought spontaneous or unprompted open comments
about the contribution of Building Control to projects. Summarising, the main contribution
is considered by those interviewed to be the advice given to help achieve compliance with
the Regulations.

m  Opinion was fairly consistent amongst the different respondent types or sectors.

m There were some negative comments; 4% feel that the service varies, with some
inspectors better or more useful than others. 4% feel Building Control makes little or no
contribution to their projects.

In what way does the Building Control Surveyor contribute towards your projects and
compliance with Building Regulations? Unprompted

All
Gives us advice / helps us understand, interpret
regulations / offers guidance, suggestions &
solutions

45%

Checks plans & drawings / makes sure we comply
/ grants certificate

Inspections

Helpful

Part of the team, valuable contribution

Varies, some inspectors are good others not

Use / assist at early design stage

No help / little or no contribution

Other

Base 524 (excludes Developers and other Clients who leave Building Control to their external teams)
Other includes: good relationship, gives us and customer peace of mind, proactive, easily contactable, necessary /
just something we have to do
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Some comments about the contribution made by the Building Control Surveyor:

Positive comments:

m We have a very good relationship with them; they are part of our team. They make
sure we are up to date, assist us and are very helpful. (Developer)

m | think enormously. If you get them in at an early enough stage and let them know
what our ambitions are, they do become part of the team. By involving them it does
benefit the job no end. They have changed their attitude in the way they conduct their
business in the last 10 years. (Developer)

m They are key in resolving issues where there is doubt in the clarity of the Regulations.
Regulations vary from area to area, so it is important that the correct interpretation is
given to us. This normally works very well. (Architect)

m They are an essential part of the team. They contribute in how we design and how to
get it through the Regulations. (Architect)

m They are very good, they come back with answers, and they do not hang around.
They are flexible, hard working and they understand that we need an answer NOW.
(Housebuilder)

m We can't do without him, he must pass things and he often notices things that we have
not noticed and we feed back this to the Architect. (Small Builder)

m Their knowledge, if unsure of anything they have vast knowledge about what you can
do. They have usually seen everything, they know the best way of saving money.
(Specialist Trade)

m Years ago they'd just go 'it’s not our job to advise and help'. They now come up with
good ideas; it’'s kind of working together. They'll even email us links to make the job
better and more efficient. | do feel the ones now, as opposed to 10-15 years ago are
a lot more helpful. (Small Builder)

—

Negative or neutral comments:

m It totally depends on the individual surveyor, some are excellent and some "l wouldn't
give you the time of day for". Some are very helpful and go out of their way to explain
what is needed to achieve regulation compliance and others are completely useless
and are of no help at all. (Contractor)

m Depends on the building inspector, older ones are OK but some of the younger ones
are a pain in the backside. They are fresh out of school as it were and full of their own
importance. (Specialist Trade)

m He does not contribute at all. All he does is check what | am doing, to make sure | am
doing it the Building Control way, he does not help me. | know | am doing it right
anyway, it helps them more than it helps me. (Specialist Trade)

m They do not help; they just act like very pedantic policeman doing their inspections.
(Specialist Trade)

L
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m There is little difference in unprompted comments by type of organisation.

Complying with the Building Regulations is of course something you have to do. In what way does
the Building Control Surveyor contribute towards your projects and compliance with Building
Regulations? Unprompted

Gives us advice / helps us understand,
interpret regulations / offers guidance,
suggestions and solutions

Checks plans and drawings / makes
sure we comply / grants certificate

Inspections
Helpful

Varies, some inspectors are good others
not

Part of the team, valuable contribution
Use / assist at early design stage

No help / little or no contribution
Other

All
(527)

45%

21%
10%
10%

4%
4%
4%
4%
13%

By sector

Developers
& Clients

an

47%

12%
0%
0%

0%
12%
0%
0%
30%

Archi-
tects
(108)

49%

17%
2%
16%

2%
6%
7%
0%
19%

House-
builders
(108)

50%

19%
14%
9%

4%
4%
3%
6%
11%

Contr’s
(99)

45%

20%
16%
7%

4%
6%
8%
1%
10%

Small
Builders
(142)

39%

25%
11%
10%

8%
4%
2%
5%
11%

10

Spec
Trades
(53)

40%

32%
11%
8%

2%
0%
0%
9%
8%
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3.2 Prompted views of the main benefits of Building Control

m Prompted with some potential benefits of Building Control, 9 in 10 people feel they benefit
from the:

o Independent and impartial advice/inspection

o Advice on how best to achieve compliance.
The majority also feel that these are the main benefits, with a lot of similarity across sectors.

Which of these benefits does Building Control provide to you? Which two are the main
benefits?

HBenefit ®Main 2 benefits

Independent and impartial approval and 92%

inspection

) . . 90%
Advice on how best to achieve compliance

Guidance and advice on unconventional or
challenging situations

Advice and discussion about building design
and construction detailing

Advice and discussion about product
performance

Value engineering or cost savings

Base 527. (excludes Developers and other Clients who leave Building Control to their external teams)
Not everyone gave 2 main benefits

m Again, the main benefits experienced are similar across organisation types.

Which two of these are the main benefits which you experience on projects?

By sector
All Developers Archi- House- Contr's Small
(527) & Clients tects  builders (99) Builders

(17) (108) (108) (142)
Advice on how best to achieve  75% 71% 70% 7% 75% 76%
compliance
Independent and impartial 72% 94% 65% 2% 74% 67%
approval and inspection
Guidance and advice on 18% 29% 24% 19% 13% 16%
unconventional or challenging
situations
Advice and discussion about 13% 0% 13% 15% 12% 13%
building design and
construction detailing
Advice and discussion about 6% 0% 7% 4% 5% 8%
product performance
Value engineering or cost 3% 0% 1% 6% 6% 1%
savings

Spec
Trades
(53)
72%
85%

11%

9%

8%

4%

11
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3.3 Extent to which Building Control is of benefit

m As has been seen, a high proportion gave a view on the benefits they experience from
using Building Control services. But to what extent do they benefit? When asked to rate
this out of 10, where 10 is of great benefit, 89% rated the extent of benefit at 7 or more.

m 11% gave a score of 6 or less, indicating they are not particularly benefitting. This rises to
19% of Specialist Trades, and this group had a slightly lower average score of 7.8,
although still a good score out of 10. All Developers and Clients were asked about the
benefit of Building Control, regardless of their direct involvement. Their average was lower
than others (7.6), although 88% gave a score of 7 or over.

m Architects and Small Builders are benefiting the most with average scores of 8.4 out of 10.
m Respondents in the Northern regions show a slightly higher level of satisfaction. None of
the average regional scores are below 8 out of 10.

Given the need to comply with Building Regulations, to what extent would you say the
Building Control service is of benefit to you and your projects?

% giving each score
H 1 No benefit U2to 4 J45t06 KW7t09 @10 Great benefit

0
All (541) 1@/7% 62%
Developers & Clients (31) 6% 60/4 78%

. %

Architects (108) 17% 59%

Housebuilders (108) 1% 70/* 69%
Contractors (99) SiT%OA 64%
Small Builders (142) ]MBW4 58%
Specialist Trades (53) 228%| 9% 58%
Acceptable / reasonable
Average score out of 10 i level of benefit

All (541) 8.2

By sector

Developers & Clients (31)

Architects (108)

©
>

Housebuilders (108)

-

Contractors (99)

Small Builders (142)

©
i

Specialist Trades (53)

\lll I
o [o]

®

w

By region

o
o

E Mids, W Mids, East (147)

London & SE (200) _ 83
NE, NW, Yorks & Humbs (128) — 83
y——————M
.
1 seees L, 2 10
No benefit 7 Great benefit

12
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One in 5 Specialist Trades do not feel they particularly benefit from Building Control. When
examined by type of trade, Roofing and Window and Door Contractors feel they benefit the
least. This is probably due to the existence of sector specific self-certification schemes.
However those interviewed have had recent contact with Building Control.

