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5. Introduction to Trading Standards Services and the Service Plan 
 
 The provision of a Trading Standards service is a duty placed on the Local 

Authority by statute.  This includes the requirement to enforce specific Acts of 
Parliament and secondary legislation.  The purpose of the Trading Standards 
service is to ensure that trade within the city is fair; that businesses comply 
with consumer protection legislation and that consumers are protected from 
unfair trading practices. 

 
 The work of the service affects people at all levels.  Historically, individuals 

have been assisted in resolving civil consumer protection issues and are 
protected from unscrupulous traders through targeted enforcement action 
through intelligence led work.  At a local level we, for example, remove unsafe 
products and counterfeit goods from the market place and tackle rogue 
traders etc.  Regionally and nationally, we work with other local authorities 
and partners organisations such as the Police, HMRC, NHS and the Border 
Agency to pursue criminals and take enforcement action to protect consumers 
and legitimate businesses.  Our activities even impact on an international 
level, where the enforcement action we take in Birmingham prevents people 
being exploited through, for example, unscrupulous package tour operators or 
organised serious crime such as counterfeiting. 

 
Trading Standards work is intelligence led, either through complaints from the 
public, regional/national trading standards intelligence or information from 
partner agencies such as the police.  This approach is consistent with all 
enforcement bodies in that resources are targeted at high risk service areas 
and are outcome focussed.  Often major investigations can involve a whole 
team and this involvement is over weeks as opposed to one day.  Some 
investigations can last more than a year from discovery to submission of 
prosecution proceedings.  Although an investigation may be focussed at a 
particular location e.g. an importer’s warehouse in Tyseley, the impact of 
unsafe products distributed from this location could be anywhere in 
Birmingham if not nationally or even internationally.   

 
As an enforcing authority it is necessary for us to produce and publish our 
enforcement policy.  This ensures that we apply consistent standards to our 
decision making process when we consider taking enforcement action. It also 
ensures consistency on a geographical basis across the city.   

 
We have a commitment to deliver excellent, high quality integrated services 
that are focussed on outcomes.  We seek to ensure that no sectors of the 
community are disproportionally disadvantaged by unacceptable activities of 
traders.  With this in mind we use intelligence with our colleagues in 
Birmingham City Council and our partners to implement work programmes to 
tackle corporate and local priorities. 
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Factors that will influence the nature and scale of service delivery in 
2016/2017 are: 

 

 The Trading Standards Service delivered savings of £242,000 in 
2015/2016 to meet the recommendations of the service reviews in 
2014 and 2015.  This was achieved through the loss of 7 posts.  As a 
consequence the service will be reorganised from a two-team structure 
into one team and it will work to a clear list of priorities to focus on 
areas of greatest need.    

 The maximisation of our use of intelligence to tackle the highest risk 
areas and hence maximise efficiency and value for money. 

 Priorities that have been set by the Future Council programme, which, 
for Trading Standards are the creation of a consultancy service which 
will operate on a commercial basis to deliver advice to businesses and 
the exploration of creating a West Midlands Combined Authority 
Trading Standards service.  

 Our continued alignment with Central England Trading Standards 
Authorities (CenTSA) and National Trading Standards (NTS) with a 
view to maximising any potential opportunities in receiving funding to 
deliver new regional or national work. 

 
5.1 The work of the Section originates in one of five ways: 
 

 Statutory, regulatory work to enforce a range of consumer protection 
legislation.  This is primarily achieved through intelligence-led 
inspection of business premises and the investigation of requests for 
assistance e.g. enforcement of age restricted products, weights and 
measures, product safety and fair trading legislation. 

 Supporting businesses by ensuring compliance with relevant legislation 
and tackling unfair competition.   

 Analysis of notifications and referrals from the Citizens Advice 
Consumer service to identify businesses that may be causing 
consumer detriment and trends. 

 The use of intelligence to prioritise and inform proactive investigations 
by implementation of a tasking process. 

 Acting as a responsible authority under the Licensing Act 2003 and as 
such making appropriate representations in response to licensing 
applications.  In addition we instigate licence reviews where breaches 
of the licensing objectives have been identified. 

 
5.2 The core elements of the service are: 
 

 To support all consumers through the investigation of criminal 
Requests for Assistance (RFAs). 

 To support vulnerable consumers in civil advice requests for assistance 
(RFAs).  Typical complaints are sale of unsatisfactory or misdescribed 
goods/services, lack of cancellation rights, non-delivery of goods/ 
services and rogue trader incidents.  
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 To carry out intelligence led inspections to ensure compliance with 
consumer protection legislation.   

 Enforcing anti-counterfeiting legislation; with priority given to infringing, 
unsafe goods. 

 To reduce doorstep crime. 

 To support legitimate businesses through tackling illegal business 
practices. 

 To reduce the supply of age restricted products to young people. 

 To ensure goods placed on the market are safe. 

 To collaborate with a trader approval scheme 
(Noroguetradershere.com). 

 To support the City Council’s strategic ambitions; social cohesion; and 
enjoy a high quality of life.  We do this through the 4 themes of: 
succeed economically; stay safe; be healthy; and make a contribution.  

 
Trading Standards statutory responsibilities: 
There are 250 different pieces of legislation that places a statutory duty on the 
Council. Trading Standards Officers are authorised to enforce that legislation 
which primarily covers: 

 

 Unsafe goods - TS ensure that consumer products are safe and comply with 

the requirements of the Consumer Protection Act 1987, and the General 

Product Safety Regulations 2005. 

 Fair trading - the aim is to ensure truthfulness in trade to prevent consumers 

being misled during contractual negotiations for goods and services.  This is 

done by ensuring compliance with the Consumer Rights Act 2015 and the 

Consumer Protection from Unfair Trading Regulations 2008. Investigations can 

lead to the discovery of serious fraud issues. 

