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This document is the fourth in a series of Best Practice Standards that have been developed to improve Environmental 
Health Services across Wales.  This current document builds on the suite of Best Practice Standards produced in 
collaboration with the CIEH in 2004.  The Wales Heads of Environmental Health Group (WHOEHG) technical panels, 
under the guidance of the Performance Management and Improvement Group, have developed these standards.  The 
new set of standards have been revised to improve consistency and objectivity and some have had major revisions to 
reflect legislative and other changes. 
 
It is for each Local Authority to utilise this document as a tool to improve the Environmental Health Services they provide.  
It is anticipated that this document will be used as part of the work planning and performance management processes 
within Local Authorities.  We see these Best Practice Standards as offering a more robust way of assessing and 
improving the quality of our services than some traditional performance measures.  It is anticipated that, by using these 
Best Practice Standards, and through consideration of the management information they will yield that local authority 
Environmental Health managers will be better informed.  Local Authorities will be in a better position to understand the 
demands made of the Environmental Health Service, which may not have been fully understood in the past. 
 
We recognise that these standards need to be developed over time to reflect changing circumstances and improving practice.  The Performance Management 
and Improvement Group will oversee revisions to the standards to ensure that at any point in time there is only one substantive document in use.  A process of 
document control will be employed with the WLGA who will host the standards on their website. 
 
The major change in this release is that the Recruitment, Training and Development standards have been completely re-written. 

 
Wales Heads of Environmental Health Group 
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Communicable Disease  
 

      

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
 
 

 
Documents 
 
 
 
 
 
 
 

- Major food poisoning outbreak plan 
valid and operational, and 
 
- Procedure for investigation of sporadic 
cases for common disease organisms, 
and 
 
- Procedures for exclusions. 
 

- The production of information 
leaflets on the common disease 
organisms, and 
 
- Development of communicable 
disease content on local authority 
website. 

- Website updated on quarterly 
basis, and 
 
- Website to contain articles of 
current and topical interest, and 
 
- Information leaflets produced on 
specific communicable disease 
issues e.g. external catering, E. Coli 
on farms, COI, and 
 
- Local authority to produce a 
communicable disease business 
plan. 

 

2 
 
 

 
Out of Hours 
Service 

- The local authority to operate an out of 
hours service which complies with the 
requirements of 
 

 The NPHS Expert Rules, 

 The Major Food Poisoning 
Outbreak Plan ïappendix 10 

 The Food Agreement 
and, 
 
-All officers are appropriately appointed 
and authorised. 

-Operates within Environmental 
Health Department and staffed by 
Environmental Health Staff, and 
 
-Officers have received evidence of 
basic communicable disease 
competence to initiate investigation. 

-Dedicated out of hours service 
staffed by communicable disease 
competent officers, including the 
lead officer for communicable 
disease, and 
 
-Available at all times outside 
normal officer hours, and 
 
-Officers have all necessary 
enforcement powers. 

 

3 
 
 

 
Training 

-All communicable disease officers 
have evidence of basic communicable 
disease competency, and 
 
-All training details recorded, and 
 
-The local authority shall have 75% 
attendance at Lead Officer Training 
Programme 

-The local authority shall use 
appropriate systems to assist in the 
management and control of outbreaks 
and incidents of communicable 
disease. 

-The local authority shall have 
100% attendance at Lead Officer 
Training Programme plus additional 
specific accredited communicable 
disease training. 

 

Communicable Disease 1 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

4 
 
 

 
Information 
Technology 

-All cases of notified communicable 
disease to be entered into electronic 
database, and 
 
-The local Authority to use systems 
capable of receiving, recording, 
analysing and reporting cases of 
communicable disease. 

-The local authority shall use 
appropriate systems to assist in the 
management and control of outbreaks 
and incidents of communicable 
disease. 

-The local authority shall use 
Cosurv (or some other system 
capable of linking with NPHS) for 
the communicable disease 
database, and 
 
-Local Authority to be capable of 
receiving electronic notifications of 
communicable disease with 
automatic download into database, 
and 
 
-Local Authority to manage systems 
capable of supporting cross 
boundary outbreak management 
systems. 

 

5 
 
 

 
Investigation 

-Local authority to demonstrate 
compliance with documented procedure 
on investigation of sporadic cases of 
communicable disease. 

-Local authority to have follow up 
procedure for non-responders, and 
 
-To provide information on infection to 
case. 

-Investigate all cases by dedicated 
communicable disease officer, and 
 
-Local authority to use Cosurv pro-
forma and any enhanced 
surveillance questionnaire, and 
 
-Customer feedback systems in 
place. 

 

6 
 
Liaison 
 
 
 
 
 
 
 
 

-Local authority to be represented at 
regional task group to at least 50% 
attendance, and 
 
-Systems in place to cascade minutes 
of communicable disease panel and 
WHOEHG. 

-Local authority to be represented at 
regional task group at least 75% 
attendance. 

-Local authority to be represented 
at regional task group to at least 
100% attendance. 
 
-Demonstrate collaborative working 
by participating in exercises or 
regional projects. 

 

Communicable Diseases 1 cont. 
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Food Safety Service Planning 
 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
 
 

Service Plan - Written Food Safety Service 
Plan 

- Plan covers all areas required 
by the FSA framework 
agreement 

- Approved by the relevant  
Member, Member forum or 
suitably delegated senior officer 

- Identifies how the food safety 
plan fits into the Authorityôs 
corporate planning process  

- Plan communicated and made 
available to food safety officers 
and management 

- Hard copy of current plan 
available at Environmental 
Health Department or via post 
for all stakeholders 

 

- Electronic copy of plan 
available via e-mail and 
Authorityôs website 

 
 

- Plan available upon request 
in other languages and in a 
suitable format for hearing 
and sight impaired 
recipients 

 

2 
 
 

Enforcement 
Policy 

- Written enforcement policy 
approved by the relevant 
Member, Member forum or 
suitably delegated senior officer 

- Commitment to the Regulatorsô 
Compliance Code 

- Policy communicated to staff 
- Hard copy of enforcement 

policy available to stakeholders 
on request 

 

- Formal adoption of the 
Regulatorsô Compliance Code 
by the local authority 

- Electronic copy of 
enforcement policy available 
via e-mail and Authorityôs 
website 

- Comprehensive review of 
policy undertaken regularly 
and when changes in 
legislation and guidance 
occur 

 

- The enforcement policy is 
customer focused and 
consultation with 
stakeholders has been 
undertaken 

 

Food Safety 1 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

3 
 
 

Delegation & 
authorisation 

- Documented procedure for the 
authorisation of officers 
(including temporary staff) 
based on their qualifications, 
training, experience and the 
requirements of the Food Law 
Code of Practice (Wales) 2008 

- Authorisations reviewed 
regularly in the light of changes 
in legislation, staff training and 
competence  

- Documented assessments of 
competence undertaken 
regularly and always to reflect 
changes in authorisation 
level. 

 

- As good standard  

4 
 
 

Staff 
Competence 
& 
Development 

- Documented staff development 
programme 

- Authorised officers and 
appropriate support staff 
adequately trained in the 
technical and administrative 
aspects of their work  

- Structured on going food safety 
related training for authorised 
officers. A minimum of 10 hours 
food safety related CPD per 
year 

- Training records kept in 
accordance with the Food Law 
Code of Practice (Wales) 2008 

- Internal staff development 
programme implemented and 
maintained 

- Mechanism in place to 
evaluate training undertaken 

 
 

- Externally accredited staff 
development programme 
implemented and 
maintained 

ñStructuredò includes 
mentoring & Personal 
Development Reviews 

Food Safety 1 cont. 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

5 
 

Liaison with 
other 
organisations 

- Contacts are maintained with 
other organisations to facilitate 
cross-organisational and cross-
sector working in areas of 
mutual interest. 

- Contacts are co-ordinated 
more formally ï e.g. working 
groups with other 
organisations to facilitate 
cross ïorganisational and 
cross-sector working in areas 
of mutual interest. 

 

- Establishment of 
memoranda of 
understanding and joint 
working agreements with 
stakeholders as determined 
by local need 

 

Food Safety 1 cont. 
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Food Safety Service Delivery 
 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
 
 

Policies & 
Procedures 

- Documented policies and 
procedures for enforcement 
activities covered by the FSA 
framework agreement 

- Document control system 
implemented and maintained to 
ensure documents reviewed at 
regular intervals or when 
changes to legislation and 
relevant guidance occur 

- Document control system 
audited internally on a regular 
basis 

 

- Document control system 
audited by an external 
organisation 

 

2 
 
 

Resources - Provision of adequate number 
of competent officers and 
support staff to implement the 
food service plan  

- Provision of facilities and 
equipment to permit all 
activities associated with the 
service to be carried out 

 

- Flexibility to recruit competent 
temporary staff and 
processes in place to monitor 
their competence 

- Access to specialist legal and 
expert advice as required  

- Scheme of prioritisation of 
investigation and 
enforcement activities in 
place 

- IT arrangements in place to 
make information available 
outside working hours 

- Contingency arrangements 
in place to source 
specialised equipment  

 

3 
Premises 
Inspections 

- Full compliance with the food 
hygiene interventions 
programme 

- Revisits carried out in 
accordance with the Food Law 
Code of Practice (Wales) 2008 

- Use of standard paragraphs 
for example LACORS 
paragraphs to aid consistency 

- Risk scoring exercises 
undertaking at least once a 
year  

 

- Food hygiene inspection 
reports sent to food 
business operator within 10 
working days from the date 
of inspection 

 

 

Food Safety 2 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

4 
 

Food & Food 
Hygiene  
Service 
Requests 

- Service requests prioritised on 
a risk basis 

- 1
st
 response to all service 

requests commenced within 10 
working days  

-  Service request investigations 
carried out with due regard to 
LACORS guidance 

- 1
st
 response to all service 

requests commenced within 5 
working days  

 

- 1
st
 response to all service 

requests commenced within 
3 working days  

 
 

Service Requests include 
premise and food 
complaints and advice. 
ñCommencedò includes 1

st
 

contact with complainant or 
decision by officer to 
investigate at next 
inspection. 

5 
 

Food 
sampling  
 

- Documented local sampling 
programme  

- Documented procedure for the 
procurement or purchase of 
samples, continuity of evidence 
and prevention of deterioration 
of samples  

- Appropriate action taken and 
recorded in response to 
unsatisfactory sample results  

 

- Participation in Welsh Food   
Microbiological Forum 
Shopping Basket and 
targeted surveys 

- Participation in appropriate 
NPHS/HPA surveys 

 

- Participation in national 
sampling programmes 

- Information on results of 
food sampling are made 
available to the public e.g. 
published on the LA 
website 

 

6 
Response to 
Food Alerts 
and Incidents 

- Respond to alerts and incidents 
in accordance with the risk or 
alert categorisation 

- Up to date out of hours contact 
arrangements in place including 
notification of any changes to 
the FSA 

- Arrangements in place to 
receive and co-ordinate an out 
of hours response based on the 
risk  

- Documented and auditable 
response trail 

- Ability to access premises 
database outside normal 
working hours to allow 
targeted response 

- Access to administrative 
support for food alerts 
requiring large scale 
immediate response outside 
normal working hours 

 

- Appropriate links into the 
Authorityôs emergency plan 

 

Food Safety 2 cont. 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

7 
 

Primary 
/Home 
Authority 
Principle 
 

- Authority provides advice to     
businesses on legal compliance 
where they act as 
Primary/Home and/or 
Originating Authority 

- Authority will liaise with the 
relevant Primary/Home or 
Originating Authorities as 
necessary 

 

- Authority to ensure details on             
LBRO Primary/Home 
Authority Database are kept 
up to date 

 
 
 

- Formal Primary/Home         
Authority in place in 
accordance with LBRO 

 

  

8 
 

Liaison with 
other 
Enforcement 
Agencies 

- Contact with appropriate 
enforcement agencies and 
other service providers with 
mutual aims for information 
exchange 

- Consult and collaborate over 
enforcement issues 

- Carry out mutually beneficial 
joint operations targeting 
illegal activity where 
necessary 

- Regular liaison with other 
agencies and local authorities 
take place 

- Other enforcement 
agencies provided with 
contact details of 
appropriate lead officer 

Other agencies may include 
Immigration/Benefits/Welsh 
Water 

Food Safety 2 cont. 
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Promotion, Education, information and advice 
 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
 

Policy and 
resources for 
education, 
information 
and advice 

- Annual written policy statement 
of intention to carry out food 
safety promotional work and the 
measures to be used to 
evaluate effectiveness 

- An estimate of the resource 
allocation including staffing for 
the intended food safety 
promotional work 

- Adequate resources made 
available to support the policy 

- Records of food safety 
promotional work maintained by 
the authority 

- Policy reviewed on an annual 
basis 

 
 

- Written policy formally 
adopted by the relevant 
Member, Member forum or 
suitably delegated senior 
officer 

- Policy published and 
publicised 

- Authority has a dedicated 
education/publication budget 
which is managed by the 
officer responsible for this 
aspect of the service 

- Attempts are made to attract 
external funding to support 
this activity. 