Extent of benefit by Specialist Trade

Retail fit out contractors (17)

Loft conversion contractors (16)

All Specialist Trades (53)

Window / door contractors (7)

Roofing contractors (13) 6.5

Some respondents added further comments about the benefits. Of those who gave high
scores of 7 upwards, some commented that Building Control is helpful, finding solutions to
problems and giving advice. It is also seen as a checking process which gives peace of mind
for both themselves and customers.

Of those giving a lower score of 6 or less, i.e. they benefit less from Building Control, most
commented that it is a formality, something which is of benefit to the client, but not to
themselves.

Examples of comments about the benefits:

Building Control is of benefit (gave a score of 7 or more)

m /t’s of huge benefit. We need that authority - we have to comply with that regulation.
It’s a big requirement for us and our various tenants. (Developer)

m A regulatory function that assures us a baseline of minimum standards making the
team publicly accountable, and that demonstrates health and safety compliance.
(Other client)

m Service from Building Control makes projects a bit quicker. It means that there is
someone upfront who can ensure that design projects are not changed from the
beginning, which can be costly. (Architect)

m If you do a job without them and your customer wants to ask any questions, it is good
to have the answer "Building Regs passed it". (Specialist Trade)

m Practically they can explain Building Regulations on site to our guys, rather than
reading through a legal document. (Contractor)

m  The Building Control inspectors are part of our team. (Housebuilder)

m They can make a heck of a difference with what you can do with a building,
particularly an older one. (Contractor)

m From our customers’ point of view it looks good if we have a good relationship and
understanding of Building Control. (Small Builder)

m 100% important because without we would not be able to sell our housing. We have
to have their approval. (Housebuilder)

m |t is very important to us to have that peace of mind at the end with Clients. All Clients
look to see their completion certificate. (Architect)

—_—

13
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Building Control is of less benefit (gave ascore of 6 or less)

m We really leave Building Control contact to our external architects. | wouldn't say it is
of benefit, it's a compliance matter. Though sometimes Building Inspectors can be
helpful to our guys on site and will suggest things so it is of modest benefit.
(Developer)

m Costs me money waiting for them to come and pass my job, which | know has been
done properly anyway. (Small Builder)

m It is of benefit to the customer and not to me. They are not doing me any favours.
(Small Builder)

m  No benefit to me, we are always sure of our designs, we have the Architect to do
them, they are engineered, and they only tick the boxes. (Small Builder)

m | have a degree in construction and | am very competent. | do not need much input
from Building Control as | am familiar with new technology which some Building
Control inspectors are not familiar with. (Small Builder)

m To us itis just an inspection service, nothing else. (Specialist Trade)

m It doesn't benefit us; it is all about the client being happy. (Specialist Trade)

m |t is a pure formality for us; they just check the thickness of insulation. (Specialist
Trade)

—

14
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3.4 Does Building Control help the industry achieve its objectives?

m Designers and Contractors can be expected to have project objectives such as reducing
risk and delivering safe buildings. Questions were asked to identify whether Building
Control is helping customers to achieve these objectives.

m A high percentage feel that Building Control helps them to achieve these objectives. The
main contribution is that it helps to satisfy Clients that the job has been carried out

properly.

Ultimately to what extent does the involvement of Building Control help you to achieve
the following?

All
% giving each score

B1 Does nothelpatall “2to4 “5to6 “7to9 ™10 Helps /contributes alot

Ultimately helps you satisfy clients that 0‘441
0649

the job has been carried out properly 2 56%
(535)
Helps you achieve compliance (540) 24/5%{ 63%
Improves the standards of buildings and I?l ® o
their performance (539) He G
Gives you the opportunity to discuss a ® 9
solution which you would prefer (534) P Hews e
Reduces your risk on projects (539) 48610% 18% | 53%
Helps to find a solution which you may ? o
not have considered (536) 9 et
Acceptable reasonable
: level of achievement
Average SCOI’e OUt Of 10 g ........................................................

Ultimately helps you satisfy clients that
the job has been carried out properly
(535)

Helps you achieve compliance (540)

Improves the standards of buildings and
their performance (539)

Gives you the opportunity to discuss a
solution which you would prefer (534)

Reduces your risk on projects (539) _ 7.2

Helps to find a solution which you may
not have considered (536)

5.7

1 seeees Seeen . 10
Does not help at all 7 i Helps/contributes alot

15
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m The contribution of Building Control to helping customers find solutions which they might
not have considered achieved the lowest score. Architects, Housebuilders, Developers
and Clients agreed to a lesser extent that Building Control contributes here. 35% of
Housebuilders, 30% of Architects and 42% of Developers and other Clients gave a score

of 5 or less to this element, compared to 16% of Small Builders.

Ultimately to what extent does the involvement of Building Control help
you to achieve the following?
Average score, by sector

All  Developers Archi- House- Contr's Small
& Clients  tects builders Builders

Ultimately helps you satisfy Clients that 8.7 8.4 8.5 8.7 8.8 9.0
the job has been carried out properly
(535)
Helps you achieve compliance (540) 8.5 8.4 8.6 8.4 8.3 8.6
Improves the standards of buildings 7.8 7.0 7.8 7.7 7.6 8.2
and their performance (539)
Gives you the opportunity to discuss a 7.6 7.1 7.5 7.4 7.6 8.1
solution which you would prefer (534)
Reduces your risk on projects (539) 7.2 7.0 7.7 7.1 7.0 7.3
Helps to find a solution which you may 6.7 5.5 6.4 6.3 6.5 7.4

not have considered (536)

m The graph below shows the index for how Building Control helps customers achieve
objectives. This has been calculated as a percentage based on the potential maximum

score of 60 (6 statements, with a maximum score of 10 for each)

m Overall the index is 78%, i.e. just over three quarters of the maximum points available out
of 10 was achieved. Small Builders feel Building Control contributes the most to these

objectives, Developers and other Clients less so.

Helping to achieve objectives —index

All 78%

Small Builders 81%
Specialist trades 78%
Architects 77%
Housebuilders 76%
Contractors 76%

Developers & Clients 2%

100%
Helps / contributes a
lot
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4.

4.1

Issues with the Building Control process

Issues with the Building Control process

m An unprompted question was asked to identify issues or concerns about the Building
Control process. Almost two-thirds could not think of any. The most mentioned issue was
about response times, in terms of the time it takes from submission to approval and also

regarding site visits.

What issues do you have with the process of Building Control? Unprompted

All

None

Response times

Inconsistency

Communication

Too complex / hard to keep up with constant

changes

Inflexible / obstructive / pedantic

Fees

Moving goalposts-agreeing to something then
changing minds once it's done - very costly to us

Inexperienced officers with insufficient site /

building experience

Other

64%

Base 527 (excludes Developers and other Clients who leave Building Control to their external teams)

Other includes: lack of contact with Structural Engineers (3), having access to Building Control on an informal basis /
give informal advice prior to submitting applications (2), sometimes officers only give conditional approval.