 Counterfeit goods - Counterfeit consumer goods are by definition goods 

infringing the rights of a trade mark holder by displaying a trade mark which is 

either identical to a protected trade mark or by using an identification mark.  

This criminal activity is often on a national scale and considered as a serious 

organized crime.  By enforcing relevant legislation Trading Standards are 

ensuring that legitimate businesses that provide employment and economic 

benefits are being protected.  Consumers are protected from poor quality, fake 

and potentially dangerous goods. 

 Underage sales - trading standards enforce legislation related to the sale of 

age restricted products such as alcohol, tobacco products, knives, fireworks 

and DVDs to underage consumers.   

 Pricing of goods and services - trading standards law requires that the price 

of goods should be made known to consumers in a clear and legible manner.  

We investigate both proactively and reactively any false and misleading price 

indications. 

 Weights and measures - trading standards services are required to ensure 

that all relevant goods are correctly weighed and measured in accordance with 

the Weights and Measures Act 1985.  This is done by checking the accuracy of 
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weighing/measuring equipment; checking goods in stock are of the correct 

weight; and investigating complaints of short measure. 

 Alcohol control - duties as a responsible authority under the Licensing Act 

2003.  In addition we work to control the supply of illicit alcohol.  

 
Further to the above, there is a duty placed on the Authority for a number of 
harmonised EU directives: 
 
Directive 2005/29/EC on unfair commercial practices places a direct duty on 
enforcing authorities to protect certain population groups due to their vulnerability or 
credulity. 
 
The Care Act 2104 places significant duties upon local authorities and the role of the 
trading standards service must be considered in in the context of supporting the 
vulnerable citizens of Birmingham. 
 
5.3 Localisation  
 

We support the provision of services that deliver neighbourhood, city, and city 
region/national priorities.  We will continue to work with neighbourhoods to 
identify their priorities so that we can bring about consumer protection 
improvements to their local areas by proactive joint working with businesses, 
communities and other agencies.  Officers engage through various local 
forums including neighbourhood/community groups, Business Improvement 
Districts, Ward and District Committee meetings to ensure effective 
engagement with residents, local traders and Members.   

 
We continue to participate in the Central England Trading Standards 
Authorities group to access additional project funding from the NTS, 
intelligence advice and work in partnership to tackle regional issues. 

 
We use intelligence to identify specific traders within Birmingham whose 
criminality may be having a detrimental effect on consumers not only locally 
but on a regional and national scale. 

 
5.4 Budget Pressures and Significant Changes in Service Delivery 
 

In 2014/2015 a two-stage reduction to the Trading Standards budget was 
identified through the service review process.  The budget was reduced by 
£120,000 in 2014/2015 and £122,000 in 2015/2016.  To deliver these saving 
a restructure has been started that will result in reduced staffing levels from 1st 
April 2016 by seven posts.  
 
Despite the reduction to its budget, Trading Standards will continue to use 
intelligence to tackle the highest risk areas and hence maximise efficiency 
and value for money.  We have implemented a scoring matrix to review 
incoming requests for assistance.  Priority will be given to vulnerable 
consumers.  We will also continue to align ourselves with the Central England 
Trading Standards Authorities and National Trading Standards (NTS) to 
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maximise any potential opportunities in receiving funding to deliver new 
regional or national work. 

 
The Future Council Programme in 2015 identified two cases for change that 
will directly affect the Trading Standards service; namely a need to develop a 
consultancy service to offer paid-for advice to businesses and to consider 
whether Trading Standards can be delivered as a county-wide service through 
the West Midlands Combined Authority.  The consultancy service will be 
offered in 2016 and will be a way in which the service can generate income 
(dependent on demand).  The proposals around the West Midlands Combined 
Authority would not be expected to come to fruition until at least 2018/2019. 

 
5.5 Planned Changes to Service Delivery 
 

During 2016/2017 the following changes to service delivery will be 
implemented to ensure maximum efficiency and effectiveness within budget 
constraints. 

 

 We will offer regulatory advice to businesses on a commercial basis. 
We will no longer offer free business advice. 

 We will offer our expertise in investigating offences under the Proceeds 
of Crime Act to other local authorities and agencies on a paid-for 
commercial basis. 

 We will strengthen our relationship with Noroguetradershere.com to 
maximise the commercial benefits that can be obtained from it. 

 We will sell our forensic telephone investigation skills to other local 
authorities. 

 We will support the goal of the Council’s Waste Management service to 
reduce the amount of waste that is incinerated by encouraging 
businesses to reduce unnecessary packaging using our powers under 
the Packaging (Essential Requirements) Regulations 2015   

 
5.6 Key Performance Indicators 
 

These include the: 
 

Place Directorate Performance Indicators: 
Percentage of confident consumers in the City  Target 80% 

 
Local Indicators: 
Percentage of RFAs responded to within 
5 day target       Target 100% 

 
Customer and business satisfaction with the 
overall quality of our services    Target 80% 

 
5.7 National Returns 
 

Trading Standards is required to make a number of statutory/ national returns 
and plans including: 
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 Chartered Institute of Public Finance Association - annual trading 
standards return.  

 National Measurement Office – annual return under section 70 of The 
Weights and Measures Act 1985 of verification work completed and 
charged for in the last financial year. 

 Animal Feed Registration and Inspection – returns to the Food 
Standards Agency 

 
5.8 Organisational Assessment 
 
 This section details the service’s current performance.   
 

 The table below details the service’s key performance indicators with results 
against these indicators over previous years and some indicators of the 
quantity of work undertaken. 

 
5.9 Key Performance Indicators 
 

Type of Indicator Indicator Performance  

Place Directorate Plan 
Indicators 

Percentage of confident 
consumers in the City.  The 
measure was recalibrated in 
2011/2012 and again in 
2014/2015 as budget 
reductions impacted the breath 
of services delivered.  The 
target is now 80% and will be 
used as the baseline for future 
years. 