 

- Policies are influenced by 
stakeholder consultation 

- Regular reviews of policy in 
conjunction with 
stakeholders  

 
 

 

2 
 

Developing 
education 
programmes 

- A programme of educational 
activity is devised implementing 
the policy statement.  

- The activity is developed in 
consultation with relevant 
stakeholders and potential 
partners 

- The authority participates in 
events planned by other parties 
where this is appropriate and 
beneficial 

- The programme is based on 
a review of national priorities 
and local needs  

- The review includes an 
assessment of the availability 
of formal accredited food 
hygiene training courses for 
local businesses and the 
provision of this information to 
businesses on request 

- Participation in at least one 
food safety campaign per 
year 

- The provision of at least 
one business seminar per 
year 

- List of accredited local food 
safety training providers to 
be proved on the 
Authorityôs website 

 

 

Food Safety 3 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

 
3 

Provision of 
leaflets and 
other written 
information or 
advice 

- Third party leaflets readily 
available in English, Welsh and 
other languages appropriate to 
the businesses within the 
Authorityôs area 

- Procedures in place to ensure 
information is current and 
appropriate 

- Leaflets produced in house 
contain up to date contact 
details 

 
 

- Production of a range of 
information sheets for 
consumers, businesses and 
other stakeholders to suit 
local circumstances 

- Food Complaint Information 
leaflet advising on 
recommended action for 
common food complaints 

- All information will be made 
available upon request in 
appropriate languages  

- All information will be made 
available upon request to 
cater for hearing and sight 
impaired recipients 

- Partnerships developed 
with other agencies for the 
joint production of 
information/advice 
materials.   

- Annual newsletter produced 
for local businesses 

 

 

 
4 

Distribution of 
information 
and provision 
of advice 

- Information and advice 
available for callers to local 
authority premises 

- Information and advice 
available by post on request 

- Information and advice 
distributed during visits 

- Information and advice 
provided by email if requested 
and available 

- Information and advice is 
displayed in a range of local 
authority premises and public 
venues 

- List kept of premises where 
leaflets displayed in order to 
ensure stock levels 
maintained and information 
kept up to date 

- Talks and presentations given 
to provide service information 
if requested 

- Regular use of media by 
officers and/or elected 
members to highlight issues 

- Targeted distribution of 
specific information and 
advice material 

 

- Information sheets 
produced by the authority 
available on the local 
authority web site  
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

 
5 

Participation 
in Food 
Hygiene 
Award 
Scheme 

- Participation in Scheme 
 

- Some publicity for Awards 
 

- Full publicity for Awards 
- Member involvement  
- Publication of award 
winners on Authorityôs 
website 

 

 
6 

Provision of 
nutrition 
advice 

-  Ability to sign post businesses 
to relevant sources for advice 

- Participation in Healthy 
Option Awards 

- Nutrition advice to 
businesses and commercial 
operations by competent 
staff on request 

- Participation in nutrition 
campaigns with external 
stakeholders 
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Monitoring & Review 
 

 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

 
1 

Quality 
Assessment 

- A documented monitoring 
procedure outlining the 
measures taken to assess the 
authorityôs performance against 
the FSA Framework 
Agreement. This includes any 
relevant monitoring 
arrangements  

- The quality assessment 
measures are audited 
internally and documented.  

 
 

- The quality assessment 
measures are audited by a 
third party organisation 

 

Third party does not include 
the FSA. 

 
2 

Service Plan 
Review 

- Plan reviewed internally on an 
annual basis 

- Variation from service plan 
identified 

- Areas of improvement and 
necessary remedial action 
identified  

- Service Plan the subject of 
consultation with other local 
authority internal 
stakeholders e.g. Trading 
Standards & Licensing 

 

- Service Plan the subject of 
consultation with external 
stakeholders 

 

 

3 
Communicati
on and 
feedback 
from 
stakeholders 

- Documented procedure to 
address complaints about the 
service 

- Arrangements in place to 
respond to stakeholder 
comments as they arise 

- Staff informed about 
stakeholder feedback 

- Procedure to address 
complaints about the service 
available on the authorityôs 
website 

- Stakeholder satisfaction 
questionnaires undertaken for 
inspections and food service 
requests. 

- Returned questionnaire 
results reviewed and acted 
upon  

- Correspondence sent to 
stakeholders encourages 
feedback regarding service 
quality 

 

- Make public results of 
customer satisfaction 
surveys.  
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Food Fraud - Strategy and Policies 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
Enforcement 
Processes 
and 
Procedures 

- Documented policies and procedures 
in place for the investigation and 
reporting of food fraud. 
-  Systems in place for the internal and 
external publication of achievements 
and activity in relation to food fraud 
offences. 
- Implementation of model protocols 
and procedures available in relation to 
intelligence management (Local 
Authority Intelligence Handling Support 
Pack). 
- Implementation of model procedures 
and protocols in relation to the 
Investigation of Food Fraud (Food 
Fraud Investigation Manual). 
- Internal monitoring arrangements in 
place to ascertain compliance with 
adopted protocols and procedures. 

- Detailed guidance available covering 
full range of activities. 
- Joint working protocols negotiated 
and agreed with relevant stakeholder 
enforcement agencies. 
  
 

- Protocols established for obtaining 
expert advice and assistance when 
necessary. 
- External auditing arrangements in 
place to assess compliance with 
and effectiveness of adopted 
protocols and procedures. 

 

2 
Policies for 
Joint Working 

- Agreed protocols for the handling of 
intelligence between stakeholder 
enforcement agencies. 
- Protocols for joint working to be 
agreed between LA and Police in 
accordance with Community Safety 
arrangements. 
- Intelligence and information disclosure 
arrangements between relevant 
organisations under the Crime and 
Disorder Act 1998 

- Agreed protocols adopted for the 
investigation of food fraud and related 
offences between stakeholder 
agencies. 

- The adoption of memoranda of 
understanding and service level 
agreements between organisations. 

 

Food Safety 5 
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Food Fraud - Intelligence Handling 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
Receipt, 
Recording, 
Handling and 
Storage of 
Intelligence 

- Designated Lead Officers for food 
fraud to be assigned and given 
responsibility to collate and manage 
intelligence handling 
- Inspection and complaint procedures 
and standard forms to take into account 
opportunities to gather intelligence in 
relation to food fraud activities. 
- Lead Officer to coordinate food law 
enforcement issues of relevance for the 
local authority which require reporting to 
Welsh Food Fraud Coordination Unit.  
- Where required confidentiality 
agreements signed by staff in relation to 
intelligence handling. 

- Training provided to all enforcement 
staff on the requirements of the 
National Intelligence Model and 5x5x5 
system. 
- In the absence of trained officers for 
source management,  arrangements 
to be put in place for roles to be 
conducted by Local Police force or 
Welsh Food Fraud Coordination Unit 
officers. 
- Lead Officer to coordinate the 
gathering of information from other 
local authority enforcement officers 
and identified individuals which 
require reporting to Welsh Food 
Fraud Coordination Unit. 
- RIPA protocol to include authorityôs 
policy towards the authorisation of 
CHIS. 
 

- Training and procedures 
expanded to encompass staff 
working in other associated areas of 
local authority functions including 
ócall centreô and other administrative 
staff. 
- Designated Handlers, Controllers 
and Authorising Officers to be 
identified and appropriately trained 
on the Authorityôs RIPA Policy. 

 

Food Safety 5 cont. 



Version 04 2010/11          Page 17 

 

Food Fraud - Training  

 

 

 

 

 

 

 

Food Fraud - Communication 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
Training - A programme of training delivered to 

key staff in relation to the investigation 
of food fraud and related offences. 
- Completion of training to key staff in 
relation to the requirements of the 
National Intelligence Model and use of 
the 5x5x5 system. 

-  Implementation of a training 
programme on the application of the 
National Intelligence Model and use 
of the 5x5x5 system for all 
enforcement officers who could have 
an involvement in food fraud matters. 
 

- Structured programme of update / 
refresher training for designated 
lead officers. 
- Implementation of a programme of 
succession training to support and 
deputise for Lead Officers. 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
Communicati
on with 
stakeholder 
agencies 

- Structured, secure and compliant 
communication arrangements in place 
with partner agencies and the Welsh 
Food Fraud Coordination Unit. 
- Transfer of intelligence undertaken 
through secure methods e.g. via fax (by 
prior arrangement) or delivered by 
hand. 
- All transfers of intelligence 
appropriately recorded. 
- Secure arrangements for the storage 
of intelligence. 

- Implementation of systems for 
authorised and competent personnel 
to receive and disseminate 
intelligence internally and externally 

 

- Procedures operated to take 
account of issues relating to the 
security and sensitivity of 
information / intelligence. 
 
 

Communication with 
stakeholder agencies 

Food Safety 5 cont. 
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Food Fraud - Co-ordination 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
Joint working - Adoption of model protocols and 

procedures contained in the Welsh 
Food Fraud Coordination Unitôs 
Investigation Manual. 
- Arrangements in place to assist 
investigations by collating information 
and task management on behalf of the 
primary investigating authorities. 

- Identification of lead officers for food 
fraud in non-local authority 
enforcement agencies. 
 

- Establishment of agree 
memoranda of understanding and 
joint working protocols between 
agencies e.g. Police, DEFRA. 
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Health & Safety Service Planning 
 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

 
1 

Service Plan - Written Health & Safety Service 
Plan 

- Plan covers all areas required 
by section 18 guidance 

- Plan to include details of 
inspections, projects, other 
inventions and promotional 
activities. 

- Developed in consultation with 
H&S inspectors 

- Approved by the relevant 
member forum 

- Identifies how the health & 
safety plan fits into the 
Authorityôs corporate planning 
process  

- Plan communicated and made 
available to health & safety 
inspectors and management 

- Hard copy of current plan 
available at Environmental 
Health Department or via post 
for all stakeholders 

- Electronic copy of plan 
available via e-mail and 
Authorityôs website 

 
      -      publicised 

Plan available upon request in other 
languages and in a suitable format 
for hearing and sight impaired 
recipients 

See published guidance re 
section 18.  
HELA circular LAC 23/20 
also refers 

 
2 

Enforcement 
Policy 

- Written enforcement policy 
approved by the relevant 
member forum 

- Commitment to Enforcement 
Concordat 

- Refers to and is consistent with 
EMM 

- Policy communicated to staff 
- Hard copy of enforcement 

policy available to stakeholders 
on request 

 

- Formal adoption of the 
Enforcement Concordat by 
the local authority 

- Electronic copy of 
enforcement policy available 
via e-mail and Authorityôs 
website 

- Comprehensive review of 
policy undertaken regularly 
and when changes in 
legislation and guidance 
occur 

- The enforcement policy is 
customer focused and 
consultation with 
stakeholders has been 
undertaken 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

 
3 

Delegation & 
authorisation 

- Documented procedure for the 
authorisation of inspectors 
(including temporary staff and 
contractors) based on their 
qualifications, training and 
experience. 

- Authorisations reviewed 
regularly in the light of changes 
in legislation, staff training and 
competency  

- Documented assessments of 
competency undertaken to 
reflect changes in 
authorisation level. 

 

As good standard  

4 
 

Staff Training 
& 
Development 

- Documented training 
programme which identifies 
training need 

- Authorised inspectors and 
appropriate support staff 
adequately trained in  the 
technical and administrative 
aspects of their work  

- Adequate resources made 
available for training 

- Structured on going health & 
safety related training for 
authorised officers.  

- Training records kept  

- Internal staff development 
programme implemented and 
maintained 

 
 

Externally accredited staff 
development programme 
implemented and maintained 

 

5 
Liaison with 
other 
departments 
within the 
council and 
with external 
agencies 

- Contacts are maintained with 
other  departments / agencies 
to facilitate cross-organisational 
and cross-sector working in 
areas of mutual interest. 

- Contact appropriate 
enforcement agencies and 
other service providers with 
mutual aims for information 
exchange 

-  

- Contacts are co-ordinated 
more formally ï e.g. working 
groups with other 
organisations to facilitate 
cross ïorganisational and 
cross-sector working in areas 
of mutual interest. 