What issues do you have with the process of Building Control? Unprompted

None

Response times

Inconsistency

Communication

Too complex / hard to keep up
with constant changes

Inflexible / obstructive / pedantic
Fees

Moving goalposts-agreeing to
something then changing minds
once it's done - very costly to us
Inexperienced officers with
insufficient site / building
experience

Other

Al
(527)

64%
15%
7%
3%

3%

3%
2%

1%

1%
5%

By sector

Developers Archi-

& Clients
17)
47%
24%
18%
6%
0%

6%
0%
6%

0%

12%

tects
(108)

60%

15%

12%
1%

4%

5%
3%

2%

0%
4%

House-
builders
(108)

69%
15%
5%
3%

6%

3%
1%

0%

0%
4%

Contr’'s
(99)

71%
13%
5%
2%

2%

1%
2%

0%

1%
5%

Small
Builders
(142)

62%
14%
4%
5%

2%

2%
2%

3%

2%
6%
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Examples of comments about issues with Building Control

m Traditionally we could phone in the morning and arrange an afternoon appointment,
before we pour concrete but now we can't do this. We have to wait 24 hours, this
slows the job down. (Contractor)

m The process can be too long winded, no clear summary of charges, | think they are
extortionate. The prices for the same inspection work vary. (Contractor)

m Sometimes we can't give the adequate notice and they are still booking appointments
by telephone and not by email and we'd rather have them by email. Getting
appointments is sometimes a problem and can't always give a specific times, just say
am or pm (Housebuilder)

m The issue | have (and why we are switching) is they are a little bit stringent on 1 and 2
of the regulations, particularly with regard to depth of foundations. Also they take far
too long to turn round paperwork at the end of the day. (Housebuilder)

m For small jobs their price is too high, especially on Building Notices. For example it
cost £400 for an inspection on the installation of a toilet. It is better value for money
for larger jobs with many visits. (Small Builder)

m No, there are no issues now. Before it was so long winded, it took forever with
paperwork. Now we are a member of the Competent Roofer Scheme, we can do it all
online and it is much quicker. (Specialist Trade)

—
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4.2 Is Building Control a challenging or smooth process?

m Views are mixed on whether Building Control is a smooth or challenging process. Just
over 3 in 10 consider it to be a very smooth process but almost 4 in 10 find that it can be
challenging.

m Slightly more Housebuilders than others find it challenging and fewer Developers and
other Clients said it was a smooth process. Small Builders and Specialist Trades are more
likely than others to find it a smooth process.

m Regardless of how challenging they think the process is, 97% think it is nevertheless
worthwhile to achieve safe and compliant buildings.

Would you say the Building Control process is...?

All

Varies )
204 Very challenging

t

Not usually or rarely
challenging
27%

Very smooth
32%

Somewhat
challenging
33%

Base 530 (not asked in Pilot and 1 did not answer)

By sector
®Very challenging
“Somewhat challenging
“'Not usually /rarely challenging
HVery smooth process
HVaries

All (530) . 33% 27%

Developers & Clients (31) 36% 32%

Architects (105) 37% 28%

Housebuilders (106) . 38% | 28%

ol c] OI ol

Contractors (97) 32% | 32%

Small Builders (140) 26% | 26%

Specialist Trades (51) 25% | 16%
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Regardless of how challenging you think it is, do you feel that...?

X The Building Control process is worthwhile to achieve safe and
compliant buildings

B The Building Control process is not strictly necessary to achieve
safe and compliant buildings

All (513)

Developers & Clients (30)

Architects (100)

Housebuilders (104)

Contractors (94)

Small Builders (135)

Specialist Trades (50)

Based on those answering (not asked in the Pilot)
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The Building Regulations system
51 Issues with the Building Regulations system

m Views about Building Control may be affected by views of the Building Regulations
system. Question wording therefore emphasised that views were being sought about the
process of Building Control and not the principles and practice of a Building Regulation
system. To allow respondents an opportunity to air their views about Building Regulations,
some specific questions were included.

m |n an unprompted question, almost half said they do not have any issues with the Building
Regulations system. Of the rest, overcomplicated regulations, keeping up with changes
and the inconsistency in the way Building Control Surveyors interpret the regulations were
all raised as main issues.

What issues do you have with the Building Regulations system? Unprompted
All

No issues 49%

Overcomplicated regulations /too stringent

Keeping up with changes in Building Regulations

Inconsistency in Building Control Surveyors'
interpretation of Building Regulations

Contradictions in regulations, different ways to
interpret, lack of clarity

Speed of response (from Building Control) / slow
to react

Cost
Lack of flexibility

Other

Base 527

Other includes: too prescriptive, lack of innovation, more frequent site visits needed, achieving Zero Carbon target /
Code for Sustainable Homes, lack of communication about problems and between council, planning and Building
Inspectorate

What issues do you have with the Building Regulations system? Unprompted

By sector
All Developers Archi- House- Contr's Small Spec
(527) & Clients tects builders (99) Builders Trades
(17) (108)  (108) (142) (53)
No issues 49% 41% 37% 47% 59% 52% 49%
Overcomplicated regulations / too 17% 24% 21% 11% 12% 19% 26%
stringent
Keeping up with changes in Building 15% 0% 21% 23% 9% 12% 8%
Regulations
Inconsistency in Building Control 12% 6% 15% 10% 12% 12% 11%
Surveyors' interpretation of Building
Regulations
Contradictions in regulations, different 0%
interpretation, lack of clarity 3% 5% 4% 2% 3% 4%
Speed of response (from Building 0%
Contraol) / slow to react 3% 6% 2% 2% 1% 4%
Cost 2% 6% 3% 1% 3% 1% 4%
Lack of flexibility 2% 0% 2% 3% 1% 0% 4%
Other 7% 29% 4% 6% 6% 4% 4%
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5.2 Information sources for Building Regulations

m Information on changes to the Building Regulations is sourced in a variety of ways. Top of
the mind or unprompted recall of sources of information shows that the internet, word of
mouth and the trade press are all important. 14% get information from the Building Control
Surveyor, rising to 27% of Small Builders.

Where do you gain information on changes to the Building Regulations? Unprompted
All

Internet / Google / websites generally 28%
Colleagues / word of mouth 23%

Trade press / media

Building Control Surveyor

Government websites

Architect / Engineer

NHBC

CLG (Communities for Local Government)

Email alerts

Seminars

CPD

LABC

Private Approved Inspectors

Other

Base 527
Other includes: FMB, RIBA, HBF, NFB, BRE, Suppliers, in-house library, other departments, project teams

m Amongst the sectors, more Architects turn to the internet than other groups, while 40% of
Housebuilders use the NHBC. Small Builders rely on the Building Control Surveyor, word-
of-mouth and the Architect or Engineer.

Where do you gain information on changes to the Building Regulations? Unprompted

By sector
All Developers Archi- House- Contr's Small
(527) & Clients tects builders (99) Builders
(17) (108) (108) (142)
Internet / Google / websites 28% 0% 42% 29% 32% 18%
generally
Colleagues / word of mouth 23% 18% 19% 18% 29% 24%
Trade press / media 19% 12% 21% 25% 22% 13%
Building Control Surveyor 14% 6% 5% 6% 16% 27%
Government websites 14% 12% 21% 19% 13% 7%
Architect / Engineer 13% 18% 1% 10% 16% 23%
NHBC 11% 0% 2% 40% 7% 4%
CLG (Communities for Local 10% 0% 13% 8% 10% 12%
Government)
Email alerts 9% 6% 11% 10% 15% 5%
Seminars 5% 6% 10% 7% 7% 0%
CPD 4% 0% 12% 2% 4% 1%
LABC 4% 12% 6% 3% 2% 2%
Private Approved Inspectors 3% 6% 7% 1% 7% 0%
Other 19% 41% 19% 16% 16% 12%
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m When searching on the internet, about half undertake general searches and half go
directly to specific sites. The Planning Portal is the most popular, with other sites
mentioned including the NHBC, LABC and IHS.

Do you search generally through a search engine or go directly to specific sites, for
information about Building Regulations?

H General internet searches  ® Specific sites

56%

All (147)

Architects (45)

Housebuilders (30)

Contractors (32)

73%

Small Builders (26)

Specialist Trades (14)

Based on those using the internet and who answered (2 were pilots so did not answer). No Developers / Clients said
they use the internet
Adds to over 100% as some said both, it varies

Which specific sites are sought out and used?

Planning Portal 29%
NHBC

LABC

IHS

Government sites
Local authority sites
RIBA

36%

Other

Can't recall

Based on those searching for specific sites (73)
Other includes: manufacturers, Technical Indexes, NFRC, Submit-A-Plan, NBS

23



Lychgate Projects Ltd 0118 9887343

Value of Building Control, January 2012

6. Important aspects of the Building Control process

6.1

Importance of aspects of the Building Control process

m The most important features of the Building Control service are the responsiveness of the
Building Control Surveyors, ease of contacting them, their co-operation and helpfulness.
Many other aspects are regarded as important, with most scores averaging over 8 out of

10 for importance.

m Of 15 aspects of service, of least importance is help with value engineering or cost
savings. Small Builders value this help more than the other groups.