2015-2016* 84.3% 

2014-2015 83.8% 

2013-2014 90.3% 

2012-2013 90.0% 

2011-2012 86.0% 

Regulation and 
Enforcement’ Local 
Indicators – response 
times to customer 
requests 

We will respond to Requests 
for Assistance within 5 working 
days 

2015-2016* 89% 

2014-2015 86% 

2013-2014 96% 

2012-2013 97% 

2011-2012 99% 

Regulation and 
Enforcement Local 
Indicators – customer 
satisfaction 

Customer satisfaction with 
reactive services 

2015-2016* 60.1% 

2014-2015 72.4% 

2013-2014 93% 

2012-2013 83% 

2011-2012 82% 
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 We will receive more 

compliments than justified 
complaints ratio of 
compliments to complaints) 

2015-2016* 2:1 

2014-2015 22:1 

2013-2014 30:1 

2012-2013 35:0 

2011-2012 51:0 

Trading Standards 
Local Indicators – 
speed of dealing with 
customer requests 

We will deal with 75% Criminal 
Requests for Assistance within 
60 days 
 

2015-2016* 91.2% 

2014-2015 93.5% 

2013-2014 88.3% 

2012-2013 82.9% 

2011-2012 85.2% 

* 1/4/15 – 29/02/16 
 
5.10 Quantity of work 
 
Year Number of 

Requests 
for Advice 

Number of 
Requests for 
Assistance 

Number of 
Prosecutions 
submitted 

Number of 
Cautions 
submitted 

Number of 
inspections 
undertaken 

2015 -2016* Service no 
longer 
provided 

4,220 12 6 482 

2014-2015  Service no 
longer 
provided 

5,079 25 13 1,017 

2013-2014 Service no 
longer 
provided 

5670 36 24 1,398 

2012-2013 Service no 
longer 
provided 

4486 42 28 1,770 

2011-2012 11,326 5742 26 16 947 

2010-2011 14,053 6230 17 13 709 

2009-2010 19,831 6,933 54 (of which 41 
were Road 
Traffic Act 
offences) 

36 (of which 
9 were Road 
Traffic Act 
offences) 

1,391 

2008-2009 21,888 7,769 53 (including 
Road Traffic 
Act offences) 

32 (including 
Road Traffic 
Act offences) 

1,257 

* 1/4/15 – 17/02/16 



 

Appendix 5 Trading Standards Service Plan 2016/2017  
 

110 

 
5.11 Customer Research 
 
 Trading Standards undertake a variety of customer consultations in order to 

gather information on the needs and expectations of our customers and 
potential customers.  Our customers are members of the public who live or 
shop in Birmingham and businesses that trade in Birmingham.  Regular 
customer satisfaction questionnaires encourage customers to make 
suggestions for service improvements.  The corporate Your Views procedure 
provides further information on customer needs and expectations. National 
Consumer Week provides opportunities to engage with the public and to seek 
their views.  Other opportunities are taken as they arise to establish non–
customers’ knowledge of consumer issues.  We utilise this consultation to 
ensure we comply with the local authority’s requirements of the Duty to 
Inform, Consult and Involve.  Our retention of the Customer Service 
Excellence Standard demonstrates that we are identifying our customers 
together with their needs from our services. 

 
 Recent examples of consultation and customer feedback have included: 
 

 Consumer Confidence 
We have conducted surveys amongst the public throughout the year to 
measure levels of consumer confidence as a way of measuring our own 
success in achieving the government’s ideal of citizens being ‘informed, 
confident consumers’.  To the end of February 2016 84.3% of people 
surveyed said that they felt confident buying goods and services in 
Birmingham.  In 2014/2015 the target was reduced to 80% from the previous 
90% when trading standards stopped offering civil advice and assistance to all 
but the most vulnerable consumers, which was anticipated to have a negative 
consequence for this performance measure. 

 
5.12 Needs Of Stakeholders  
 
 Central to the development of this Service Plan is the acceptance that Trading 

Standards serves not only its direct customers but also a wide range of other 
stakeholders – these include the City Council’s elected members, partner 
organisations and government.  The City Council’s plans, policies, priorities 
and strategic outcomes provide us with the information from research that is 
essential to planning our services.  The City’s strategic outcomes have formed 
the basis of this service plan and as such it supports the outcomes of 
Birmingham’s Community Strategy ‘Birmingham 2026’.  

 
 This plan supports the Future Council objectives and delivers the Council’s 

strategic outcomes.  In relation to Government, both national and European, 
we play an active part in responding to consultations that might affect 
consumers or businesses in Birmingham.  We also lobby Government over 
issues that are of concern to our stakeholders.   

 
 Birmingham Trading Standards has continued with the close working 

relationship with the Association of British Hajj which represent the interests of 
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Muslim pilgrims who undertake the Hajj to Saudi Arabia.  Following on from 
the successful national Hajj project that we led in 2014/2015 we have 
produced a toolkit to support other Local Authorities in tackling Hajj 
complaints in their regions.  

 
5.13 Likely Future Developments 
 
 Trading Standards is involved locally and nationally within professional bodies 

and governmental groups looking at potential future developments.  We have 
systems to ensure that we are aware of likely future developments that may 
impact on our services.  Key developments facing Trading Standards in the 
coming year are:  

 

 National Trading Standards continues to develop its control strategy 
which is then used to allocate both short term and permanent funding 
to individual local authorities to provide national responses to specific 
consumer threats e.g. Hajj, e-crime, mass marketing etc. 

 The Consumer Rights Act 2015 is now in place and will continue to 
impact on the process of making unannounced visits and potentially 
will create a technical defence in any enforcement action.  As most 
local authority trading standards budgets reduce it is becoming 
apparent that other local authorities are seeking to refer complaints to 
the authority where the business is based as opposed to taking action 
themselves. 