- Consult and collaborate over 
enforcement issues 

- Carry out mutually beneficial 
joint operations targeting 
priority activities 

-  Regular meetings   with other 
LAs, HSE and other agencies 
take place 

- The authority has adopted the 
Wales strategy for H & S. 

- Establishment of 
memoranda of 
understanding and joint 
working agreements with 
stakeholders as determined 
by local need 

- Establish formal protocols 
on enforcement activity, 
information exchange joint 
working and resource 
allocation 

MoU must be signed 
individually by all 
participating agencies 
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Health & Safety Service Delivery 
 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
Policies & 
Procedures 

- Documented policies and 
procedures for enforcement 
activities  

- Document control system 
implemented and maintained to 
ensure documents reviewed at 
regular intervals or when 
changes to legislation and 
relevant guidance occur 

- Document control system 
audited internally on a regular 
basis 

 

- Document control system 
audited by an external 
organisation* 

*      External to authority 

2 
Resources - Provision of adequate number 

of competent inspectors and 
support staff to implement the 
H&S service plan  

- Provision of facilities and 
equipment to permit all 
activities associated with the 
service to be carried out 

-     Arrangements in place to 
ensure specialist legal and 
expert advice as required 

- Contingency plan in place  - Flexibility to recruit, utilise 
and monitor competent 
temporary staff  

- Scheme of prioritisation of 
investigation and 
enforcement activities in 
place 

- IT arrangements in place to 
make information available 
outside working hours 

- Contingency arrangements 
in place to source 
specialised equipment  

 

3a 
Intervention 
strategies 

 
Inspections  
projects and 
other 
interventions 

- All category A premises are 
inspected once/year 

- A programme of topic based 
interventions linked to HCW 
targets of reduction of injuries / 
reduction in ill health and HSE 
FIT3 programme is included in 
the service plan. 

- Revisits carried out in 
accordance with the Authorityôs 
policy 

- Consistency exercises 
undertaken at least once a 
year  

- Measures taken to ensure 
database is kept up to date 

- Details of the topic based 
interventions are included in 
the yearly action plan of the 
Wales Strategy. 

 
 

- Develop a pilot project with 
other LAs and/or HSE at 
least once every 3 years. 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

3b 
Education 

 
 
 
 
 
 
 
 
 
 
 
 
 

- A programme of educational 
activity is devised.  

- The programme is developed in 
consultation with relevant 
stakeholders and potential 
partners 

- The authority participates in 
events planned by other parties 
where this is appropriate and 
beneficial 

- The programme is based on 
a review of national priorities 
and local needs  

 

- The provision of at least 
one business seminar per 
year 

 

 

3c 
Provision of 
leaflets and 
other written 
information 
or advice 

- Stocks of third party leaflets 
available. 

- Procedures in place to ensure 
information is current and 
appropriate 

- Designated officer has 
responsibility for information 
materials stock control  

 

- Third party leaflets available 
in other languages to reflect 
the local ethnic profile  

- Reference made to HSE 
infoline and website in all 
communications 

 

- All information will be made 
available upon request in 
appropriate languages  

- Annual newsletter produced 
for local businesses  

- All information will be made 
available upon request to 
cater for hearing and sight 
impaired recipients 

- Partnerships developed 
with other agencies for the 
joint production of 
information/advice 
materials.   
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

3d 
Distribution 
of 
information 
and 
provision of 
advice 

- Information and advice 
available for callers from local 
authority premises 

- Information and advice 
available by post on request 

- Information and advice 
distributed during visits 

- Information and advice is 
displayed in a range of local 
authority premises and public 
venues 

- List kept of premises where 
leaflets displayed in order to 
ensure to ensure stock levels 
maintained and information 
kept up to date 

- Information and advice 
available by email request 

- Talks and presentations given 
to provide service information 

- Targeted distribution of 
specific information and 
advice material 

 

- Participation in a least one 
safety campaign per year 

- Regular use of media by 
officers and/or elected 
members to highlight issues 

 
 
 
 
 
 

 

4 
Health & 
Safety 
Service 
Requests* 

- Investigations prioritised on a 
risk basis 

- Response times: all   
commenced within timescale in 
LA policy  

- Response times: all   
commenced within 5 working 
days 

- Response times: all  
commenced within 3 
working days 

*Does not include 
petroleum licensing 

5 
Response to 
Accident / 
Incident 
Notifications 

- Procedures in place to retrieve 
notifications from the RIDDOR 
web site 

- Respond to the notification in 
accordance with the severity of 
the accident / seriousness of 
the incident 

 

- Accident investigation criteria 
in place 

- Arrangements in place to co-
ordinate an out of hours 
response based on severity 
of incident and risk of further 
injuries. 

- Documented and auditable 
response trail 

 
 

- Where appropriate links 
into the Authorityôs 
emergency plan 

- 24 hour service 

 

6 
Lead 
Authority 
Principle 

- Authority will liaise with the 
relevant lead authorities as 
necessary   

- Lead Authority to ensure 
details on HELA LAU website 

 

- Formal lead authority 
agreements in place. 
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Monitoring & Review 
 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
Quality 
Assessment 

- Measures taken to assess the 
quality of the authorityôs 
service. This includes any 
relevant monitoring 
arrangements to assess 
performance against the 
section 18 guidance, and EMM 
guidance 

- The quality assessment 
measures are audited 
internally  

 
 

- The quality assessment 
measures are audited by an 
external organisation 

 

 

2 
Service Plan 
Monitor / 
Review 

- Plan monitored periodically 
throughout year and action 
taken if required 

- Plan reviewed internally on an 
annual basis 

- Variation from service plan 
identified 

- Areas of improvement and 
necessary remedial action 
identified and included in plan 
for current year 

- Service Plan reviewed by 
Members  

 

- Service Plan reviewed with 
relevant stakeholders 

 

 

3 
Communicati
on and 
feedback 
from 
stakeholders 

- Documented procedure to 
address complaints about the 
service 

- Arrangements in place to 
respond to stakeholder 
comments as they arise 

- Staff informed about 
stakeholder feedback 

- Stakeholder satisfaction 
questionnaires undertaken on 
a periodic but ongoing basis 
for all inspections. 

- Returned questionnaire 
results reviewed and acted 
upon  

- Letters or report forms sent to 
stakeholders encourages 
feedback regarding service 
quality 

 

- Procedure to address 
complaints about the 
service available on the 
authorityôs website 
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Housing (Enforcement) Inspection 
 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
 
 

Service 
Demand 

- 90% of Responses within 7 
days 

- Reactive service only 
- Appointments offered 

- 90% of Responses within 5 
days 

- Limited inspection 
programme 

- Publicise availability of 
service 

- Database of rented properties 
- Information leaflet available.  
- Information provided on web 

pages. 

- 90% of Responses within 3 
days 

- Planned inspections 
- Risk Assessment  
- Appointments confirmed in 

writing 
- Landlord Newsletters 

produced  
- Landlord Forum 
- Customer satisfaction 

survey analysed annually 

 

2 
 
 

Resources - Sufficient resources are 
provided to allow statutory 
functions to be undertaken. 

- Assess workload and allocate 
caseloads to individual officers 

- Appropriate hardware and 
software to serve the needs of 
the department are made 
available. 

- Provide sufficient resources 
to ensure staff qualified and 
competent to work across a 
broad range of functions to 
allow for change in service 
demand. 

 

- Review arrangements to 
ensure equitable caseload 
arrangements. 

- Arrangements with other 
statutory authorities are 
formalised by protocol (e.g. 
Memorandum of 
Understanding or similar) 

- Financial information is 
recorded and monitored on 
assessment and inspection 
costs. 

 

3 
 
 

Inspection - File based recording 
- Paper based record of 

decisions 
- Recording of part one hazards. 
- Completion of WAG return. 
- All officers competent under 

HHSRS through external 
organisation. 

- Consultation with owners 

- Peer review for part one 
inspections.  

- Inspections recorded in 
database. 

- Advice service to 
prospective purchasers 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

4 
 
 

Post 
Inspection 

- No performance targets 
- Ad hoc arrangements with Fire 

Officers/planning /re-housing 
- Information letter to owners and 

occupiers 

- 90% of Inspection actioned 
within 28 days* 

- Established procedure for 
referral to Fire 
Officers/planning/re-housing. 

- 90% if inspections actioned 
within 14 days* 

- Notices served with 
Practice Notes 

- Other information given, 
e.g. leaflets on housing 
benefits,/tenancy 
relations/renovation grants 

* actioned means steps put 
in place to deal with any 
findings of the inspection as 
necessary eg service of 
notice, preparation of SoW, 
informal letter etc. 

5 
 
 

Notice 
Monitoring 

- End inspection completed (no 
time limit) 

- Record made on file. 
- Land charges notified. 

- Programme in place to 
monitor expired notices. 

- Written advice to builders 
provided. 

- 90% of End inspections 
within 28 days  

- Mid point visits 
- On site advice for builders 

on demand. 

 

6 
 
 

Enforcement - Adopted Enforcement 
Concordat 

- 90% of Information laid/ Works 
in Default commenced within 6 
months of offence 

- Officers trained in PACE to 
relevant standard for duties 
undertaken. 

- Corporate Enforcement 
Policy Adopted  

- 90% of Informations laid/ 
Works in Default commenced 
within 4 months of offence as 
appropriate. 

- Scheme of delegation in 
place. 

- Specific Housing Service 
Enforcement Policy 

- Case conferences 
- 90% of Information laid /or 

Works in Default within 2 
month of offence as 
appropriate. 

- Prosecution databse 
maintained 

 

7 
Illegal 
Eviction and 
Harassment 

- Respond to complaints about 
illegal evictions within one 
working day. 

- Information laid within six 
months of offence. 

- Referral protocol to support 
agencies 

- Information packs available to 
tenants and landlords 

- Legal training provided to 
staff. 

 
 

- Inclusion within Housing 
Enforcement Policy 

- Web based information for 
landlords and tenants 

- Case conferences held in 
appropriate circumstances 
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 Processing of Disabled Facilities Grants (DFG) 
 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
 
 

Resources - Sufficient capital programme 
and staffing resources are 
provided for inspection 
programme requirements, 
enabling mandatory duty to 
provide DFG, within mandatory 
timescales for approvals 

- Financial information on 
approval and completion costs 
is recorded on a suitable IT 
platform 

 

- Provide sufficient resources 
to permit alternative 
arrangements e.g. special 
investigations, cross case-
load working etc. AS ABOVE 

- Arrangements are in place for 
combining resources with 
statutory authorities and 
voluntary sector e.g. access 
resources from benevolent 
funding . 

 

- Arrangements with other 
statutory authorities and 
voluntary sector are 
formalised by protocol (e.g. 
Memorandum of 
Understanding or similar) 

 

2 
 
 

Initial Enquiry - Early preliminary test of 
resources 

- Information sharing between 
departments, particularly 
Occupational Therapists 

- Information pack provided 
- Web pages 
- Link with Care and Repair 

services 
 

- Single point of contact 
- Common information 

databases 
- Comprehensive menu of all 

options provided to client, 
including alternatives to 
adaptations e.g. relocation, 
Adapted Housing 
Registers, fast track minor 
adaptations, Care and 
Repair services 

- On line enquiry processes 
- Tailored advice for client on 

demand. 

 

3 
 
 

Assessment 
of Eligibility 

- Paper assessment based on 
client information carried out 
within a given timescale, 
including preliminary test of 
resources results 

 

- Joint visits in complex cases 
- Publish service standard for 

OT assessment and DFG 
survey 

 

- Multi Agency approach, 
referral mechanisms in 
place. 

- Regular review of 
communication links 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

4 
 
 

Decision on 
Reasonable/
Practical  

- Decision letter to client within 
agreed target times. 

- Joint visit by OT/Surveyor to 
review complex cases 

- Eligible works agreed on site 

- Clear information on 
alternative options, if DFG 
not reasonable or 
practicable 

 

 

5 
 
 

Application 
Process 

- Applications checked for 
completeness 

- Determination of formal 
application within target time 
scale 

- All applications determined 
within maximum 6 month 
statutory period 

- Policy to advise to engage a 
professional agent to supervise 
the DFG  

-  

- List of approved Agents 
provided 

- Comprehensive agency 
service available to all 
vulnerable clients. 

- Procedure for the delivery of 
DFGs 

 
 

- Comprehensive service 
available to all clients,  

- Multi Agency approach to 
ensure adaptations meet 
needs.  