How important is each of these to you about the Building Control process on a scale of
1to 10 where 1 is not at all important and 10 is very important

All

Responsive when you need them

Ease of contact

Co-operative and helpful

Professional

Timely advice and service

Good quality technical advice

Consistent service across geographical areas and
Building Control Surveyors

Practical solutions

Flexibility

Advice offered proactively to you

Pre-empting problems

Value for money of the Building Control service

Willingness to consider innovation

Part of the project team

Help with value engineering or cost savings

Not at all important

©
N

® 0 © o ©
© o o b B

©
3

©
o

o
o
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N w

0
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o
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10
Very important
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How important is each of these to you about the Building Control process?
Average score, by sector

All  Developers Archi- House- Contr's Small Spec
& Clients tects  builders Builders Trades

Responsive when you need them 9.2 9.1 9.0 9.2 9.1 9.3 9.1
(524)
Ease of contact (523) 9.1 9.1 8.9 9.2 8.8 9.3 9.1
Co-operative and helpful (525) 9.1 8.6 9.1 9.1 8.8 9.3 9.2
Professional (524) 9.0 8.9 8.9 8.9 9.0 9.3 9.2
Timely advice and service (522) 9.0 9.2 8.9 9.1 8.7 9.1 9.1
Good quality technical advice 8.9 8.6 8.9 8.8 8.9 9.1 9.1
(521)
Consistent service across 8.7 8.4 8.5 8.5 8.5 9.0 8.8
geographical areas and Building
Control Surveyors (503)
Practical solutions (520) 8.5 8.4 8.5 8.1 8.4 8.8 8.5
Flexibility (509) 8.5 8.1 8.6 8.3 8.4 8.8 8.1
Advice offered proactively to you 8.3 7.8 8.4 8.2 8.4 8.3 8.3
(519)
Pre-empting problems (512) 8.3 8.0 8.1 8.1 8.2 8.7 8.1
Value for money of the Building 8.2 7.6 7.8 8.3 8.4 8.4 8.4
Control service (496)
Willingness to consider innovation 7.9 7.8 8.0 7.5 7.9 8.3 7.6
(510)
Part of the project team (497) 7.8 7.9 7.7 7.5 8.0 7.9 7.7
Help with value engineering or 6.8 5.9 6.4 6.5 6.6 7.5 6.5

cost savings (465)
Overall bases in brackets

Other important factors mentioned by respondents:

Personal relationships / friendly to deal with (4)
Accommodate time pressure operations

Ease of submitting documents

Not keeping me waiting, being punctual
Prompt throughput of the application
Accountability when things go wrong
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6.2

Drivers for satisfaction

m Through regression analysis where overall satisfaction is correlated against its effect on
each individual factor, the drivers or ‘hidden’ influencers on satisfaction are shown.

m Although these are similar to the ‘declared’ ones in the previous section, the timeliness of
advice, co-operation / helpfulness and professionalism are all shown to be key drivers of
satisfaction.

Factors driving overall satisfaction
Based on regression analysis

Factors driving overall satisfaction

All
Correlation
(-1to +1)

1 Timely advice and service 0.617
2  Co-operative and helpful 0.617 High influencers
3 Professional 0.591
4  Responsive when you need them 0.539
5  Flexibility 0.513
6  Part of the project team 0.507
7  Pre-empting problems 0.505
8 Good quality technical advice 0.504
9  Advice offered proactively to you 0.503
10 Practical solutions 0.461
11 Consistent service across geographical

areas 0.451
12 Ease of contact 0.422
13 Value for money 0.415
14  Willingness to consider innovation 0.395 } Low influencers
15 Help with value engineering 0.388

Factors driving overall satisfaction, by sector
Highest correlations (over 0.6 or highest scores)
Architects Contractors Housebuilders
e Timely advice and service e Timely advice and e Timely advice and
service service

Co-operative and helpful
Responsive when you need them

Co-operative and helpful

Co-operative and helpful

Small Builders

e Timely advice and
service

e Co-operative and helpful
e Professional
e Pre-empting problems

Specialist Trades

e Professional
e Flexibility

e Good quality technical
advice

e Practical solutions

e Timely advice and service

Developers and other Clients not included due to small sample size
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Declared v derived importance

m Declared importance refers to what respondents directly told us is important to them in the
Building Control process (see section 6.1). Derived importance is based on the regression
analysis on the previous page and therefore relates to indirect (or hidden) drivers for
satisfaction. By plotting the two, the core factors which directly and indirectly drive
satisfaction are identified.

m Those in the top right quartile of the graph are the most important, having both high
declared and derived importance. These are:
o Co-operative and helpful
o Timely advice and service
o Professionalism
o Responsiveness
o Flexibility
o Advice offered proactively
o Pre-empting problems
o Being part of the project team
o Good quality technical advice.
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7. Satisfaction with the Building Control process

7.1 General satisfaction

m There is a high level of satisfaction generally with the service provided by the Building
Control Surveyor. 94% gave a score of 7 or more and the average score was 8.1 out of
10. This is well above the acceptable 7 out of 10 mark for studies of this nature, and a

very good average score for a large sample size such as this.

m Earlier results showed that Specialist Trades feel they benefit slightly less than others, yet
this group along with Small Builders show a high level of satisfaction with Building Control.
Window and Door Contractors are the least satisfied of this group, again probably because
of their industry FENSA scheme; but their satisfaction score is still a good 7.6 out of 10.

Regionally, there was slightly greater satisfaction in the North.

How satisfied are you usually with the service from the Building Control Surveyor

where 1is very dissatisfied and 10 is very satisfied?

% giving each score

1 Very dissatisfied
All (526)1%5

Developers & Clients (17)

Architects (108) 106496
Housebuilders (107) 1}%)4%
Contractors (99) 6%|
small Builders (142) 4%

Specialist Trades (53) 1+%) |4%

N

J45t06 H7to9 ™10 Very satisfied

Bases in brackets (excludes Developers and other Clients who leave Building Control to their external teams)

1 did not answer — said it was too variable a service to rate

Average score out of 10

All (526)

Developers & Clients (17)
Architects (108)
Housebuilders (107)
Contractors (99)

Small local builders (142)

Specialist trades (53)

E Mids, W Mids, East (143)
London & SE (183)

NE, NW, Yorks & Humbs (117)
SW (47)

Wales (19)

=

Very dissatisfied

©
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©
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Acceptable level of
satisfaction
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Satisfaction amongst Specialist Trades

Retail fit out contractors (17) 8.6

Loft conversion contractors (16)
All Specialist Trades (53) 8.3

Roofing contractors (13) 8.3

Window / door contractors (7)

7.2 Comparison with other construction industry satisfaction studies

m Comparing with other satisfaction studies Lychgate has conducted in the last 3 years in
the building industry, satisfaction with Building Control is above the industry average of
7.5.

Industry average satisfaction scores
Based on Lychgate satisfaction studies 2009 - 2011

1 = very dissatisfied, 10 = very satisfied
Average score out of 10

’ e ; 10
Building product suppliers
ap PP Very satisfied

‘ Building Industry service providers and trade bodies

‘ Building Control

"’75 74 74 74 74 R L L L) -:

(303,

........................................................... "“’ ‘ g 7.5 -Industryaverage.

’ 6.9 6.9

‘ 6.7

1
Very
dissatisfied

The studies cover a range of different types of respondent including Specifiers such as Architects and Engineers,
Housebuilders, Main Contractors and specialist Sub-contractors.
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7.3

Reasons for high or low satisfaction with Building Control

m Reasons for a high level of satisfaction relate to the delivery of the service such as being
quick to respond, helpful, supportive, co-operative and working as part of a team. This
supports the findings about the factors which are important. Where there is dissatisfaction,
this was due to inconsistency and being slow to respond.