 In 2016/2017 we will work with colleagues in Environmental Health and 
Licensing to create a commercial model for business support to 
underwrite the cost of delivering this part of our service which is non-
statutory.  We will no longer offer free advice to businesses.   

 The creation of the West Midlands Combined Authority from 1st April 
2016 has raised the opportunity for Trading Standards to be delivered 
as a county-wide service.  This proposal has featured in Birmingham’s 
Future Council debate and has been agreed as a project for further 
consideration.  In 2016/2017 officers will speak to the six West 
Midlands Metropolitan District Council’s to establish how much interest 
and support there is for such a proposal.  

 
5.14 Potential For Services To Be Provided By Outside Organisations 
 
 The Local Government Association trading standards review summary report 

published in January 2016 stated that over the course of 2010-2015 funding 
from central government was cut by 40% and cuts to trading standards 
services around the country reflect this to a greater or lesser degree.  It 
predicts further significant reductions to grant funding between 2015-2020. 
One of the key messages from the review said that there was still a strong 
commitment to trading standards remaining fully integrated within local 
government and it argued against recent proposals from the Chartered 
Trading Standards Institute that trading standards should be delivered by 
strategic authorities.  Without exception, trading standards was seen as a 
valuable service able to support local priorities, communities and businesses. 
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Local Authority trading standards are the only bodies able to enforce legal 
requirements of criminal consumer protection legislation, apart from some 
areas relating to the testing and the verification of accuracy of weighing and 
measuring equipment which can, in certain circumstances, be undertaken by 
non-Trading Standards organisations.  Much of this work relating to weights 
and measures is now being delivered by other organisations and indications 
imply that this move to other providers will continue in the future.  

 
 On 1st April 2014 Birmingham stopped the provision of consumer advice to all 

but the most vulnerable consumers as part of the Council’s savings proposals. 
The Citizens Advice national helpline now offers consumer advice nationally.  

 
 A small number of companies employ former Trading Standards staff to act as 

consultants to private industry and offer analytical laboratory services to test 
foodstuffs and consumer goods.  Although these companies have no statutory 
basis, they possess the technical knowledge to compete with enforcers if the 
Government was minded to take enforcement out of local authority control.  
However, such consultants normally work on a task and finish basis and 
hence the services provided will not benefit from a holistic approach working 
in partnership with other internal services or third party agencies to promote 
sustainable improvements.   

 
There are examples of Local Authority services being out-sourced; examples 
included London Borough of Barnet and North Tyneside Council Regulatory 
Service, both of which are run under contract agreements with Capita-
Symonds.  
 
An alternative to outsourcing could be the development of a Public Sector 
Mutual.  These are organisations that have left the public sector, but continue 
to deliver public services.  Employee control usually plays a significant role in 
their operation. 

 
5.15 Service Delivery 
 
 Trading Standards contributes to each of the City Council’s Strategic 

Outcomes.  It is our declared strategy to ensure that all of the work that we 
undertake and all the services that we provide clearly support these.  The 
services to be delivered as detailed in this Service Plan have been decided 
upon based on the evaluation of the issues raised in sections 4 to 6.  The 
services that will be delivered are contained in Appendix 5A to this Service 
Plan.  The Appendix details the services that we will deliver and for each 
indicates the strategic outcomes that it supports. 

 
5.16 Financial And Resource Planning And Management 
 
 Financial – Revenue and Capital 
 

Revenue budget for 2016/2017 is shown below (in 000’s), with figures for 
previous years included for comparison.    
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 Gross 
Expenditure 
£000 

Gross Income 
£000 

Net Expenditure 
£000 

2016/2017 1,748  (182) 1,566  

2015/2016 1,765  (172) 1,593  

2014/2015 2,104  (173) 1,931  

2013/2014 2,176  (172) 2,004  

2012/2013 2,829 (152) 2,677 

2011/2012 3,004 (63) 2,941 

2010/2011 3,515 (189) 3,326 

2009/2010 3,932 (172) 3,760 

2008/2009 3,845 (77) 3,768 

 
Budgets will be aligned to the identified priorities based on the staff and teams 
delivering the priorities.  Where necessary staff and budgets may be 
redirected to ensure delivery of priorities. 

 
People Resources  

 
 As a result of the service review proposals, the Trading Standards service will 

reduce the number of staff to a head of service, two Operations Managers, six 
Trading Standards Officers, two Accredited Financial Investigators and eleven 
Enforcement Officers.  It supports a further 6.8 administrative support staff. 
The structure of the service is illustrated in the Structure Chart at Appendix 
5B.  There are additional staff in the Government funded: Illegal Money 
lending team, which delivers a national service for England; and the regional 
Scambuster team.  

 
The sectional training plan and consideration of competencies through the My 
Appraisal process will be used to ensure that people are trained and able to 
deliver the services that they are allocated.  The resources required to deliver 
this Service Plan have been taken into account in its creation.  Continued 
accreditation to the ‘Investors in People’ standard will ensure confidence in 
our ability to deliver the plan and address matters of competency amongst our 
workforce.  All enforcement staff have been trained in Advanced Investigatory 
Practices and have access to the Trading Standards Institute e-learning on-
line training system to ensure core competencies are maintained.     

 
 I.T. Resources 
 

All Requests for Advice and Assistance (RFA’s) are now recorded on an SAP 
system called M3.  It provides us with intelligence to identify individual 
problem traders or trends in consumer complaints.  Certain officers have been 
nominated as super users and additionally an officer attends a regulation and 
enforcement user group who are identifying any developments to the system 
that are needed to deliver service improvements.   