- Policy outlining priorities 
and service standards. 

 

6 
 
 

Client 
Consultation 

- Engage with clients to inform 
them about the process. 

 

- Client notified in writing 
throughout process 

- Face to face meetings where 
appropriate 

- Regular contact by named 
person 

- Satisfaction surveys  
- Reviewing customer 

feedback, taking into 
account when reviewing 
services  
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

7 
 
 

Implementati
on of works 

- Advice provided about how to  
engage a building contractor 

- Payments made only on 
completion of satisfactory 
standard of work 

- List of bona fide contractors 
provided 

- Consultation with clients 
regarding standard of work. 

- Regular inspections and 
stage payments 

 
 
 

- Contract administered by a 
full Agency Service  

- Select list of contractors for 
DFG work, with full audit 
checks  

- Post completion checks on 
suitability and use of 
adaptation 

- Grant aid for warranty costs 
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 Houses in Multiple Occupation 
 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
 
 

Information  - Customer contact facilities in 
person and by phone. 

- Information leaflets 

- Comprehensive Web page 
- E-mail contact 

- Information packs 
- Builders practice notes 
- Interactive internet access 

for services 
 

 

2 
 
 

Stock Data - File based recording of stock 
data information 

- Paper based public register 

- Desk top collection of stock 
data 

- Shared data with other 
departments 

- Web based public register 

- Periodic stock surveys 
- Electronic Database 

 

3 
 
 

Strategy - Enforcement Concordat 
adopted 

- Licensing policy for Mandatory 
Scheme. 

- Service Plan 
- Return of WAG Performance 

Indicators. 

- Generic Enforcement Policy 
- Local Performance Indicators 

 

- Specific HMO Enforcement 
Policy adopted by Council 

- Corporate Working Group 
- Protocol for Management 

Orders 
- Licensing Policy for 

additional scheme as 
appropriate. 

- Procedure in place for 
revocation of licenses. 

- Evaluation of impact of 
licensing policy. 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

4 
Inspection 
Programme 

- Reactive service only - An inspection programme 
- Inspection targets 

- Planned inspection 
programme based on Risk 
assessment 

- Electronic database 

 

5 
 
 

Partnership - Adopted protocol with Fire 
Service 

- Membership of Landlord 
Accreditation Wales 

- Landlord Forum 
 

- Landlord newsletter 
- Higher Education Liaison, 

where appropriate 
- Landlords conference 
- Community involvement, 

including links with 
residents associations.  
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 Empty Properties 
 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
 
 

Information - Information booklet/leaflet - Information Pack 
- Empty Property Web Page to 

include corporate strategy 
- Empty Property Strategy 

Published 

- Publicity programme 
- Positive Local Press 

Releases 

 

2 
 
 

Enforcement - Enforcement Policy adopted by 
Council. 

- Statutory Intervention only 
- Reactive Service only 
-  

- Use full range of enforcement 
options. 

- Risk assessment protocol 

- Empty Dwelling 
Management Order 
procedure in place 

- Enforced sale procedure in 
place. 

- Protocol for Compulsory 
Purchase Orders 

- Protocols for action under 
s215 Town and County 
Planning Act &  s79 
Building Act 1984 

- Dedicated empty property 
officer 

 

3 
 
 

Financial 
Assistance 

- Advice only 
 

- Limited financial assistance - Targeted financial 
assistance to empty 
properties 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

4 
 
 

Partnerships - Ad hoc internal working 
arrangements 

 

- Link with National Agencies 
- Empty property working 

group of internal partners. 

- Coordinated approach with 
Key external agencies 
Empty property working 
group of internal and 
external 

- RSL partners leasing 
scheme. 

 

5 
Monitoring - Return of WAG Performance 

Indicators. 
 

- Empty Property Database - Recorded successes 
- Dedicated budget for empty 

properties 
- Link to corporate priorities. 
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Licensing  Processes and Procedures 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
 
 

Policy & 
Processes. 

Statutory Licensing Policies including 
Enforcement Policy approved and 
published. 
 
A scheme of delegation is established 
and approved. 
 
Documented procedures and process 
checklists established. 
 
Appropriate byelaws and licence 
conditions established. 

 
Licence fees and charges with 
discretionary element reviewed 
annually. 

Policy influenced by consultation with 
stakeholders 
 

Policy assessed for equality impacts. 
 

Policies available on authorityôs 
website. 
 
Comprehensive review of policy 
undertaken regularly and when 
changes in legislation and guidance 
occurs. 
 

Documented protocols for 
consultation established with 
responsible authorities 
 

Licensing Service Plan established 
and Published. 
 

Service publishes annual report on 
service provision. 

Regular management review of 
procedures and work practices 
carried out. 
 
Comprehensive business continuity 
plans prepared. 

Licences includes areas of 
work such as alcohol and 
entertainment, gambling, 
hackney carriage, 
charitable collections, street 
trading, animal related and 
miscellaneous licences. 

2 
 
 

Service 
Delivery 
Standards. 

Database established to maintain 
details of all licences issued and 
produce licences, statistics and reports. 
 
Service Targets are established for 
acknowledgement and correspondence 
response deadlines for applications, 
enquiries, requests for service and 
determination of applications. 
 
Licence applications determined within 
service delivery targets. 
 
Formal Council Complaints System in 
Place 

Database records visits, complaints 
and enforcement history of licensed 
premises /vehicles /persons. 
 

Systems are in place to audit and 
report on compliance with service 
targets 

Applications for licence can be 
made on line on the internet. 

Service delivery targets will 
differ between authorities to 
reflect different licensing 
requirements. 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

3 
Availability of 
advice & 
information. 

Staff available and trained to assist 
applicants at reception and by phone in 
accordance with established service 
targets. 
 
Application forms and guidance notes 
available. 
 
Provision of material in English and 
Welsh on request. 
 
Applications determined and applicant 
advised within specified target period. 
 
Licensing registers maintained and 
available for public inspection. 

 

Detailed information packs and 
application forms available on 
Internet. 
 
Summary of Licensing Registers 
made available on Internet. 
 
Service users provided with 
feedback mechanisms. 
 
Responsible Authorities notified of all 
applications. 

 

Full bi-lingual service available to 
e-government standards. 
 
Public education and compliance 
campaigns carried out. 

 

Availability of advice & 
information. 
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Licensing Compliance Monitoring and Enforcement 

 

 

 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
 
 

Compliance 
Monitoring 

Training needs analysis conducted for 
all licensing staff. 
 
All staff properly authorised in writing. 
 
Licensing staff enabled to work outside 
normal office hours to monitor licensing 
activity. 

Training records maintained and 
regularly reviewed. 
 
Internal staff development programme 
implemented and maintained 
 
Licensing officers enabled to attend 
UWIC or equivalent licensing 
Courses. 
 
Enforcement staff work flexible hours 
to be available at peak licensable 
activity times. 
 

Externally accredited staff 
development programme 
implemented and maintained 
 
Enforcement staff trained to 
advanced investigator standards. 
 
Officers work in accordance with an 
established shift pattern. 

 

2 
 
 

Enforcement 
Procedures 

System of risk assessments in place to 
establish enforcement framework and 
priorities. 
 
Service Targets are established for 
inspections, processing complaints, 
reporting for prosecution and 
notifications. 
 
Systematic during activity monitoring 
Inspections and checks of premises, 
vehicles and persons carried out. 
 

Stakeholder involvement in 
establishing enforcement and risk led 
priorities. 
 
Documented enforcement procedures 
and processes established. 
 
Documented protocols for 
enforcement established with 
responsible authorities. 

Compliance statistics are monitored 
and reviewed to feed into risk 
assessment process. 
 
Protocols established for obtaining 
expert technical advice when 
necessary. 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

3 
Compliance 
Processes 

Service requests involving complaints 
about licensing service providers 
receive initial response within 5 working 
days. 
 
Appropriate enforcement action taken in 
respect of all incidents of non 
compliance. 
 
Service targets are established for level 
of enforcement and compliance activity. 
 

All disciplinary action to be assessed 
against enforcement policy, CPS 
Code of Practice and Better 
Regulation Guidance.  
 
Monitoring of enforcement action 
undertaken to assess equality impact. 
 
Multi-agency partnership approach to 
compliance monitoring adopted.  
 

Range of non statutory sanctions 
adopted to promote compliance 
such as taxi driver penalty points 
systems. 
 
Reward schemes adopted to 
promote compliance. 
 
 

Disciplinary Processes 
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Sewer Baiting 
 

 

 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
 
 

 
Resources 
 
 
 
 
 
 
 

 Sufficient resources made 
available 

 Assess workload and allocate 
caseloads to individual 
officers/contractors 

 Financial information is 
recorded and monitored on 
assessment and inspection 
costs 

 Provide sufficient resources 
to permit additional services 
eg reactive works (not pre-
planned) and advice services 

 As good standard  

2 
 
 

 
Planning the 
sewer baiting 
programme 

 Prepare a paper map that 
identifies and numbers the 
chambers in a geographical 
area to define sewer baiting 
programme 

 Using a paper sewer map plot 
surface rodent complaints in 
relation to the drainage 
system and define the sewer 
baiting programme area 

 Using a GIS application plot 
surface rodent complaints 
in relation to the drainage 
system and define sewer 
baiting programme area 

 

3 
 
 

Sewer baiting 
programme 

 Test bait 10% of chambers (but 
not less than 50 in number) in 
programme area 

 Revisit after 7 days and where 
test bait taken re-bait with 
appropriate poison 

 Re-visit after 7 days and 
where there are takes re-bait 
that and adjacent chambers 
with and continue every 
seven days until take activity 
for that area falls below 5% 

 Revisit after 7 days, where 
test baiting shows greater 
than 15 % takes, bait 100% 
of the chambers in the 
programme area 

 Where there are takes re-
bait and continue every 
seven days until eradication 
is achieved 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

4 
 
 

 
Documentation 

 

 A record sheet should be 
produced that clearly states 
baiting and take activity for 
each and every numbered 
chamber 

 

 A computerised record should 
be produced of baiting activity 
for each and every numbered 
chamber 

 

 A computerised record of 
baiting and take activity 
should be produced and 
linked to the GIS 
application used during the 
planning stage 
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Health and Safety 
 

 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
 
 

Handling of 
pesticides 

 Use of approved pesticides in 
accordance with COSHH. 

 Hazards to health clearly 
identified by recorded risk 
analysis 

 Regular review of product use 
including operator feedback 

 Monitoring of absence to 
identify correlations with 
product handling 

 Health surveillance 
procedures with regular 
planned medical 
examinations as part of a 
formal occupational health 
programme 

 

2 
 
 

Storage and 
Transport 

 Secure containment in well 
maintained manufacturers 
packaging 

 Natural ventilation and hand 
washing facilities 

 Purpose made individually 
sealed containers 

 Separate office 
accommodation 

 Sealed bulkhead vehicles 
ensuring separation of 
operator from storage of 
pesticides 

 Forced ventilation to sealed 
storage areas, including 
vehicles 

 Shower facilities available 

 

3 
 
 

Public Safety  Verbal advice to customer of 
full treatment details, including 
product safety and antidote 
requirements 

 Operators provided with 
appropriate inoculations for 
working conditions 

 Written advice specific to 
treatment and contact 
number in case of emergency 

 Confirm acceptance of 
written advice to recognise 
understanding and 
encourage customer 
feedback 

 

4 
Training  Operators trained to RSH 

certificate (or equivalent) 
standard at time of appointment 
or within six months of 
appointment 

 Internal staff development 
programme implemented and 
maintained 

 
 

 Documented training 
programme with regular 
attendance to 
externally/professionally 
organised courses 
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Methodology 
 

 

 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
 
 

Clearly 
stating the 
service 
offered and 
its conditions 

 On request for service the client 
should be told 

- what treatment is offered for which 
pests, and 
- the price terms of payment (if 
applicable ï including other LA 
departments), and 
- approximately when the treatment 
will be carried out 

 On receiving a request for a 
service which is not offered the 
receptionist/call handler should 
advise client to contact private 
pest control company or 
purchase commercial available 
products themselves 

 Response times: 90% of 
treatments carried out within 10 
working days 

 The client will also be told: 
- the day and time the treatment 
will be carried out, and 
- the precautions to be taken 
before and after treatment 

 Infestations of food premises 
referred to Food Safety 
Teams 

 Response times: 90% of 
treatments carried out within 
5 working days 

 A leaflet should also be 
produced explaining the 
services offered.  It shall be 
published in the local press 
and Council 
communications and made 
available at LA offices 