Satisfaction usually with the Building Control Surveyor
What do they do well? Unprompted
Asked of those giving a score of 9 or a 10

Quick to respond / efficient / punctual 31%

Helpful / supportive

Work with us / part of the team / good
relationship / co-operative

Give advice

Everything / no problems / do a good job
Proactive / provide solutions / responsive
Communicate well with us / easy to contact
Knowledgeable /informative

Other

Base 159 (those giving a score of 9 or 10 and who answered)
Other includes: approachable, give us assurance and peace of mind / confirms job done properly / a back up, they
keep us informed, professional, simple / straight forward process

What do they do well? Some comments made by those with high satisfaction levels

m Very proactive, turn round things quickly, open to finding alternative methods of
working. Overall they are very helpful, flexible and pragmatic. (Developer)

m They keep us informed. They are pro-active rather than reactive and are part of the
team as opposed to an adversary. (Architect)

m It is the most painless process, whereas planning is a nightmare. If you have any
problems they work around it and give alternatives. They work with us within the legal
requirements. (Architect)

m Protects me from the incompetence of Architects. The level of incompetence is now
at an all time low in the industry. (Contractor)

m They turn up when they say they will, inspect regularly. They tell us what is wrong,
and give us our certificate promptly. They are the least problematic department that
we have to deal with. (Contractor)

m They came when they said they were going to and gave us advice. If they can't give
advice they go back to the office and research the issue and then give us advice the
next day. (Contractor)

m They keep us up to date with regular contact and ensure we are complying with
Building Regulations. They are also flexible to adopt a compromise. Initial queries
are always open to alternatives. (Housebuilder)

m Approachable, can talk to them one to one, you know they will tell you if something is
wrong, we speak the same language. (Small Builder)

m You can call them before 10am and they will be there the same day. They stand up
for you in a dispute with a customer; we see them as part of our team. (Small Builder)

——
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What do they do badly? Unprompted
Asked of those giving a score of 6 or less

Inconsistent / variation in Surveyors 37%
Slow to respond with information

Difficult to deal with / obstructive

Can only see problems, not solutions

Don't have enough expertise / don't tell us
anything we don't already know

Keep us waiting around / not punctual

Other

Base 30 (those giving a score of 6 or less and who answered)
Other includes: expensive, lack of commitment, inflexible

What do they do badly? Some comments made by those with low levels of satisfaction

m | would give 2 to some and 8 to others — the poor ones are not proactive, not always
available and | don't think they have the expertise for some of the Building
Regulations. (Architect)

m |t can take them a long time to respond to our drawings, if they respond at all, we
chase them after 3 to 4 weeks. (Architect)

m There is a lot of inconsistency between inspectors and we often get too many of them
on our sites. (Contractor)

m It is the way they deal with the information. | am very dissatisfied with the way they
collate information, they way it is produced and sent to us. It is the length of time it
takes for us to get information discharged. (Housebuilder)

m Some of them are very good, but only a handful of them. With the rest of them, their
communication and help is non-existent and they can't see any solution to a problem,
they can only see the way they do it. (Small Builder)

m | find my present inspector quite obstructive. He is a young lad trying to make a way
for himself, very young. (Small Builder)

m They keep me waiting around, disgraceful punctuality, if | was like them | would never
get any business. They spread themselves too thinly. (Small Builder)

——
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7.4 Effect on satisfaction of views about how challenging the process is

m A previous question asked about how challenging or smooth the Building Control process
is (section 4.2). Analysing this by their satisfaction, those who regard the process as very
or somewhat challenging are still reasonably satisfied, giving a score of 7.5 and 7.8 out of
10. Those who regard the process as smooth are even more satisfied, with a score of 8.7

out of 10.
Satisfaction with the Building Control process
by how challenging they feel it is

The Building Control process is............. ? Very Somewhat Not usually A very It
challenging challenging or rarely smooth varies

(32) (166) challenging process (6)

(142) (169)

How satisfied are you usually with the 7.5 7.8 7.9 8.7 8.5

service from the Building Control
Surveyor? (Ave score out of 10)
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7.5 Satisfaction on last occasion used

m When asked how satisfied they were on the last occasion they dealt with a Building
Control Surveyor, satisfaction is again high with an average of 8.2 out of 10. Only 9% are
dissatisfied. Again, satisfaction is highest in the North.

On the last occasion you dealt with a Building Control Surveyor, how satisfied were
you?

% giving each score
B1 Very dissatisfied “2to4 -5to6 W7to9 ™10 Very satisfied

All (527) 3H5%| 72%
Developers & Clients (17) G%I 88%
Architects (108) Sjﬁ%l 76%
Housebuilders (108) 3%% 80%
Contractors (99) 1}%09% 76%
Small Builders (142) 1@‘* 64%
Specialist Trades (53) *ﬂao/i) 64%
Average score out of 10 Acceptable level of

satisfaction

All (527)

©
[N}

By sector

©
i

Developers & Clients (17)

Architects (108)

©
[N}

©
N

Housebuilders (108)

Contractors (99)

©
i

©
w

Small Builders (142)

Specialist Trades (53)

©
[N

By region
E Mids, W Mids, East (146)

©
=}

©
[N

London & SE (192)

NE, W, Yorks & Humbs (12) | ¢ -
s | -
waes 1o |
1 J 10
Very dissatisfied 7 Very satisfied
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Building Control Surveyor — satisfaction on last occasion used
What did they do well? Unprompted
Asked of those giving a score of 9 ora 10

Quick to respond / efficient / punctual 24%

Helpful / supportive 18%

Work with us / part of the team / good
relationship / co-operative

Helped to achieve compliance / gave us the
go ahead

Proactive / provide solutions / responsive

Everything / no problems / do a good job /
did their job

Give advice
Knowledgeable /informative / experienced

Other 24%

Base 228 (those giving a score of 9 or 10 and who answered)
Other includes: communicate well with us / easy to contact, simple, straight forward process, approachable, flexible,
professional, reassuring

What did the Building Control Surveyor do well? Some examples of comments

m We had an elderly tenant in the middle of the city. He has only got an outdoor toilet,
but he won't move. We arranged with Building Control to install a loo in a cupboard
off the rear lounge. Obviously it doesn't comply, it is temporary and will have to be
taken out when he dies, but Building Control were very helpful and understood.
(Developer)

m They were quick, responsive, flexible and most importantly pragmatic in dealing with
issues. (Architect)

m Very fast response, down to earth and sensible approach, someone | could do
business with, a good role model. (Architect)

m About the use of a building, change of use. The legislation implied major changes to
the building but the Building Inspector knew the building and had local knowledge. He
knew what he was talking about and gave his judgement there and then, agreed to
meet our client on site. (Architect)

m They participated fully with meetings and offered good and pertinent advice.
(Contractor)

m He was very good. | had a job handed over to me from someone who'd done a bad
job. He did a good job very quickly. Every time | rang he was very helpful. He was
realistic and human rather than robotic and jobsworthy. (Housebuilder)

m By being exceptionally flexible and quick to issue documents at the partially completed
stage, this was particularly helpful. (Housebuilder)

m The inspectors visit was early, which meant no waiting around and the work could be
started. | have dealt with this particular guy for more than 15 years. (Small Builder)

m The people absolutely know their stuff; they are willing to help all the time. (Specialist
Trade)

—
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Building Control Surveyor — satisfaction on last occasion used
What did they do badly? Unprompted
Asked of those giving a score of 6 or less

Difficult to deal with / obstructive

Unresponsive at agreeing workable solutions /
inflexible / non pratical solutions

Not good at getting back to you / difficult to get
hold of

Incorrect advise / approved things that should
have not been approved

Lack of decision making / vague responses / no
advice provided

Overly by the book

Inconsistent interpretations

Didn't turn up / poor timekeeping
Made extra work which cost me money

Lack of knowledge / experience

Don't provide written reports (there is no paper
chain for accountability)

Lost information that | had provided them

Other 27%

Base 43 (those giving a score of 6 or less and who answered)

Other includes: not value for money-only there a minute, didn't come out, just told me to keep photos as evidence, he
told me he only wanted to help, but | felt he was trying to impress someone in his organisation, we had real issues
mixed in with planning.