 
Electronic communications are provided through the Outlook email system.  
There are various bespoke IT systems for particular service areas, including 
processing of court cases and the authorisation of and tracking of applications 
under the Regulation of Investigatory Powers Act.   
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The Trading Standards Service also utilises a national intelligence database 
called IDB.  All officers are trained as Base Users with others trained as Super 
Users who can sanitise intelligence logs.  This enables the service to input 
intelligence relating to criminality and also interrogate the system for 
intelligence provided by colleagues nationwide.  In addition to this there are 
dedicated standalone computers to enable efficient e-crime investigations; 
this includes the test purchase of goods being sold on-line. 

 
 Partners 
 

The Trading Standards service acknowledges that maintaining and 
developing its services can be achieved more efficiently through selected 
partnership working.  We work closely with neighbouring Local Authority 
Trading Standards services who are members of the regional group called 
CenTSA (Central England Trading Standards Authorities).  Trading Standards 
enters into partnerships when we have assessed, using a decision matrix, the 
desirability of the working in terms of increased efficiency, synergy and 
commonality of priorities.  This table details the partnership working that we 
currently undertake. 

 
Activity Description Partners 

Consumer Advice 1st tier advice provided by the 
National Citizens Advice 
Consumer helpline 

Citizens Advice Bureau 
Citizens Advice Consumer 
Service  

Underage Sales of 
Alcohol 

Control under-age purchasing 
of alcohol 

West Midlands Police 
Licensing Authority 
Local businesses 
Community safety 
partnership  
Community Alcohol 
Partnerships 
Public Health 

Underage Sales of 
Fireworks 

Control under-age purchasing 
of fireworks 

West Midlands Police 
West Midlands Fire Service 

Joint Licensing 
Taskforce 

Targeted inspection of licensed 
premises to ensure compliance 
with licensing conditions 
especially underage alcohol 
sales 

Licensing authority 
Environmental Health 
Planning 
Fire Service 
West Midlands Police 

Door Step Crime Protecting the elderly and 
vulnerable from distraction 
burglary, rogue property 
repairers and cold call hard 
sales 

West Midlands Police 
Operation Liberal 
Operation Pursue 
Victim Support 
Age Concern 
Neighbourhood Watch 
Community Safety 
Partnership 
CEnTSA 
Intelligence Hub 
Adult Services 
(safeguarding) 
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Activity Description Partners 

Building and property 
repairs 

Identifying rogue builders and 
promoting good service 

Building Consultancy  
BCC Private Tenancy Team 
Building trade associations 
Planning enforcement 

'E-commerce'  Combating fraud on the 
Internet. 

Co-ordinating Group for 
Central England Trading 
Standards Authorities 
(CenTSA) 
E-Crime unit 

Intellectual Property 
Including the Real 
Deal partnership with 
Markets 

Combating Counterfeiting  West Midlands Police 
BCC markets 
Trade Mark Holders 
Scambusters (CenTSA) 
CenTSA Intelligence Unit 
HM Revenue & Customs 
Anti-counterfeiting group 
Intellectual Property Office 

Tobacco Control Control under-age purchasing 
of tobacco products and ensure 
display of statutory warning 
notices.  
Investigate allegations of illicit 
tobacco being supplied in the 
City. 
to ensure compliance with 
tobacco labelling and 
advertising regulations 

Birmingham Tobacco 
Control Alliance 
HM Revenue & Customs 
CEnTSA 
Environmental Health 
Public Health 
Shisha working group 
West Midlands Police 
West Midlands Fire Service 
 

Responsible authority 
under the Licensing 
Act 2003 
 
Police Reform and 
Social responsibility 
Act 2011 

Being able to exercise greater 
influence over the decision to 
grant licenses with a view in 
particular for the protection of 
children from harm 

Licensing Authority 
West Midlands Police 
Safe Guarding Children 
Board 

Advice to Businesses CTSI Business Companion 
Website 
Engage with BRDO in 
developing PAP’s 

CTSI 
BRDO 

Collaboration with a 
trader approval 
scheme 

Ensuring consumers can be 
confident when choosing and 
appointing traders 

Noroguetradershere.com 

Package Travel (Hajj) Ensuring consumers are not 
victim of rogue travel agents 
offering packages to Saudi 
Arabia 

Assoc of British Hujjaj 
Council of British Hajjij 
 
City of London Police 

Tackling food fraud Working in partnership to 
ensure misdescribed meat i.e. 
Halal is not provided to 
consumer 

Environmental Health 
Halal Monitoring Committee 
Halal Food Authority 

Hallmarking Ensuring goods offered for sale 
are correctly hallmarked 

Birmingham Assay Office 

Mass Marketing Fraud Working in partnership with the 
National Scams Team to 

National Scams Team 
Birmingham Adults 
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Activity Description Partners 

identify vulnerable and socially 
isolated residents that may 
have been a victim of a postal 
lottery or similar scam 

Safeguarding Board 
Partnership 

 
 Information management 
 

Our ISO accredited management system ensures the validity of our 
management information.  It provides controls for the gathering and review of 
customer and other stakeholder feedback and ensures this feedback is acted 
upon.   
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APPENDIX 5A 
 

SERVICE DELIVERY 
 

Service Objective 1 -  
 
Supporting businesses 

Mission Statement – Locally accountable and responsive fair 
regulation for all – achieving a safe, healthy, clean, green and 
fair trading city for residents, business and visitors 

Council Business  Plan  2015+ Priorities  
 

 A Fair City 

 A Prosperous City 

 A Democratic City 
 

Lead Team/Officer – 
 
All TS Officers 

Task Outcome Measure Target Method 

Metrological inspection of 
business premises subject  
 
 

Increased compliance with 
relevant legislation 
Informed  and successful 
business’s 

Level of compliance for high 
risk premises inspected. 

90% compliance on inspection 
100% of High Risk premises 
to be inspected. 

Annual inspection of business 
that pack to the average 
weight system. 

Implement a charging 
policy to provide business 
advice on demand (subject 
to review) 

Increased compliance with 
relevant legislation 
 
Informed  and successful 
Business’s 

Number of businesses 
advised 
 
Income generated 
 
 

80% satisfaction of 
businesses with service 
provided. 
 