 Response times: 90% of 
treatments carried out 
within 3 working days 

Response times only relate 
to pests of Public Health 
significance i e rats, mice, 
cockroaches, bed-bugs & 
fleas 

2 
 
 

Logging 
requests for 
service 

 All requests for service 
immediately logged onto a 
complaints management 
system and record 

(a) date received 
(b) target response time 
(c) client details 
(d) times of access 

a. The complaints 
management system shall 
be computerised 

b. Work shall be 
allocated daily to PCO with a 
job sheet and advice note to 
be given to the client 

 PCO shall be available on 
mobile phone or radio to 
receive calls when 
emergency response 
required 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

3 
 
 

Giving pre 
and post 
treatment 
advice 

 Receptionist/call handler 
advises client how to prepare 
for treatment on request for 
service 

 The PCO verbally advises the 
client of where the pesticide 
has been deposited and what 
safety precautions should be 
taken 

 The PCO hands a written 
advice note to the client 
specifying safety precautions 
and what to do in the event of 
contact with or ingestion of 
the pesticide 

 The client is asked to sign a 
job sheet prior to 
commencement of the work 
to acknowledge that they 
have received and 
understood the service 

 

4 
 
 

Determining 
what 
treatment to 
provide and 
safely 
executing it 

 The PCO shall identify the pest 
and decide what pesticide to 
use and where to place it 

 The PCO surveys to site to 
identify species, source and 
extent of the infestation 

 The PCO assesses whether it 
is safe to treat 

 If so, an appropriate pesticide 
is selected and applied in 
accordance with 
manufactures instructions 

 The client is asked to sign a 
job sheet prior to 
commencement of work to 
acknowledge that they have 
received and understood 
the advice  

 

5 
 
 

Follow up 
visits 

 Revisits should normally only 
be made where treatment has 
been ineffective 

 Follow up visits are necessary e 
g for rodent treatments to re-
bait and to collect spent bait 

 To prevent resistance to 
rodenticides developing 
rodent infestations shall be 
baited to extinction 

 All spent bait and accessible 
corpses shall be collected 
and properly disposed of, or 
all reasonable attempts made 
to provide this service 

 As Good Standard  
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

6 
 
 

Logging 
Action 

 PCO records job details: 
- date of treatment 
- pesticide used 
- location of bait 
- unusual occurrences 

 Administrative staff reconcile 
job sheets with receipts and 
fees received on completion 
and log actins on computer 
database for performance 
monitoring 

 Computer records used to 
generate invoice, monitor 
receipts and for time 
recording and stock control 

 Accounts audited 

 

7 
 
 

Monitoring 
Performance 

 Performance compared 
annually to Local Performance 
Indicators 

 Performance compared 
annually with Local 
Performance Indicator and 
Benchmarked Standards 

 Performance compared 
monthly with Local 
Performance Indicators and 
Benchmarked Standards 

 

8 
 
 

Service 
Review 

 Service reviewed if Local 
Performance Indicators not 
reached 

 Service reviewed and 
modified in response to 
problems or new initiatives 

 Service scheduled for a 
review at least annually and 
updated to achieve best 
practice 
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Land Contamination - Inspection 
 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

 
1 
 

Contaminôd 
Land 
Inspection 
Strategy 

 Inspection Strategy adopted which 
meets requirements of Statutory 
Guidance. 

 

 Inspection Strategy subject to 
consultation. 

 

 Inspection Strategy reviewed 
every 4-5 years and subject to 
consultation  

 

Some considered that this 
was only min std and 
anything else poor. 

2 
 
 

Site Selection  Potential sites are risk assessed 
and ranked in accordance with 
adopted Strategy. 

 Sites are selected on the basis of 
prioritisation criteria and 
subjected to a detailed risk 
assessment. 

 Desk study completed to inform 
site selection. 

 

3 
 
 

Steering 
Group 

 Steering Group established to help 
direct investigation. 

 Steering Group has multi-agency 
membership (involvement) and 
includes consultant/assessor 
when appropriate. 

 Steering Group members are 
fully consulted on all key 
aspects of the site investigation 
and communication processes. 

 

4 
Communicati
on 

 Key Stakeholders including 
occupiers and owners are identified 
and kept informed throughout the 
site investigation process. 

 A communication strategy is 
adopted. 

 A comprehensive 
communication strategy is 
agreed and implemented with 
Steering Group members to 
fully address the stakeholdersô 
requirements and media 
management. 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

5 
Site 
investigation 

 Looks at key source areas for 
contamination. 

 Considers all potential 
contaminants of concern using 
Guidance & Industry Profiles. 

 Staged SI with DQRA.  

6 
Consultant/ 
contractor 
selection and 
evaluation 

 Have procedure for selection and 
evaluation. 

 Review contractor database 
regularly. 

 Have process for retaining 
contractor for planned works 
and emergency contingency. 
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Land Contamination  - Planning Consultation 
 

 

 

 

 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
Consultation 
with 
development 
control 
regarding 
Land 
Contaminatio
n implications 
of proposed 
development. 

 Ensure lists of all planning 
applications are made available to 
case officers dealing with land 
contamination. 

 

 All planning application lists vetted 
for possible land contamination 
issues. 

 

 Appropriate observations made 
when past land use/history 
indicates possible contamination. 

 

 Observations to be included 
verbatim in planning officers report. 

 

 Send observations to planning 
section within 21 working days of 
lists being received with Pollution 
Control Team.  

 

 Observations made on 98% of 
applications within 21 working 
days of receipt of application by 
Pollution Control Team. 

 

 Provide guide for developers re: 
investigation of contaminated 
land. 

 

 Attend planning committee to 
provide advice. 

 

 Use agreed standard planning 
conditions developed by National 
Land Contamination Working 
Group. 

 

 Standard advice note in respect 
of contaminated and unstable 
land to appear on all decision 
notices where there is a more 
sensitive change of use or 
change in building foot print. 

 

 Observations on 100% of 
applications made within 21 
working days of receipt of 
application by Pollution Control 
Team. 

 

 Provide written advice to 
developer in conjunction with 
written guidance. 

 

 Use agreed standard planning 
conditions developed by 
National Land Contamination 
Working Group. 

 

Provision can be via hard 
copy or electrically via 
email or link to authority 
website. 
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Land Contamination  - Enquiries 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
Service 
demand. 

 Initial Response in 7 days. 
 

 Written confirmation of response 
within 20 working days. 

 

 Charging scheme. 
 

 Initial response within 5 days. 
 

 Written confirmation of response 
within 10 days. 

 

 Publicise availability of service 
and charging scheme. 

 

 Documented procedure for 
responding to requests. 

 

 Use of standard letters. 
 

 Initial response within 3 days. 

 Written response within 7 days. 

 Publicise availability of service. 

 Database of Historic land use 
with potential to cause 
contamination held on GIS. 

 Customer satisfaction survey 
analysed annually. 

 Customer satisfaction surveys 
should be analysed and action 
taken where possible to rectify 
problems resulting in negative 
responses. 

 

Response may be verbal. 
 
 
 
 
 
 
 
 
 
 
 

2 
Resources  Ensure all relevant staff are aware 

of the provisions of Environmental 
Information Regulations 2004 and 
Freedom of Information Act. 

 

 Sufficient resources provided to 
meet minimum standard. 

 Financial information regarding 
service provision and revenue is 
recorded and monitored. 

 Review charging scheme 
annually. 
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Drinking Water Supplies 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
Processing 
enquiries  

- Response within 7 working 
  Days and take sample if necessary *  
- Information or results sent to occupier 
- Sample taken where customer  
  complains about DCWW response 

- Immediate telephone 
  contact with supply owner 
  to convey results 
- Provision of advice in writing 
- Re-sample within 5 working 
  days and consideration of 
  remedial action 
- Acknowledge any notifications 
  by DCWW 

- Re-sample of failures within 
  3 working days 
- Immediate consideration of  
  remedial action for  
  notification of serious 
  sample failure posing threat 
  to public health 
- Discuss fully any óeventô notified      
  by DCWW 

*Respond means initial 
action 
 
DCWW ï Dwr Cymru 
Welsh Water 
 
 
 
 
 
 
 

2 
Sampling 
Procedure  

- Written procedure  
  communicated to staff including a  
  protocol for Lead samples 
 

- Procedure to include details 
  about charges for sampling and 
analysis 

- Procedure document is part 
  of Departmentôs Quality 
  Management System 
- Agree procedure for Crypto  
sampling from tap: occasional trial 
sample taken to maintain 
competence 

 

3 
Enforcement 
/ Policing 
Quality 

- Written enforcement policy formally 
approved by members and 
communicated to staff # 
- Review each DCWW  water supply 
zone report  on an annual basis 
- If a public supply is  óinsufficientô or  
 óunwholesomeô notify under section 79 
*  
-  Notify DWI / WAG if not satisfied with 
DCWW Response 
-  Maintain a current version of the 
Emergency IMT /OCT Plan and 
nominate trained officers   

-  Respond fully to any DWI  
   requests following any óeventô or 
   óincidentsô 
 
-   Inadequate powers to deal with 
    private water supply failures ï  
    awaiting draft regulations. Will  
    set performance standards in   
    the light of new powers 
 

-  Regular auditing by line  
   manager of the results of 
   sampling visits and re-visits 
 
-  Inadequate powers to deal  
   with private water supply 
   failures ï awaiting draft  
   regulations. Will set  
   performance standards in the 
   light of new powers  
 

# Policy can be generic to 
the Department 
 
DWI ï Drinking Water  
           Inspectorate 
 
*  Water Industry Act 1991 
 
WAG ï Welsh Assembly 
             Government 
IMT ï Incident Manager 
Team 
OCT ï Outbreak Control 
Team 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

4 
Communicati
on 
network 

- Ensure correct e-mail and phone 
  contacts with DCWW, DWI, CCDC etc 

 

- Attend liaison meetings with DCWW,  
  CCDC etc 

- Attend regular meetings arranged 
with local DCWW staff 

CCDC ï Consultant in  
              Communicable 
              Disease Control 

5 
Sampling 
regime / 
scope 

-  Some audit sampling of zones 
suspected of incidents / outbreaks 
- *80% of Private Water Category 2 
Supplies  to be sampled as per 
requirements of  Welsh Office Circular  
 68 / 91  

 

-*Procedures in place which 
  detail the sampling 
  frequency of Private Water  
  Category 1, Class F  
  Private Water Supplies 
  according to local  
  circumstances and risk 

 

-  * Programme of structured 
    audit samples taken from  
    each supply zone or class of  
    building use 

* Private Water Supplies 
  sampling will change with   
  new WAG Regulations 
* Programme could be    
  based on topical   
  parameter or local 
  risk (eg Lead) and should   
  be reviewed annually.  
  Building use refers to food  
  manufacturing or large   
  internal plumbing  
  systems 

6 
Data 
handling and 
provision of 
Information 

-  Maintain information  on water supply  
   zones, undertakings, relaxations and  
   improvement plans 
-  All relevant  information about 
   each private water supply entered into  
   public register in  paper or electronic 
   format  

- Information about private and 
  public supplies entered into  
  in house database 

 - Public register updated annually 
- stocks of third party leaflets 

 

- Publication of information 
  and advice on local authority   
  website with links to DCWW 
  and DWI 

 

 

7 
Education / 
Public 
Health 

 

-  Agree a programme  
   to provide accessible   
   mains fed drinking  
   water points in all 
   schools 

 

-  Establish an annual  
   programme of awareness 
   raising, about issues such as 
   Lead, at plumbing outlets in  
   partnership with DCWW, TS  
   and H&S   

 

- Establish a local water  
  sustainability programme on 
  consumption, reduction on use  
  of bottled water etc with  
  Partners 

 

TS ï Trading Standards 
 
H&S ï Health & Safety 
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Environmental Permitting Regulations (EPR) 
 

 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
Identification 
of processes 
and 
installations 
 

Liaison with development control to 
ensure consultation on possible new 
installations 
 
Respond to complaints from such 
operations 

Visit  identified new installations within 
district to verify compliance 

Survey district to identify illegal and 
/ or new processes 
 
 
 
 
 

AQ Note already available 
giving guidance  

2 
Regular 
inspection of 
processes 
and 
installations 
 

Visit frequency as determined by Risk 
Based approach. Minimum of one visit 
per annum 
 

As Good Standard Visit frequency as determined by 
Risk Based approach. Minimum of 
one visit per annum 
 

Regulation must in 
accordance with national 
guidance and current 
atmosphere of better 
regulation 