What did the Building Control Surveyor do badly? Some examples of comments

m They seem to have lost their status/authority in the whole building process. (Other
client)

m Pretty awkward, we wanted to clear some conditions, she refused to help me and she
was quite rude. (Architect)

m They didn't have knowledge to help with the query and didn't respond quickly, they
don't return calls. (Architect)

m It was very difficult to get hold of the individual, then it was a very brief conversation.
Then by sending emails we got the result, but that was only through my perseverance
to chase the information. (Housebuilder)

m Young people who are Building Control Officers are not flexible. No knowledge or
experience to apply practically. (Small Builder)

m He was of no help whatsoever, he didn't look to help or rectify any problems. There
were a couple of problems on the job with drainage and he went in the most awkward
way to try to solve the problems and only wanted to do it his way. He made
everyone's life difficult, unnecessarily. (Small Builder)

m We had completed a project and the Building Control Surveyor came out and told us
to rectify a couple of things which we did. We rang Building Control again and another
surveyor came out and he found something else that was wrong, so we had to put that
right, but he ignored what we had just put right. Then a third one came out and was
not bothered about either rectifications, just okayed things and went. (Small Builder)

—
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7.6 Satisfaction with specific aspects of the Building Control process

m Respondents were asked to rate their satisfaction with the factors which had previously
been rated for importance. Customers are most satisfied with Building Control’s
professionalism, technical advice, co-operation and helpfulness, all scoring 8 or more out
of 10. These are also regarded as very important aspects of the service.

m Customers are least satisfied with the help given with value engineering or cost savings.
This was not regarded as a particularly important part of the service.

m Consistency in the service across geographical areas and pre-empting of problems also
received lower average scores than the rest. These were both rated as important with
scores over 8 out of 10 and therefore show scope for improvement in customers’
satisfaction.

How satisfied are you usually with these aspects of the Building Control process? On
a scale where 1is very dissatisfied and 10 is very satisfied?

All
In order of declared importance

Acceptable level of
satisfaction

....... #esesctcecestetesestetescscsscscstescstssosesnnne’

@® @ Responsive when you need them 7.7
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o

@ Ease of contact

® @ cCo-operative and helpful

. . Professional

o
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@® @ Timely advice and service
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. Good quality technical advice

©
o

Consistent service across geographical
areas and Building Control Surveyors

Practical solutions

@ Flexibility
Advice offered proactively to you 7.4

Pre-empting problems

Value for money of the Building Control
service

Willingness to consider innovation
. Part of the project team 7.4

Help with value engineering or cost savings
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o
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E ..... eeecen : 10
Very dissatisfied 7 Very satisfied
Excludes Developers and other Clients who leave Building Control to their external teams
@ = Top 6 for declared importance

@ = Top 6 for derived importance
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m Satisfaction is generally high across all sectors, with the exception of value engineering
However this has been shown to be of

where satisfaction was rated low by all groups.

low importance.

How satisfied are you usually with these aspects of the Building Control process?
On a scale where 1 is very dissatisfied and 10 is very satisfied?
Average score, by sector

In order of declared
importance

Responsive when you need
them (522)

Ease of contact (522)
Co-operative and helpful (524)
Professional (523)

Timely advice and service
(521)

Good quality technical advice
(517)

Consistent service across
geographical areas and
Building Control Surveyors
(499)

Practical solutions (514)
Flexibility (508)

Advice offered proactively to
you (514)

Pre-empting problems (500)

Value for money of the
Building Control service (489)

Willingness to consider
innovation (486)
Part of the project team (479)
Help with value engineering or
cost savings (432)

Overall bases in brackets

m The graph below shows the satisfaction index for Building Control.
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This has been

calculated as a percentage based on the potential maximum score of 150 (15 statements,

with a maximum score of 10 for each)

m Overall the index is 74%, i.e. just under three quarters of the maximum points available

were achieved.

Satisfaction index

All

Developers & Clients
Small local builders
Architects
Contractors
Specialist trades

Housebuilders

74%
76%
75%

75%

74%

74%

73%

100%
Maximum
satisfaction
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Performance gap analysis

m Analysis of the gap between importance and satisfaction ratings out of 10 show the factors
that are most in need of improvement. Although satisfaction levels are generally very high,
this highlights a potential opportunity for increasing satisfaction with the service
consistency and responsiveness in particular, as well as timeliness of advice, ease of
contact and pre-empting of problems.

Green = overperformance, satisfaction is higher than importance rating
Red = underperformance, satisfaction is lower than importance rating

Part of the project team

Professional

Practical solutions

Willingness to consider innovation

Help with value engineering or cost savings
Good quality technical advice

Advice offered proactively to you

Value for money of the Building Control
service

Flexibility

Co-operative and helpful
Pre-empting problems
Ease of contact

Timely advice and service

Responsive when you need them

Consistent service across geographical
areas and Building Control Surveyors
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8.

Views on third party assessment and self-certification

m An alternative to independent checks by Building Control is self-certification. This is
available to some specialist trades such as Window and Door and Roofing Contractors.

m A high percentage of all groups think independent third party checks of compliance are
important, with 93% giving a score of 7 or more out of 10, and an average of 8.7 out of 10
where 10 is very important.

m  When asked which they would prefer for their own company, 80% would rather have third
party assessment than self certification. While the majority of all groups were strongly in
favour of third party assessment, a higher proportion of Specialist Trades would prefer
self-assessment for themselves (27%, see graph later in this section).

m Most of those who prefer self certification for themselves feel it is important that the
industry has independent third parties checking compliance. These feel their standards
are high enough to self-certify, but have concerns about standards across the industry.

m Third party assessment is preferred mainly because it offers a ‘fresh pair of eyes’, and a
checking process. Errors are also considered more likely to be spotted by a third party
and it takes the responsibility and pressure off Designers and Builders. There is also
recognition that Building Control Surveyors have the knowledge and expertise, which is
not available in-house.

m 19% would prefer to self certify mainly because it speeds up projects, saves time, is
easier, gives more control to Designers and Builders, and there is confidence in their
standard of work to self certify.

In your opinion, how important is it to the industry to have independent third parties
checking compliance with Building Regulations?

% giving each score
H1 No importance “2to4 “5to6 H7to9 H10Extremely important

Al (535)141“/05P0 54% _

Developers & Clients (31) 60/1‘ 65% ﬁ
Architects (106) zld%t% 53% _
Housebuilders (107) %OL 54% _
Contractors (98) 2% 62% _

Small Builders (141) s%| 48% _
Specialist Trades (52) %{404) 54% _

Average score out of 10
All (535)
Developers & Clients (31)
Architects (106)

Housebuilders (107)

Contractors (98) 8.8

Small Builders (141)

Specialist Trades (52)

H‘

=

0
No importance Extremely important
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m Those who think it is important to the industry to have independent third party
assessments re-iterated their view in their comments that it is ‘essential’ ‘vital’ and ‘very
important’. It is another ‘pair of eyes’, a checking process to regulate and maintain
standards which is independent and impartial. Some voiced concerns that if self
certification was brought in, the ‘cowboy’ element would increase with corners cut,
standards and safety compromised.