Respond to all requests for 
trader advice within the 
agreed charging structure 
 
Survey of all businesses 
requesting advice done on a 
quarterly basis 

Supporting businesses 
through the Primary 
Authority Principle. 

Increased Compliance with 
relevant legislation. 
 
 
Informed and successful 
Business’s 

Levels of business satisfaction 
within a PAP  
 

At least 3 meetings/contact 
per annum with companies 
that have formal agreements 
 
80% satisfaction of 
businesses with service 
provided  

Allocation of specific PAP 
officers. 
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Provide an up to date and 
informative website  

Informed consumers and 
businesses 
 
Quick access to information  
 
 

Website hits 
 
 
 
 

Establish satisfaction levels  
 

Review and update website 
with information on current 
issues relevant to consumers 
and businesses. 
 
Provide relevant links for all 
users.  
 
Promote CTSI Business 
Companion 

Maintain collaboration with 
a local trader approval 
scheme  

Improved levels of consumer 
confidence 

Consumer confidence levels 85% level of consumer 
confidence 

Work in collaboration with 
noroguetraders.com 
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Service Objective 2- 
 
Anti Counterfeiting Enforcement 

Mission Statement – Locally accountable and responsive fair 
regulation for all – achieving a safe, healthy, clean, green and fair 
trading city for residents, business and visitors 

Council Business  Plan  2015+ Priorities  
 

 A Fair City 

 A Prosperous City 

 A Democratic City 
 

Lead Team/Officer – 
 
All TS Officers 

Task Outcome Measure Target Method 

Intelligence led inspection 
visits to wholesale and 
retail premises. This could 
include on-line traders 

Reduction in the quantity of 
counterfeit goods from the 
marketplace  
 
Improve local economic 
prosperity 
 

Number of inspections 
resulting in the identification 
of counterfeit goods. 
 
Number and value of non-
compliant goods removed 
 
 
 
 
 

To remove 100% of non 
compliant goods found 
 
100% compliance or 
enforcement actions against 
those found with infringing 
goods. 

Intelligence led enforcement 
activity. 
 
 
 
Partnership working with trade 
mark holders and other 
agencies.( FACT, FAST, IPO, 
UKIE, Police & HMRC, ACG, 
GAIN) 
 
Engage with the national E-
Crime unit 
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Service Objective 3 - 
 
Reduce Doorstep Crime and protect vulnerable/socially isolated residents 

Mission Statement – Locally accountable and responsive fair 
regulation for all – achieving a safe, healthy, clean, green and 
fair trading city for residents, business and visitors 

Council Business  Plan  2015+ Priorities  
 

 A Fair City 

 A Prosperous City 

 A Democratic City 
 

Lead Team/Officer – 
 
 All TS officers 

Task Outcome Measure Target Method 

Consideration of the 
implementation of No cold 
calling zones 

Improve community safety Number of zones 
created. 
 
 
 
Reduced fear of crime 

Create new zones where 
need identified 
 

Review of crime data annually 
linked to distraction burglary 
incidents, consultation with 
Community Safety Partnership 
and local residents.   
Residents survey 

Maintenance of current ‘no 
cold calling zones’ 

Improve Community Safety  
Contribute toward reduction in 
anti-social behaviour 

Annual Perception 
questionnaire of people 
who feel safer as a result 
of the zones 

Maintain the proportion of 
people who feel safer as a 
result of the zones 

Monitoring of activity within 
zones.  
 
Publicity, street signage Rapid 
Responses and response to 
RFA’s 

Provide rapid response 
service to deal with rogue 
traders/active threats to 
vulnerable residents 

Protection of vulnerable 
consumers 
Contribute toward reduction in 
anti-social behaviour 

Number of rapid 
responses 
 
 
Perception questionnaire 
of people who feel safer 
as a result of the TS 
intervention. 

Respond to 100% of 
requests for rapid response 
within Birmingham 
 

Response by officers to 
consumers home in accordance 
with Rapid Response 
Procedure 
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Identify and tackle rogue 
builders 

Protection of vulnerable 
consumers 
 
Contribute toward reduction in 
anti-social behaviour 

Number of targeted 
individuals/businesses 
 
 
 

Carry out  investigations 
where  targets identified  
 

Intelligence led enforcement 
activity and partnership with 
Community Safety Partnership, 
building consultancy, WMP and 
CENTSA 

Provide  information to 
Adults Social Care and 
those engaged in looking 
after adults 

Protection of vulnerable 
consumers 
 
Awareness raising to reduce 
incidents  

number of 
interventions/meetings 
attended 

 attendance at least 2 
partnership events. 

 
Attend meetings of the 
Birmingham Adults 
Safeguarding Board 
Partnership and cascade 
information  
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Service Objective – 4 
 
Community Safety 

Mission Statement – Locally accountable and responsive fair 
regulation for all – achieving a safe, healthy, clean, green and fair 
trading city for residents, business and visitors 

Council Business  Plan  2015+ Priorities  
 

 A Fair City 

 A Prosperous City 

 A Democratic City 
 

Lead Team/Officer – 
 
 All TS officers 

Task Outcome Measure Target Method 

Respond to RFA’s alleging 
sales of age restricted 
products: 
alcohol, fireworks, knives, 
spray paints/solvents, 
sunbeds, tobacco and 
nicotine inhaling products 

Improved business compliance 
 
Reduce access to age restricted 
products by children. 
 
Contribute towards health and 
wellbeing of young people 
 
Contribute toward reduction in 
anti-social behaviour 

% of subsequent test 
purchases that result in 
a sale after advice given 
 

100% compliance and/or 
enforcement action of 
businesses where test 
purchases carried out. 

intelligence led inspections 
 
Liaise with licensing officers/ 
WMP/ WMFS/ PCT 
Visit premises and give advice 
pack.  
 