3 
Determinatio
n of 
applications 
within 
statutory 
timescale 
 

Determination within 
4 months of duly 
made application 
 
2 weeks where specified 

Determination within 
3 months from duly 
made application 
 

Establish 
determination 
targets within 
statutory framework 
to minimise period 
 

 

4 
Interpretation 
of monitoring 
results  

Verify results 
received comply with 
Permit requirements within 2 weeks 
 

Set  conditions when drafting permits 
to ensure accurate representative 
data capture 
 
 
 
 

Prepare lists of relevant 
independent experts to advise on 
emissions reports 
 
Carry out off-site monitoring 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

5 
Controlling 
Operations 
and 
significant 
changes 
 
 
 

Issue enforcement 
and variation notices 
in line with statutory 
guidance 
 

Maintain regular contact with 
operators to ensure 
pre-notification of 
changes requiring 
variation  
 
 

Develop, implement 
and publish 
enforcement protocol 
 
 

 

6 
Cost 
accounting 
system for 
pollution 
control 
activities 
 
 
 
 

Manual systems in 
place to determine 
activity time 
recording and 
auditing systems 

Computerised 
systems to 
determine activity 
time recording and 
auditing 

Liaise with operators 
to demonstrate 
adequate time 
recording and 
auditing systems  
to include  
- duration of visit and travel 
- Administration 
- Public register maintenance 
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Noise Control 
 
 

 

 

 

 

 
 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
Response 
time 

- Response within 7 working 
days 

- Response time within 3 
working days of notification 
days 

- Publicise availability of 
service 

- Response time within 24 
hours of notification, or 
immediate response for 
serious nuisance 

 

2 
Enforcement 
Policy 

- Written enforcement policy, 
formally approved by Members 
and communicated to staff 

 

- Policy is published and 
publicised to the public  

- Procedures in place to review 
enforcement policy  

- Monitoring results feeds 
into a continuous review of 
policy 

- Compliance with the current 
CPS and Cabinet Office 
guidelines are audited and 
reviewed and action taken 
to ensure ongoing 
compliance 

 

3 
Enforcement 
processes 
and 
procedures 

- Clear scheme of delegation of 
notice serving powers to field 
staff and authorisations within 
the authority is established. 
This is auditable, reviewed and 
communicated to staff 

 

- Detailed flowcharts of 
enforcement processes and 
written procedures available 
to all staff 

- Quick process for dealing 
with vehicle or premises 
alarms and for seizures 

 

- Compliance with 
procedures is monitored 
and reviewed or 

- These are guidelines in 
departmental Quality 
Management System 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

4 
Nature of 
response 

- Response by telephone or letter 
- All measurement equipment 

regularly certified and calibrated   

- Regular review of cases with 
customer informed of any 
decisions 

- Any type of contact officer 
available 24/7# 

 

- Adequate number of 
competent staff on 24 hour 
rota or on call system to 
attend on site 

 

# Contact officer may be 
any officer and not the 
investigating officer 

5 
Enforcement 
action 

- Offenders are reported for 
enforcement action in 
accordance with CPS Code of 
Practice for warnings, cautions 
and prosecutions 

 

- Range of enforcement ómixô 
actions considered and used 

- Equipment seized where 
appropriate 

 
  

- Enforcement actions are 
actively publicised and 
placed on Council web site 

- Process in place for 
seeking CRASBOs*  

*Could be part of 
community safety 
arrangement or prepared 
system with legal dept 

6 
Contact with 
Witnesses 

- Individual officer assigned to 
witnesses as contact 

- Scheduled regular and 
frequent contact and support 
for witnesses 

- Formal complaints procedure  
in place, published and 
publicised (for process or 
about council officers) 

- Follow up survey on sample 
of complainants on 
effectiveness of service 

- Revision of procedures 
following survey returns 
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Enforcement/Education 
 

 

 

 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

 
1 
 

 
Admin. 
Fouling 
Enforcement 

 Process in place to issue fixed 
penalty  notices 

 Follow up letter system 
established 

 Monitor and review issuing of 
fixed penalty notices 

 Computer statistics easily 
accessible on fines issued 

 Documented procedure for 
issuing Fixed Penalty Notice 

 Monitor and review against 
other comparable 
authorities i.e. 
benchmarking, and 

 Regular review with Legal 
Department of cases and 
failures to pay. 

 

 
2 
 

 
Training 

 Basic training in house on 
PACE and procedures 

 Recognised course to cover 
PACE and approach to 
offenders 

 Joint training initiatives with 
other LAs through liaison 
group 

 Involvement in National 
Dog Warden panel/liaison 
group 

 Training of other officers in 
LA in issuing Fixed Penalty 
Notices 

 

 
3 
 

  
Operation 

 Maps available showing dog 
control areas, where 
appropriate 

 Issue of ticket/caution for 
offences witnessed 

 More than two officers 
available for issue of fixed 
penalty tickets 

 Officers to work in pairs 

 Campaigns targeted at hot 
spots 

 Close liaison with other 
officers across the Authority 

 Stray collection service 
available outside normal 
hours 

 Programmed work outside 
office hours 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

 
4 
 

 
Education 

 Educational leaflets and posters 
available to the public on 
request 

 Enforcement officer provide 
advice and leaflets and talk to 
dog owners following return of 
dog 

 Dog wardens given 
presentation skills training 

 In-house videos and support 
materials available 

 Fixed displays 
libraries/display areas 

 Road Shows 

 Information on web page 

 Articles in press  
 

 School talks 

 Work with other groups on 
education e g Dogs Trust 
RSPCA, Housing and local 
charities 

 Talks to local groups 

 Work with dog training 
classes 
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Collection of Strays 
 

 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
 
 

 
Resources 

 Sufficient resources are 
provided for the collection of 
strays 

 Assess workload and allocate 
caseloads to dog wardens 

 Computer hardware and 
software to serve the needs of 
the department are made 
available 

 Clear charging scheme (where 
applicable) 

 Financial information is 
recorded and monitored on 
cost of service 

 Suitable and sufficient cover 
is provided if dog wardens 
are absent 

 Service is regularly 
reviewed and monitored 

 Customer satisfaction 
surveys record high levels 
of satisfaction with the 
service 

 Dog wardens available for 
the collection of strays out 
of office hours 

 

2 
 
 

 
Logging 
request for 
service 

 Maintenance of public record of 
stray dogs 

 All requests for service 
immediately logged into 
complaints management 
system 

 

 The complaint management 
system and public register 
computerised 

 System fully auditable 

 Dog wardens available on 
mobile phone or radio to 
receive calls when 
emergency response required 

 Public kept updated 
regarding lost found dogs 
via website and/or press 

 

3 
 
 

Kennel 
Standards 

 Kennels fully licensed by a 
Local Authority 

 Service level agreement in 
place between LA and kennels 
operator 

 Periodic review of SLA 

 Periodic discussions with 
Licensing Authority on 
suitability of kennels 

 Regular review of kennel 
provision, comparison with 
other providers 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

4 
 
 

Re-homing of 
dogs 

 Re-homing of dogs actively 
encouraged 

 Owners have access to 
information on public register 

 Kennels/Authority actively 
seeks/transports dogs to re-
homing charities rather than 
destroy after 7

th
 day. 

 No dogs other than 
sick/dangerous dogs to be 
destroyed 

 No dogs to be re-homed in 
area from where it is 
collected 

 

5 
 
 

Work to 
reduce dog 
straying 

 Liaison with agencies involved 
in this work (Police, Charities, 
Dogs Trust) 

 Timely response to requests to 
collect stray dogs 

 Actively searching for strays 
 
 

 Actively promote micro-
chipping 

 Neutering campaigns carried 
out/actively supported 

 Publicity campaigns and 
education work to reduce 
dog straying 

 School Talks 

 Partnership working in 
accordance with 
established memoranda of 
understanding 

 

6 
 
 

Training  Basic training on use of dog 
restraining equipment (in-
house) 

 Dog handling and behaviour 
training (in-house) 

 Internal staff development 
programme implemented and 
maintained 

 

 Staff have attended an 
accredited dog handling 
course and obtained a 
recognised qualification, 
and 

 National Technical Panel 
involvement  
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Health and Safety 
 

 

 

 

 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
 
 

 
Handling, 
Storage and 
Transport of 
chemicals 

 Chemicals used in accordance 
with COSHH 

 Hazard data sheet recording 
available 

 Regular review of product use 
including feedback from dog 
wardens 

 Monitoring of staff absence  

2 
 
 

 
Animal 
Welfare 

 Dogs transported so they are 
not in contact with other dogs, 
dog warden or any chemicals 

 Sealed bulkhead to vehicles 
ensuring separation of dogs 
and dog warden and any 
stored chemicals 

 Hand washing facilities 
provided at base and on 
vehicle 

 

3 
 
 

Training  In house training in health and 
safety, including manual 
handling, dealing with 
aggressive dogs 

 Attendance on recognised 
health and safety training 
courses 

 Regular review and 
monitoring of dogs wardens 
health and safety training 

 Dog wardens trained in 
First Aid 

 Dog wardens help train 
others on health and 
safety/handling of 
aggressive dogs, e.g. on 
education programmes  
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 Strategy and Policies 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
 
 

Strategic and 
collaborative 
consideration 

- Contribution of local environmental 
health services to CSS is assessed and 
included in strategy  
- Communicated to relevant officers  
- Attendance of relevant officers at 
Community Safety Partnership meeting, 
including steering group, operations 
groups, task and finish groups, project 
teams, etc.  
- Responsibilities under Crime and 
Disorder Act 1998 discharged in 
respects of Environmental Health 
services  

- Comprehensive procedures in place 
to review the contribution made by 
Environmental Health services  to the 
strategy 
- Preparation of action plan outlining 
relevant annual Environmental Health 
service targets   
- Identification of joint actions and 
shared outcomes with partners  

- Monitoring results, data analysis 
and customer feedback inform the 
continuous review and evolution of 
CSS  
- Integration of Community Safety 
Strategy with Community Strategy 
(plan rationalisation)  

 

2 
 
 

Enforcement 
policy 
 

- Written enforcement policy, formally 
adopted by Members and 
communicated to staff 
- Commitment to the principles of the 
Enforcement Concordat including 
effective communication to staff 

- Formal adoption of the Enforcement 
Concordat by the local authority 
- Policy is published and publicised to 
the public 
- Procedures in place to review 
enforcement policy are sufficiently 
comprehensive and detail the 
frequency and method of inspection 

- The enforcement policy is 
customer focused and consultation 
with stakeholders has been 
undertaken 
- Monitoring results feeds into a 
continuous review of policy 
- Compliance with the Enforcement 
Concordat is audited and reviewed 
and action taken to ensure ongoing 
compliance  
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

3 
 
 

Enforcement 
processes 
and 
procedures 

- Clear scheme of delegation and 
authorisations within the authority is 
established, auditable, reviewed and 
communicated to staff 
- Procedures established which cover 
basic enforcement practice 
- Systems in place for the publication of 
enforcement activity and results 
- Procedures endorsed by Community 
Safety Partnership - Protocols and 
procedures for risk assessing 
information and intelligence received 
- Protocols for the use of covert visual 
surveillance equipment  
- Protocols and procedures for 
protecting the identity of complainants 
and intelligence sources 
- Agreed protocols for the handling of 
covert human intelligence source 

- Procedures are established in 
consultation with stakeholders 
- Joint protocols negotiated and 
agreed with relevant partners and 
endorsed by  the Community Safety 
Partnership - Detailed flowcharts of 
enforcement processes and written 
procedures available to all staff 
- Compliance with procedure is 
monitored and reviewed with partners 
- Compliance guidance documents 
prepared 
- Protocols agreed to assist in 
protecting residents and witnesses 
from harassment 

- Detailed guidance covering full 
range of activities 
- Protocols established for obtaining 
expert advice when necessary 
- Annual report presented to 
Community Safety Partnership 
outlining joint enforcement activities 
and achievements  

 

4 
 
 

Anti-social 
behaviour 

- ASB policy communicated to officers  
- Procedures established which cover 
basic enforcement practice  

- Detailed flowcharts and of 
enforcement processes and written 
procedures available to all staff 
- Compliance with procedures is 

monitored and reviewed 
 

- Monitoring results, data analysis 
and customer feedback inform the 
continuous review and evolution of 
local policies and protocols  
- Implementation of CIEH/Home 
Office Toolkit (ñTaking Action ï 
Tackling Anti-social Behaviour)  
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 Planning for Prevention 
 

 

 

 

 

 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
 
 

Data 
Capture 

- Documented procedures for  receipt 
and response to service requests  
- Annual review of Environmental 
Health services activity is undertaken 
and included in local Crime Audit  
- Arrangements established to interpret 
data and statistics  to identify links and 
overlaps between routine 
Environmental Health service matters 
and community safety issues requiring 
multi agency solutions  
- Responsibilities under Crime and 
Disorder Act 1998 discharged in 
respects of Environmental Health 
services  

- Analyse service requests, 
investigation reports, crime statistics, 
etc to identify trends and ñhot-spotsò 
- Protocols developed for the sharing 
of data, information and statistics with 
partners 
- Environmental health activities and 
targets identified in annual 
Community Safety Action Plan 
- Develop and implement a 
performance management framework 
in relation to community safety 
targets, including performance 
indicators, targets, response times, 
service levels, etc. 
 