Examples of comments

—

Independent third party checking of compliance is important (Gave score of 7 or
more)

I'm not damning contractors but | don't think they could all be relied upon to comply.
(Other client)

An independent party monitoring the performance of the contractor is important.
(Developer)

We need independent third parties for the good of society. They provide a service
which is deemed necessary to ensure safe and sustainable communities.
(Contractor)

Although | could do a proper job self certifying, not all could and | think customers
like the fact that | have been checked for compliance. (Specialist trade)

If we were to self certify, we would give ourselves an easy time and that is why it is
important that an independent body not open to personal bias checks compliance.
(Architect)

It depends on the size of the job. For my jobs it is a nuisance but for major works it
is essential. (Housebuilder)

It is extremely important as there are too many cowboys out there trying to cut
costs. (Architect)

It is very important to get consistency across the housebuilding construction
industry. It is all down to certain standards that we need to meet. (Housebuilder)
People 'like to know' and have faith. A Building Regulation certificate says it.
However | feel times will change and we will reach a stage where many of the
larger companies will self certify. (Contractor)

There are firms that are just in it to make money and if no third party they would
have a field day. (Specialist Trade)

You get a lot of cowboys out there. (Small Builder)

Otherwise we would get lots of cowboys getting away with whatever they could.
(Specialist Trade)

Value of Building Control, January 2012

Independent third party checking compliance is not important (Gave score of 6 or
less)

It just adds another cost to the overall project. (Architect)

We are a reputable company that doesn't need policing. (Specialist Trade)

It is not important to the project as a whole, only for the safety aspect. (Architect)
There is a whole team of professionals doing this anyway. | do not think it is
necessary to have another layer. (Housebuilder)
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Which of these would you prefer?

i Independent third party assessment | Self certification & No preference / depends

] 0 0% | sow | B B B B
- 80% — — b 7ew [ 79% [ 78w | —
| = = | | | | | 69%
All Developers Architects Housebuilders Contractors Small Builders Specialist
(531) & Clients (106) (106) (97) (140) Trades
(31) (51)

Base 531, question added after the pilot stage

Why do you prefer independent third party assessment? Unprompted

Checking process, fresh pair of eyes, objective,

0,
independent 39%

Building Control Surveyors have knowledge and
expertise, we do not have skills in-house

Picks up any errors, safeguard, not my
responsibility, pressure off us

Open to abuse, some would cut corners,
cowboy builders, don't trust contractors

Customers require it / their peace of mind

Allows more time to do other things / would not
have time to self certify

Would need insurances / indemnity insurance

Other

Base 426 (those who prefer independent third party assessment)
Other includes: building to a standard, be confident of doing it right, consistency, to the same standard, cost, it’s
cheaper, happy with the way it is, do not change it.
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Why would you prefer an independent third party assessment? Unprompted

By sector
All Developers Archi- House- Contr's Small Spec
(426) & Clients tects builders 77) Builders Trades
(28) (94) (83) (109) (35)

Checking process, fresh pair of
eyes, objective, independent 39% 54% 45% 42% 40% 33% 26%

Building Control Surveyors have

knowledge and expertise, we do

not have skills in-house 12% 4% 23% 7% 18% 6% 6%
Picks up any errors, safeguard,

not my responsibility, pressure off

us 12% 4% 12% 11% 10% 14% 17%
Open to abuse, some would cut

corners, cowboy builders 7% 21% 2% 2% 5% 14% 6%
Customers require it / their peace

of mind 5% 0% 3% 7% 1% 10% 3%

Allows more time to do other
things / would not have time to

self certify 5% 0% 4% 6% 8% 5% 3%
Would need insurances /

indemnity insurances 4% 0% 9% 4% 3% 1% 3%
Other 19% 22% 9% 24% 17% 23% 37%

Based on those preferring independent third party assessment

Why would you prefer self certification? Unprompted

Speeds up projects, saves time 27%

Easier, in control 26%
Confident in my standard / contractors' standard

0,
of work, have experience myself 26%

Cost 17%
Allows a more flexible approach

Other 17%

.I‘o‘ll
S

Base 96 (those who prefer self certification)
Other includes: others already doing it and it works, saves getting others involved, trying to explain what you have
done can be conflicting, consistency, cuts down on the red tape

Why would you prefer self certification? Unprompted
By respondent type

All Developers Archi- House- Contr's Small Spec
(96) & Clients  tects builders (29) Builders Trades
@ (11) (22) (29) (14)
Speeds up projects, saves time 27% 0% 9% 37% 32% 21% 36%
Easier, in control 26% 0% 18% 32% 27% 21% 36%
Confident in my standard /
contractors’ standard of work,
have experience myself 26% 100% 36% 26% 18% 34% 7%
Cost 17% 0% 18% 5% 18% 24% 14%
Allows a more flexible approach 7% 0% 0% 21% 14% 0% 0%
Other 17% 0% 36% 11% 9% 17% 29%

Based on those preferring self-certification
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Prefer self certification but think it is important to the industry to have independent
third parties checking compliance (i.e. score of 7 or more out of 10)

m You need collaborative or third party lines to stick too, depends who comes up with
the rules. (Other client)

m It just adds another cost to the overall project. (Architect)

m Important for the industry as a whole, my (own) standards are high enough to meet
the required building control standards. (Small Builder)

m Despite what | said earlier about self certification | do feel that it is essential that
generally there has to be independent certification. (Housebuilder)

m | think with regard to my last comment regarding self certification one may not do
some things if they aren't statutory and from that point of view | feel it is important for
someone to check to ensure it is done properly. (Housebuilder)

m Not everyone is as thorough as us, sometimes we work on areas where we do not
have the expertise and still need the compliance of a third party. (Small Builder)

—
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m Concerns which the industry would have if there were no third party independent
assessments are a lack of compliance, an increase in rogue Builders, lower build quality
through the cutting of corners and safety issues.

What issues can you foresee if there were no third party independent assessment of
compliance, private or public and the industry could self certify? Unprompted

All

Non compliance /increase in rogue builders /

0,
abuse of regulations 35%

Lower build quality / slip in standards / poor

0,
workmanship 29%

Corners cut / rules bent to cut costs
Safety issues

Chaos / wouldn't work / no control

Increase in litigation /insurance premiums /
liability issues

Lack of consistency in interpretation and
quality

There must be a third party
Pressure by client to cut corners / corruption
None /it would be fine

Other

Base 541

Other includes: disputes/ mistakes / problems, no assurances or protection for homebuyers, lack of trust from Clients
and homebuyers, knowledge in profession is insufficient to self certify, increased costs in the end, would need a lot of
training

What issues can you foresee if there were no third party independent assessment of compliance,
private or public and the industry could self certify?
Unprompted, by sector

All Developers Archi- House- Contr's Small Spec
(541) & Clients tects  builders (99) Builders Trades
(31) (108) (108) (142) (53)
Non compliance / increase in rogue
builders / abuse of regulations 35% 16% 23% 26% 38% 47% 57%
Lower build quality / slip in standards
/ poor workmanship 29% 29% 23% 35% 29% 35% 30%
Corners cut / rules bent to cut costs 17% 13% 12% 26% 25% 15% 9%
Safety issues 7% 3% 7% 6% 10% 8% 8%
Chaos / wouldn't work / no control 7% 3% 7% 5% 6% 8% 15%
Increase in litigation / insurance
premiums / liability issues 5% 0% 11% 6% 5% 2% 2%
Lack of consistency in interpretation
and quality 5% 16% 8% 7% 7% 1% 4%
There must be a third party 5% 13% 9% 3% 3% 5% 4%
Pressure by client to cut corners /
corruption 3% 0% 12% 3% 0% 1% 0%
None / it would be fine 4% 0% 7% 6% 1% 2% 6%
Other 14% 12% 17% 18% 15% 13%
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9. Suggestions for improvement

m 80% made suggestions for improving the Building Control process. The main suggestions
were improving the consistency of the Building Control Surveyors’ interpretation of Building
Regulations and speeding up the response time and the process.

Leaving aside Building Regulations, if the process of Building Control could improve
one thing what do you think that should be? Unprompted

Nothing

Consistency in interpretation / deal with one
inspector only

Better response times / speed up process

More flexibility

Be more proactive / provide solutions / give
informal advice

Better contact and communication

Simplification / unambiguous regulations

Quality control /improve standards / get rid of
cowboys

More advice early on / dialogue with designers /
more liaison

Fees / more flexible fee structure

Other

Base 541

20%

15%

13%

19%

Other includes: inspectors must be experienced, inexperienced inspectors must be accompanied, make more use of
technology - we should be able to email photos of work, less bureaucracy, more frequent visits.
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m Suggestions were largely consistent across sectors. More Small Builders than other
groups would like the process to be faster.