Follow up with test purchases 
 

Undertake intelligence led 
test purchasing exercises 
at premises that stock age 
restricted products 

Improve business compliance 
 
Reduce access to age restricted 
products by children 
 
Contribute toward reduction in 
anti-social behaviour 
 
 
 
 

% of test purchases that 
result in a sale after 
advice given 
 
 

100% compliance and/or 
enforcement action of 
businesses where test 
purchases carried out. 

Carry out exercises in 
accordance with best practice 
guidance. 
Joint exercises with police and 
other agencies where 
appropriate 
Take enforcement action in 
accordance with enforcement 
policy 
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Tobacco Control work 
(including novel tobacco 
products such as Shisha 
and chewing tobacco and 
nicotine inhaling products) 
 

Reduce the prevalence of supply 
of tobacco products to young 
people 
 
Informed and compliant 
businesses 
 
Reduction of supply of non-
compliant tobacco 
 
Contribute towards health and 
wellbeing of young people 

Number of inspections 
and enforcement 
outcomes 
 
 
 

Inspection of all identified 
Shisha premises. 
 
100% compliance and/or 
enforcement action of 
businesses where test 
purchases carried out. 

In partnership with EH and the 
tobacco control alliance, 
HMRC, CEnTSA, DofH, WMFS 
and WMP 

 
Joint inspections with other 
agencies as appropriate 
 
 
Testing of product where 
necessary 

Illicit/counterfeit tobacco 
work 

Reduce availability of 
illicit/counterfeit tobacco 
 
To instigate premises licence 
reviews where a breach of the 
licensing objectives discovered. 
 
Compliant businesses 
 
Improved health outcomes by 
removal of cheap and illegal 
tobacco 

Quantity/value of 
counterfeit products 
seized 
 

Non-compliant traders to be 
identified. 
 
To remove 100% of non-
compliant products 
 
100% compliance or 
enforcement action against 
those found with infringing 
goods. 

Intelligence led enforcement 
activity and partnership working 
with HMRC, Tobacco Control 
Alliance, CEnTSA, and HAs 

Illicit/counterfeit  alcohol Reduce availability of such 
alcohol. 
 
Protect public health and prevent 
anti-social behaviour from the 
effects of such alcohol 
 
 

Quantity/value of 
counterfeit /illicit 
products seized 
 

Non-compliant traders to be 
identified. 
 
To remove 100% of non-
compliant products 
 
 
 

Intelligence led enforcement 
activity and partnership working 
with Environmental 
Health/Licensing, HMRC, 
CEnTSA, Community Safety 
Partnership, Public Health and 
Police. 
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To instigate premises licence 
reviews where a breach of the 
licensing objectives discovered. 
 
Compliant businesses 

100% compliance or 
enforcement action against 
those found with infringing 
goods. 

National Scams Team 
(NST) Partnership 

Identify potential victims of scams, 
protecting our more vulnerable 
and socially excluded citizens. 

Number of residents 
advised on scams 

Receive 10 referrals per month 
from the NST and visit 100% of 
those reported 

Receive intelligence relating to 
the victims of Mass Marketing 
Fraud and undertake home 
visits.   
 
Share best practice with 
partners and to provide 
materials to assist in protecting 
vulnerable citizens 
 
Make appropriate safe-guarding 
referrals to Social Services 
 
Use of media to raise 
awareness 
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Service Objective - 5 
 
Promote consumer awareness  

Mission Statement – Locally accountable and responsive fair 
regulation for all – achieving a safe, healthy, clean, green and fair 
trading city for residents, business and visitors 

Council Business  Plan  2015+ Priorities  
 

 A Fair City 

 A Prosperous City 

 A Democratic City 
 

Lead Team/Officer – 
 
All TS Officers 

Task Outcome Measure Target Method 

Provide up to date and 
informative website  

Informed consumers and 
businesses 
 
Quick access to information  
 
 

Website hits 
 
 
 
 

Increase on hits from 
previous year 
 
 

Review and update website with 
information on current issues 
relevant to consumers and 
businesses. 
 
Provide relevant links for all 
users.  
 
Establish the number of hits of 
the website. 
 

National Consumer Week Informed consumers Extent of media 
coverage 
 
 

Over 80% confident 
consumers attending any 
event 

Participation in NCW, dependent 
on theme when agreed nationally 
 
Liaison with press officer and 
use of all media platforms 

Scams Awareness Month Informed consumers Extent of media 
coverage 

Over 80% confident 
consumers attending any 
event 

Participation in SAM, dependent 
on theme when agreed nationally 
 
Liaison with press officer and 
use of all media platforms 
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Media engagement Publication of outcomes to raise 
consumer awareness 

Extent of media 
coverage 

6 press releases 
 
Monthly tweets 

Press releases in collaboration 
with press officer 
 
Tweets  
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Service Objective -6 
 
Investigation of Consumer fraud/misleading descriptions; e.g. Hajj, Faith healers, 

Car Clocking rings; association to Organised Crime Groups 
 

Mission Statement – Locally accountable and responsive fair 
regulation for all – achieving a safe, healthy, clean, green and fair 
trading city for residents, business and visitors 

Council Business  Plan  2015+ Priorities  
 

 A Fair City 

 A Prosperous City 

 A Democratic City 
 

Lead Team/Officer – 
 
All TS officers 

Task Outcome Measure Target Method 

Investigation of criminal 
RFAs 
 
Use of intelligence to direct 
interventions 

Improved local economic 
prosperity 
 
Support legitimate business by 
ensuring a fair trading 
environment 
 
Improved consumer confidence 
 
Identify those engaged in 
Organised Crime Groups 

Customer satisfaction 
results 
 
 
 
 
 

80% satisfaction 
 
 
 
75 % of criminal RFAs 
completed within 60 days 
 
Increase in logs on IDB 

Intelligence/RFA led 
enforcement actions 
Investigation of RFAs 
 
Quarterly tasking meetings using 
intelligence model to identify 
those causing most consumer 
detriment 
 
Effective partnerships with Police  

Pursue offenders for 
proceeds of crime. 
 