- Trend analyses undertaken and 
multi-agency collaborative projects 
initiated to tackle agreed priorities 
- 24/7 access to shared databases 
and information 
- Shared and interfaced data 
management, including 
presentation of incidents, crime 
statistics, verified complaints, 
premises details, etc, on GIS 
mapping software 
- Arrangements for the real-time 

reporting of incidents 

 

2 
 
 

Consultation 
with 
Development 
Control 
regarding 
community 
safety 
implications 
of proposed 
developments 

- Reply to consultation within 21 days of 
receipt 
- Environmental Health /community 
safety Comments to appear verbatim in 
Planning Committee Report 

- Establish consultation and response 
arrangements with community safety 
partners 
- Agree categories on which 
consultation will take place 
- Review and request items from the 
list of deposited planning applications  

- Agree planning policies in relation 
to environmental health linkages to 
community safety 
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Access to Services 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

 
1 
 

Access to 
Services 

- Protocols and procedures in place for 
the receipt and recording of service 
requests 
- Protocols in place for referring service 
requests to relevant partnership 
organisations  

- Arrangements in place for 24/7 
reporting of incidents and submission 
of service requests  
- Formal complaints procedures in 
place, published and publicised   

- Review by partners agencies on 
the effectiveness of procedures  
- Review of procedures following 
consultation with partner agencies  
- 24/7 access to shared databases 
and information 
- Arrangements of real-time 
reporting and information cascade  
to communities (e.g. electronic 
community notice boards, web 
access, mobile wireless connection, 
etc) 
- Presentation of incidents, crime 
statistics, verified complaints, 
premises details, etc, on GIS 
mapping software  
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Problem Solving 
 

 

 

 

 

 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
 
 

Nature of 
response 

- Discussion of case, evidential 
requirements and remedies/solutions 
with the complainant(s)/community 
- Referral to partner agency  

- Adoption and application of the 
SARA model (Scanning, Analysis, 
Response and Assessment)  
- Mechanisms developed and 
protocols prepared for referral of 
incidents and complaints to multi-
agency case conferences to negotiate 
agreed action plan  
- Protocols and procedures 
implemented for the use and sharing 
of evidence captured from community 
and partnership CCTV services  
- Integration with neighbourhood and 
street wardens, police community 
support officers and other ñaccreditedò 
officers  

- Review by partners agencies on 
the effectiveness of procedures 
- Review of procedures following 
consultation with partner agencies 
 

 

2 
 
 

Enforcement 
Action 

- Offenders are reported for 
enforcement action in accordance with 
CPS Code of Practice for warnings, 
cautions and prosecutions  

- Range of enforcement ñmixò actions 
considered and used  

- Consultation with stakeholders 
takes place on enforcement action 
procedures and the enforcement 
ñmixò of actions 
- Enforcement actions are actively 
publicised and promote better 
practice and public awareness  
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Communications  
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
 
 

Community 
Engagement  

- Identification of Environmental Health 
services issues arising from crime 
audits  
- Informing the community of actions 

- Analyse service requests, 
investigation reports, crime statistics, 
etc to identify trends and ñhot-spotsò 
- Community leaders identified and 
contact arrangements established  
 

- Community needs assessment 
undertaken 
- Information exchange and flow to 
the community through various 
delivery mechanisms (e.g. internet, 
newsletters, mobile telephones, etc) 
 

 

2 
 
 

Web services - Internet access available to all officers  - Detailed web site information 
available explaining the role of 
Environmental Health services in 
Community Safety, how to access 
services and service levels available  

- 24/7 access to shared databases 
and information 
- Arrangements of real-time 
reporting and information cascade  
to communities (e.g. electronic 
community notice boards, web 
access, mobile wireless connection, 
etc) 
- Presentation of incidents, crime 
statistics, verified complaints, 
premises details, etc, on GIS 
mapping software 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

3 
Awareness 
raising 

- Community Safety Strategy, action 
plans and targets communicated to 
officers  
- Annual review of contribution to CSP 
targets completed and reported  
- Annual training needs assessment of 
staff delivering Environmental Health 
services undertaken in relation to 
community safety, ASB, Envirocrime, 
etc.  
- Stock available of third party guidance 
and information leaflets 
- Responsibilities under Crime and 
Disorder Act !998 discharged in 
respects of Environmental Health 
services 

- Multi agency training events 
organised with partners 
- Briefing of and training of partner 
organisations undertaken 
- Production of an extensive range of 
subject specific documents 
- Basic contact information 
reproduced in appropriate language 
versions 
- Basic contact information 
reproduced to cater for hearing and 
sight impaired individuals  

- Communications strategy 
developed in relation to the role of 
Environmental Health services in 
community safety 
- Joint commissioning of training 
events by CSP 
- Community briefing arrangements 
identified and endorsed by CSP and 
appropriate member forum  
- Detailed information packs 
available in multi-lingual formats 
- All information is available to be 
reproduced in appropriate language 
versions 
- All information can be readily 
reproduced to cater for hearing and 
sight impaired individuals 

 

4 
Contact with 
witnesses 

- Individual officers assigned to 
witnesses as contact  

- Scheduled regular and frequent 
contact and support for witnesses 
- Post investigation contact with 
accused where prosecution does not 
result 

- Post investigation contact and 
support for witnesses  
 

 

5 
Links with 
partners 

- Contacts are maintained with 
members of the CSP to facilitate cross-
organisational and cross-sector working 
in areas of mutual interest  

- Membership of task and finish 
groups or multi-agency teams 
established as necessary to tackle 
defined projects and agreed problems 
- Monitoring and review proc  

- Regular reports to appropriate 
Member Forum of service activity 
and outcomes 
- Regular reports to CSP on matters 
of interest, identification of best 
practice and achievements  
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Student Training  

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
Student 
placements 
 

- Students taken on an irregular 
basis 

- Adopted departmental policy 
that students taken on 
programmed basis* + 

- Adopted departmental 
policy that student taken on 
annual basis 

* e.g. biannually, in rotation 
with Trading Standards 
+ includes offering part 
student placements 

2a 
Recruitment 
of students 
 

Student recruited /placed at end of yr 2 
of undergraduate course*  
 

- Students recruited  by 
Christmas of year 2 

- Students attend at placement 
during holidays  

- Students recruited prior  to 
commencement of 
undergraduate course 

-  

 

2b 
Recruitment 
of students 
 

- Masters route to qualification offered 
to suitable  existing staff only 

Masters students offered 
training post qualification 
only* 
 

- Adopted departmental 
policy of recruiting suitable 
candidates to undertake 
Masters degree 

*Where student not  an 
existing staff member 

3 
 
Sponsorship 
 
 
 

- Unpaid placements offered* - Paid placement for 3
rd

 year of 
degree course only, and/or 

- paid placement for practical 
training element of MSc and 
MSc distance learning option 

- Student sponsored for 
years 1,2 and 4, and/or 

- student sponsored for 
whole of MSc and MSc 
distance learning option 

*assign score of 5 if Min 
Standard exceeded. 

4 
 
Training 
Officer 
 
 

- Member of EH staff appointed 
as Training Officer   

- Student mentors nominated 
in each Section of the 
Department. 

- Training Officer is 
supported by a member of 
the Departmental 
Management team. 

- Officers within the Authority 
trained as ELP assessors 
and participate in ELP 
Mentoring Scheme. 

 

5 
Training 
Programme 

- Standard local authority 
induction process 

- Student arranges training 
programme informally with 
departmental staff 

- Local training supplemented by 
use of the DTSO 

 

- Departmental induction 
process in addition to local 
authority induction 

- Training Officer manages 
training programme with 
student and monitors 
progress 

- Training Officer has planned, 
regular meetings with student 

- Use of Student training manual  
- Programme of guided reading 

for each section (relevant 
statutes, case law etc) 

- Studentôs knowledge assessed 
when first joining section 

- Student undertakes a viva-
voce session with each 
Section of Service. Support 
and resources are made 
available to facilitate 
completion of ELP by student. 

* CIEH Accredited 
Universities Guide to Work-
Based Experiential 
Learning 
* e.g. Suffolk Coastal 
Student Handbook 
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Work Experience  
 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
Raising the 
profile of EH 
as a career 

- Careers  talks to schools as 
requested 

- EH Careers literature available 
at main council offices and 
libraries 

- Active engagement with local 
schools to promote EH career 
Promotion of CIEH Careers 
web site address and 
literature to local schools 

- Attendance at Careers 
Fairs 

- Engagement with local 
Careers Advice Service 

 

2 
Offering work 
experience 

- Work experience offered, but 
on an ad hoc basis. 

- Programme of work 
experience placements in 
place. 

- Use of CIEH/WHEHG Work 
Experience Package , with 
local amendments to pre-
advise student about  work of 
EH department 

 

- Work experience offered 
other than school students , 
e.g. non-EH graduates, 
careers changers etc  

- Department participates in 
work place initiatives e.g.  ï 
Bring Your Daughter to 
Work Day ó etc 

May be subject to local 
authority policy regarding 
offering of work experience 
to students under a 
specified age.  

3 
Work 
experience 
programme 

- Informal programme ï mix of 
theoretical and practical -
students taken out by available 
officers as convenient  

- Nominated member of staff to 
act as Work Experience 
Liaison Officer 

- Formal planned programme 
for work experience, covering 
whole range of EH functions, 
theoretical and practical  

- Programme reviewed 
annually and amended as 
appropriate. 

 

4 
Follow up - Informal feed back process in 

place 
- Student gives oral feedback 

at end of work experience 
- Results of feedback 

discussed with Training 
Officer and action points 
identified and actioned 

- Student completes 
feedback form 

- Results of feedback form 
discussed with Training 
Officer and action points 
identified and actioned 

- Work experience reviewed 
annually with participating 
schools and any identified 
issues addressed+ 

+ or as appropriate 
depending on number of 
students participating 
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Workforce Planning  
 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
Workplace 
Needs 
Analysis 

- Needs analysis carried out 
informally on ad hoc basis 

-  

- Formal programme of Needs 
Analysis carried out on 
regular programmed basis 
and Action plan derived to 
address identified gaps 

-  

- Appropriate action to 
address Needs Analysis 
gaps implemented 

- Needs Analysis Action plan 
subject to periodic review 
and update 

-  

 

2 
Workplace 
Skills 
analysis 

- Skills analysis carried out 
informally and on an ad hoc 
basis 

- Formal departmental skills 
analysis carried out on 
regular programmed basis 
and action plan put in place to 
address identified gaps 

- Appropriate action to 
address Skills Analysis 
gaps implemented 

- Skills analysis Action Plan 
subject to periodic review 
and update 

 

3 
Student 
retention 
policy 
 
 
 

- Graduate EHOs from local 
authority automatically offered 
interview for vacant posts on 
graduation 

- Suitable Graduate EHOs 
offered vacant posts with 
authority on qualification 

- Adopted departmental 
policy to offer graduate 
EHOs students trained 
within authority posts upon 
qualification 

 

4 
Staff 
Development 
Policy 

- Ad hoc shadowing and 
mentoring for career 
development  

- Staff encouraged to publish 
and/or give papers at 
Conferences and seminars 

-  

- Formal programme  of 
shadowing and mentoring for 
career development 

-  Staff secondment within the 
local authority supported 

- Staff supported to publish 
and/or give papers at 
Conferences and seminars 

- Staff encouraged to 
undertake relevant research 
projects and promote findings 

- Staff supported to 
undertake secondments to 
other local 
authorities/relevant 
organisations 

- Staff supported in 
undertaking relevant 
research projects and 
promote findings 
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Career Development and Progression 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
Staff Training 

Needs 

Analysis 

- Individual staf f define personal and 

job related training needs outside a 

formal training needs analysis 
programme  

- Training needs analysis for staff 

determined annually based on 

projected departmental need   

- Training needs analysis 

undertaken annually for each 

member of staff based on individual 
career aspirations 

 

2 
Professional 

Development 

- Membership of relevant professional 

body/ies a matter for individual staff  

- Membership of relevant professional 

bodies promoted. 1 
- Staff encouraged to attend meetings 

of professional body/ies 
- Staff  encouraged to progress 

through membership classes of 
professional body/ies   

- Membership of a relevant 

professional body a requirement of 
employment/career progression 

- Staff given time to attend 
meetings of professional body 

- Staff supported to take up 
appointments with professional 

body.2 

- Staff supported to progress 
through classes of membership of 

professional body/ies 

 
1 e.g. desirable in person 
specification. 
 