Leaving aside Building Regulations, if the process of Building Control
could improve one thing what do you think that should be?
Unprompted, by sector

All Developers  Archi- House- Contr’s Small Spec
(527) & Clients tects builders (99) Builders  Trades
(31) (108) (108) (142) (53)
Nothing 20% 10% 22% 21% 23% 17% 25%
Consistency in interpretation / deal 13%
with one inspector only 15% 17% 16% 11% 17% 9%
Response times / speed up process 13% 17% 9% 15% 9% 20% 8%
Flexibility in compliance / common 6%
sense 6% 5% 5% 5% 8% 11%
Be more proactive / provide 10%
solutions / give informal advice 7% 6% 3% 9% 6% 11%
Better contact and communication 6% 6% 5% 6% 4% 11% 4%
Simplification / unambiguous 6%
regulations 6% 8% 12% 4% 1% 2%
Quiality control / improve standards 0%
/ get rid of cowboys 5% 3% 2% 3% 8% 11%
More advice early on / dialogue 0%
with designers / more liaison 4% 6% 0% 12% 1% 0%
Fees / more flexible fee structure 4% 0% 2% 4% 2% 4% 9%
Other 19% 32% 21% 22% 21% 15% 23%

At the end of the interview respondents were given the opportunity to add any final comments
about Building Control. These are included in the Appendix.
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Appendix: further comments about Building Control

Is there anything else you would like to add about Building Control?
Example respondents’ comments

Developers and Clients:

m Like a lot of things it is about building up a relationship.

m They need to be more expert in fire safety.

m | would probably say in terms of Building Control, more self promotion of what they can
offer in the way of services to Developers.

m They don't have the commercial awareness that we have. Dogged and entrenched in their
views of the regulations, not receptive to new ideas, won't engage in any dialogue.

m Retrofitting sustainability is one of the most important aspects, it is not given enough
priority and that could be helped by a more flexible approach from Building Control. And
education, as with all professions it is getting wider and wider and you need to have
experts in all fields if they are going to provide a full level of service. Consistency should
be more important. It is very important to have a set of regulations that are easily
understood and pragmatic, that adds value for the whole of the built environment.

m [t is an incredibly important function, but we are hampered by Building Regulations which
are weak in England and Wales. They should be brought in line with Scotland and
Northern Ireland to apply retrospectively regarding extensions to existing buildings.

m We need early engagement with Building Control, to get them engaged, to understand in
good time what we need. Building Control is technically very complex these days
regarding energy criteria and thermal performance. Our Design Consultants have to take
this on board and communicate it to them.

m It helps us meet minimum standards but we normally try to exceed them in any case.

Architects:

m A highly valued statutory process which is there to provide consistency and compliance
across all projects, i.e. policing of standards and regulations.

m We have always had a decent service, getting to know them makes the job easier and
leads to mutual respect, confrontation gets you nowhere.

m Generally | think they do a very good job. There was a period, 10-15 years ago, where the
expertise of the Building Control officer dipped a lot, but that has improved of late and it is
better now.

m | have seen improvements in our provider, better response times, better access to them,
being more involved in a project.

m It gives absolute control, and of course provides all the paper work to prove that full
compliance has taken place.

m ltis really important to have better contact with the Building Control Officers.

m They are just too picky. Clients often get impatient because of slow and formulaic
compliance

m Keep the planners out of it; leave it to the Building Control specialists, the planners make
everyone’s lives difficult.

m No, the service we get is fantastic.

m They need to be part of our team. Normally they are but sometimes it doesn't seem that
way.

m On the whole it is a positive experience and you always seem to learn something during
the process, which is good training.

m They do a good job. It is important that | am doing it right and they check it. | strongly
believe in the Building Regulations, they have gone too far but the general idea is spot on.

m Useful and very good over the years, can't fault them generally although we have had
some bust ups at times.

Contractors:

m Every job is so different; it is only as good as the individual we are working with.

m | am supportive of recent changes especially on energy saving etc. In fact | think they
should push harder on this.

m | find | have good support from the Building Control people.

In my experience locally they are doing an excellent job.

m [t is very important that there is good communication between the surveyor and the project
teams. It can vary.
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It's good that we have it and think it’s a necessary pain for a great good.

It is a consistent service across all officers and boroughs and it is speedier.

Generally they keep us informed; we have a good ongoing relationship with them.

Problem is with the builders not Building Control. Lack of professionalism is the main
problem.

Raise professional standards when appropriate to reach an overall higher professional
standard for all the inspectors.

Relationship building for me is very important.

Some of the Building Control Surveyors are good, some are bad.

They offer a good service to reputable builders.

Housebuilders:

I do not think the cost is justified, but we can't go anywhere else. | know the Government
are introducing a Green deal competent scheme and hopefully this is the start.

I want them to emphasise the upcoming changes in building methods. i.e. requirements of
building sustainable properties will require less complicated bureaucracy. More flexibility
required.

Just that it is an understandable necessity.

Building Control regulations and inspectors are absolutely essential; it would be a disaster
to lose them.

| am waiting for an inspector to arrive now and he is not here!!

| am quite happy with the status quo, do not change anything.

| think if anything the communication and timescales are the main thing, dealing with and
processing the information on time. It is very important they stick to the charter of 5 weeks
and that is turned round efficiently and effectively.

Only that if Planners could be like Building Control people life would be easier.

They are very professional and | hope we continue to have as good a relationship with
them as we have now.

Small Builders:

A bad one can be a pain in the butt, should be able to get a second opinion. Some can be
fresh off the press wanting to get a hame for himself. An ex-tradesman used to make an
excellent Building Control Surveyor, these days they need an NVQ.

A mobile number would be nice to have for the surveyor.

Building Control could gain something with a get together with builders once or twice a
year to talk about new regulations or anything else new.

The increase in time taken to get planning permission and approval, used to be 8 weeks,
extending now into 13 weeks in my area. This costs me money.

| can't speak too highly of them!

| find them very good and helpful to work with. They are also very knowledgeable as they
have worked in the industry.

| have never had any problems with them. They come out when they say they will and do
whatever needs to be done.

Inconsistencies in the interpretation which need to be ironed out.

It is pretty good, a good service but they need less red tape.

It would be nice if everyone is consistent, so you know what is accepted. The notification
of the changes, keeping builders more informed of the changes.

Most of them have a tough job but they work very well.

It needs to keep going as it is. Do not bring in self regulation.

The Building Control Surveyors have a very large area to cover, you have to go through a
secretary to reach them, you can't always talk to them when you want and you don't
always get the same inspector.

We have come across some nice people, you do get some awkward people as well but
that happens in life.

On a small job, the customer has to pay £300 which | think is extortion. | think the
minimum fee should be revised and every job charged individually depending on the size.
On the whole they are good. They should find a uniform procedure for Building Control, so
the regulations are interpreted uniformly. All of them don't go by a standard process, it is
not uniform across the country and it should be.

Sometimes | feel the younger staff could do with more training.
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Tell us before we start work and not let us start on the approval of the plans but then stop
us building when the inspector comes on site.

They (Building Control surveyors) need more training, so they fully understand, without a
doubt. At one time anything | didn't know, | would ask them, now they say to me that |
should look it up. They should bring knowledge with them, in notebooks if necessary,
especially with Part L, for heating, ventilating and plumbing, it is all getting more
complicated.

They are the good guys, very helpful.

They are very flexible with visits; you can have them when you want.

Specialist Trades:

I get on well with a lot of the inspectors but with some think they are all powerful and they
start telling you what to do which is a nuisance.

| see it as following rules rather than being beneficial to me.

Just to re-iterate that it would be appalling to consider self-certification, it is open to abuse.
They have to work more closely with people working on projects. Be open to alternative
ideas.

They generally do a good job and can be very helpful, 90% of them. But 10% of them can
make the job that much harder than it should be or needs to be.

They will not always consider innovation, which is a shame.

We know all the regulations inside and out but a lot of companies don't, so they need
building control to ensure compliance.
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