Ensure that profits gained through 
criminal activities are returned to 
the state 

Cash benefit achieved Maximisation of realisable 
cash benefit. 

Intelligence led investigations to 
seize proceeds of crime. 
 
Appointed accredited financial 
investigators. 

Inspect agents offering Hajj 
and Umrah Package Travel 

Improved business compliance % of businesses which 
are identified as non-
compliant 

100% of non-compliant 
businesses checked to be 
made compliant and/or 

Intelligence led inspection of 
Birmingham based agents 
offering Hajj and Umrah 
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enforcement action taken packages 
 
Liaise with the Association of 
British Hajj 
 
Advice to businesses 
 
Media awareness 

Identification and 
investigation of acquisitive 
crime targeted at 
vulnerable consumers; 
including faith healers and 
Scams 
 

Protection of vulnerable 
consumers thereby protecting 
their health and wellbeing and 
financial status. 

Positive feedback from 
victims identified, 

100% Positive feedback from 
victims identified. 

 Quarterly tasking meetings 
using intelligence model to 
identify those causing most 
consumer detriment 
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Service Objective - 7 
 
Product Safety - Ensure goods placed on the market are safe 

Mission Statement – Locally accountable and responsive fair 
regulation for all – achieving a safe, healthy, clean, green and fair 
trading city for residents, business and visitors 

Council Business  Plan  2015+ Priorities  
 

 A Fair City 

 A Prosperous City 

 A Democratic City 
 

Lead Team/Officer – 
 
All TS officers 

Task Outcome Measure Target Method 

To remove non-compliant 
and unsafe products from 
the marketplace 

 
(e.g. cosmetics, blinds, 
toys, furniture, electrical 
products, new 
psychoactive substances) 

Increased business compliance 
 
Improved levels of consumer 
safety 
 
Raised levels of consumer 
awareness of the risks of using 
the products 
 
Primary Authority agreements 
established where appropriate 

Number of non 
compliant businesses  
 
Number of compliant 
businesses  
 
Target non compliant 
businesses to be 
identified 
 

100% of non compliant 
businesses checked to be 
made compliant and/or 
enforcement action taken 
 
100% of non compliant 
products removed from sale 
 

Intelligence led inspections at 
retail, wholesale and importers 
level.  
 
Providing advice to businesses. 
 
Test purchasing. 
 
Use of media to inform 
consumers 
Removal of non-compliant 
products  
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Service Objective - 8 
 
 Investigation of consumer criminal RFA’s; Car sales 
 

Mission Statement – Locally accountable and responsive fair 
regulation for all – achieving a safe, healthy, clean, green and fair 
trading city for residents, business and visitors 

Council Business  Plan  2015+ Priorities  
 

 A Fair City 

 A Prosperous City 

 A Democratic City 
 

Lead Team/Officer – 
 
All TS Officers 

Task Outcome Measure Target Method 

Investigate allegations of 
misdescribed and 
unroadworthy vehicles. 
 
 
 
 
 

Increased compliance with 
relevant legislation 
 
Support legitimate businesses 

Number of 
businesses/individuals 
identified selling 
misdescribed or 
unroadworthy vehicles  
 

100% compliance and/or 
enforcement action of non-
compliant targeted businesses. 

Use of intelligence to identify 
businesses/individuals who 
may potentially be selling 
misdescribed or unroadworthy 
vehicles. 
 
Includes consultation under the 
Enterprise Act 

Investigate allegations of 
“clocked” vehicles. 

Increased compliance with 
relevant legislation 
 
Support legitimate businesses 

Number of 
businesses/individuals 
identified selling 
“clocked” vehicles 

100% compliance and/or 
enforcement action of non-
compliant targeted businesses. 

Use of intelligence to identify 
businesses/individuals who 
may potentially be selling 
“clocked” vehicles. 

Use of intelligence to direct 
interventions 

Increased compliance with 
relevant legislation 
 
Support legitimate businesses 

Number of businesses 
brought into compliance  
 
Enforcement 
interventions 

100% compliance and/or 
enforcement action of non-
compliant targeted businesses 

Quarterly tasking meetings 
using intelligence model to 
identify those causing most 
consumer detriment 
 
Membership of the Regional 
Intelligence Group to assist in 
tasking 
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Service Objective – 9 
 
Animal Feed Registration and Inspection 

Mission Statement – Locally accountable and responsive fair 
regulation for all – achieving a safe, healthy, clean, green and fair 
trading city for residents, business and visitors 

Sustainable Community Strategy ‘Birmingham 2026’ themes- 
 

 Succeed Economically 

 Be Healthy 

Lead Team/Officer – 
 
All Trading Standards Officers with appropriate qualification 

Task Outcome Measure Target Method 

Identification, registration 
and inspection of 
businesses requiring feed 
enforcement 
 

Protect the public health by 
ensuring only permissible food 
enters the animal feed food chain. 

Number of businesses 
identified and 
registered. 

Registered businesses to be 
inspected in 2015/16 and a 
rolling programme thereafter. 

Use of information on MAPSS 
database to identify premises 
to be registered. 
 
Registration of businesses 
 
Inspection of registered 
businesses   
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APPENDIX 5B 
 
 

TRADING STANDARDS STRUCTURE CHART 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Operations Manager 
 
 

Operations Manager  

 

Head of Trading Standards  

Accredited Financial 
Investigator 
 
Trading Standards 
officers x 3 

 

Accredited Financial 
Investigator 
 
Trading Standards 
officers x 3 

 

Enforcement Officers x 5 

 
Enforcement Officers x 6 
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