2 Unpaid posts on local 

committees etc 
 

3 
Training 
Provision 

( CPD and 
job related)  

- Training budget is available. 
- Staff given time during working hours 

to undertake professional development.  
- Ad hoc programme of in house 

professional training 

- Training and development 
programme to satisfy personal  

and service objectives is established 
annually and necessary resources 

identified. 

- Adopted policy of in house 
professional training, including trickle 

down training  

- Proactive programme of personal 
development training in place in the 

department- staff able to  access 
personal development training at 

any time 

- Department has an identified list 
of approved professional training 

courses and events which will be 
supported 

- Departmental training budget 
available to support personal 

development 

Relates to personal 
professional development,  
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

4 
Personal 

Development

*  

- Individual staff identify personal 

development needs outside a formal 

programme 

- Personal development plan 

interviews carried out annually ï 
development needs identified 
- Staff allowed personal development 

training during working time  

- Proactive programme of personal 

development training in place in the 

department- staff able to access 
personal development training at 

any time 
- Funding made available to support 

personal development 

* training and personal 

development not directly 

related to professional 
sphere e.g. Language  

skills, computer skills, first 
aid etc.  

5 
Leadership 
Development 

-  Staff attend in house management 
training sessions (managing 

performance, interviewing, conducting 

disciplinary hearings) at level 
appropriate for post and career 

progression.  

- Leadership competency framework 
adopted and applied. 

- Managers promote and engage in 

coaching and mentoring. 

- Leadership development 
programme in place. 

 

6 
Evaluation of 
Training and 

development. 

- Staff evaluate training and 
development and share/report on 

learning and development with 
colleagues. 

- Line manager evaluates training and 
development. 

 
 

- Line managers evaluate the 
application of training and 

development with staff at an 
appropriate interval post-training.  
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Organisational & Management Arrangements   
 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
Service 
Delivery Plan 

- Documented plan covering all the 
relevant port health functions. 
-Details the aims, objectives, monitoring 
arrangements and priorities for service 
delivery.  
-Plan may cross reference to function-
specific service delivery plans to avoid 
duplication 
-Approved by the relevant elected 
member forum 
-Updated when necessary and 
reviewed annually 
-Communicated and made available to 
port health officers, management and 
elected members. 
-Hard copy of plan available for access 
by public and other stakeholders 
 

-Electronic copy of plan available via 
e-mail and Authorityôs website 

-Plan available upon request in 
other languages and in a suitable 
format for sight impaired recipients 
 
 
 
 

 

2 
Policies and 
Procedures 

- Documented policies and procedures 
for the range of functions undertaken 
-Documented control system to ensure 
policies and procedures are reviewed 
regularly or following changes to 
legislation or guidance 
 
 

- Document control system audited 
internally on a regular basis 

-Document control system audited 
by peer review and/or an external 
organisation 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

3 
Enforcement 
Policy 

- Written Enforcement Policy referenced 
in the Service Delivery Plan 
-Policy approved by the relevant 
member forum 
-Commitment to Enforcement 
Concordat 
-Policy communicated to staff 
-Hard copy of enforcement policy 
available to stake holders on request 
 

-Formal adoption of the Enforcement 
Concordat by the Authority 
-Electronic copy of enforcement policy 
available via e-mail and Authorityôs 
website 
-Comprehensive review of policy 
undertaken regularly and when 
changes in legislation and guidance 
occur 

Policy is customer focused and 
consultation with stakeholders has 
been undertaken 

 

4 
Health and 
Safety 

- Written policy specifically covering the 
areas of jurisdiction / port activities and 
activities of the Authorityôs officers  
-Officers vaccinated against relevant 
diseases identified by the PMO. 
 

-H&S policy based on the APHA 
guidance 
 

-As óGoodô standard  

5 
Resources -Provision of adequate number of 

competent officers and support staff to 
implement the Service Delivery Plan 
-Provision of facilities and equipment to 
permit all activities associated with the 
service to be carried out 

-Flexibility to recruit, utilise and 
monitor competent temporary staff 
-Access to specialist legal and expert 
advice as required 

-Service provision available outside 
working hours including IT support. 
-Contingency arrangements in 
place to source specialised 
equipment and / or suitably qualified 
officers 
 

 

6 
Delegation 
and 
Authorisation 

- Documented procedure for the 
authorisation of officers (including port 
health & medical officers and temporary 
staff) based on their qualifications, 
training and experience. 
-Authorisations reviewed regularly in the 
light of changes in legislation, staff 
training and competency 
-Authority commitment to facilitate 
competency of its officers 
-List of authorised PMOs readily 
available and updated in a timely 
manner. 
 

-Documented assessments of 
competency undertaken to reflect 
changes in authorisation level 

-As good standard  
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

7 
Staff Training 
and 
Development 

- Documented training programme 
-Authorised officers and appropriate 
support staff adequately trained in the 
technical and administrative aspects of 
their work. 
-Training records kept.  
-Induction training to include H&S 
issues inc those imposed by port 
operators. 
 

-Internal staff development 
programme implemented and 
maintained 

-Externally accredited staff 
development programme 
implemented and maintained 

 

8 
Liaison with 
other 
enforcement 
agencies and 
organisations 

-Contact with appropriate enforcement 
agencies and other organisations with 
mutual aims for information exchange 
and effective working 
-Authority membership of APHA 
-Officer membership of the PH SIG 

 

-Attendance at Port Health Technical 
Panel, or Airport Liaison Group as 
appropriate,  at least twice a year 
-Contacts co-ordinated more formally 
ï e.g. working groups with other 
organisations to facilitate cross-
organisational and cross -sector 
working in areas of mutual interest 
 

-Establishment of Memoranda of 
Understanding and joint working 
agreements with stakeholders as 
determined by local need. 
-Attendance at APHA and PH SIG 
meetings. 

 

9 
Complaints 
Procedure 

-Complaint investigation prioritised on a 
risk-assessed basis.  Complaints posing 
a significant risk to health being 
responded to within 1 working day. 
-All complaints processed and 
responded to within 5 working days.  
 

-All complaints processed and 
responded to within 2 working days. 
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Food Controls 

 

 

 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
Imported 
Food (POAO) 

Documented procedure for detaining 
illegally entered imported food (POAO) 
and notifying HM Revenue & Customs. 
 

Arrangements reviewed regularly with 
HM Revenue & Customs.  
  

  

2a 
Imported 
Food 
(PNOAO) 
 
Obtaining 
and checking 
manifests 

-Documented procedure in place for 
checking manifest information. 
-At seaports 100% manifests received 
and  checked for all food imports 
-At airports arrangements in place to 
check manifest information for all food 
imports as far as practicable. 
 

-At seaports manifest checks 
completed within 1 working day of 
receipt.  
-Proactive notification systems in 
place e.g. copies of manifests 
forwarded by shipping agents or 
transit sheds (airports) 

-At seaports manifests 
received and checked in 
advance of arrival of food 
consignments 

 

2b 
Identification 
and detection 
of foods 

-All food consignments identified 
particularly all high risk / controlled 
foods. 
-Arrangements in place for suspect and 
targeted foods to be detained. 

-All food consignments identified in 
advance of arrival of food at seaports, 
and a.s.a.p. at airports. 
- Liaison arrangements in place with 
relevant stakeholders e.g. HM 
Revenue & Customs etc 
 

-Food product investigations 
commenced in advance of arrival of 
food at port. 

 

2c 
Provision of 
advice to 
importers and 
their 
representativ
es 

- Advice and information easily 
available during normal working hours.  

- Written, up to date, information on 
imported food issues available upon 
request. 

- Regularly updated information 
available on the web site, including 
information on high risk/ restricted 
foods.   
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

2d 
Documentary 
check 

- Commercial and official documents 
checked in accordance with product 
specific EU Decisions. 
-
where required. 
-Port Health Officers fully conversant 
with controls on the high risk and 
restricted foods. 
-Facilities available to allow officers to 
access FSA imported food website.  
 

-Commercial documents checked in 
advance of arrival of food where 
made 
available. 
 
 
 
 

-Officers able to access the FSA 
Grail system for information on 
imported foods.  
 

 

2e 
Physical 
Checks of 
foods 

- 
sampled on a risk basis. 
- Foods sampled in accordance with 
legislative and FSA requirements. 
-Official food samples taken and 
submitted to an accredited laboratory.  
-A record kept of the type of checks 
carried out. 
 

-Representative sampling of food 
consignments based on risk to health. 
 -Sampling programme developed 
and expanded to proactively detect 
foods 
which may be a danger to public 
health.  

-Participation in any local 
or national sampling 
programmes and 
contribution in their 
development to cover 
imported foods. 

 

2f 
Sample 
Results 

 Food sample results interpreted to 
determine appropriate action using 
recognised guidance. 

hours of receipt. 
Sampling information  guidance / 
standards available for importers 
(via website). 
 

 

2g 
Release of 
food for 
import 

- Satisfactory food consignments 
released as soon as practically 
possible. 
- Destination authority immediately 
notified of unsatisfactory samples for 
food not subject to holds/detention 
 

- 
following satisfactory results. Importer 
issued with  

- Results used to inform future 
sampling activity. 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

2h 
Rejection of 
food and 
issue of 
notice 

- Consultation with importer to agree 
course of action. 
-Notices issued for food consignments 
not complying with food law.  
 
 

-Records maintained of all 
notices issued. 

-Proactive provision of 
information and guidance to trade to 
prevent importation of 
non-compliant food consignments 
 

 

2i 
Destruction 
of unsafe 
food 

-Unsatisfactory foods destroyed in 
accordance with legislation and relevant 
FSA COP. 
 

- 
recovery of costs from the importer. 

  

2j 
Controlling 
re-export of 
unsatisfactor
y food 

-Arrangements in place for re-export of 
unsatisfactory food consignments 
where appropriate. 

- Consignment arrival agreed and 
confirmed with competent authority 
for the country receiving 
unsatisfactory food.  Such 
arrangements made in liaison with the 
FSA. 

-International system in place to 
track and approve movement of 
unsatisfactory food consignments. 

 

2k 
Notification of 
unsatisfactor
y food 

-Immediate notification to the FSA for 
potential issue of Rapid Food Alert. 
 

-Other UK ports or inland destination 
LAs notified immediately via APHA / 
FSA. 

  

3 
Shellfish - Membership of the Local shellfish 

Liaison Committee and Local Action 
Group. 
-Sampling protocols in accord with FSA 
requirements. 
-Procedures in place regarding shellfish 
movement, bed closures and 
investigation of illegal gathering.  
 

-Documented procedure in place for 
sampling and Classification Areas. 

-All officers received training 
provided by FSA, CEFAS etc. 
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Ship and Aircraft Controls 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1 
Identification 
of 
aircraft/vesse
l movements 

-Arrangements in place to identify 
vessel and aircraft arrivals, departures 
and movements. 
-Vessels arriving from foreign and home 
ports identified, including cargo being 
carried and responsible Shipping Agent. 
-Aircraft cargo identified and 
responsible Handling Agent. 
 

-As minimum on a daily basis. 
-All vessel movements identified 
including harbour craft, home-going 
vessels, pleasure craft, etc. 
 
 

-Access to vessel  / aircraft traffic 
information systems. 
 

 

2 
Boarding and 
documentary 
Check 

-Vessels boarded and prioritised in 
accordance with a written boarding 
policy  
-All relevant documentation checked 
regarding health and sanitation status. 
-Details recorded. 

-Copy of boarding policy provided to 
shipping agents 
-Access to WHO website (Weekly 
Epidemiological Reports) 
-Vessel boarded as soon as possible 
after arrival. 
 
 

-Boarding policy available on the 
Authorityôs website. 
-Shipping Agents routinely advised 
of relevant global communicable 
disease issues. 
 

 

3 
Inspection of 
vessels 

-All requests for sanitation certificates 
responded to prior to its departure. 
-Ship inspections undertaken in 
accordance with the FSA COP, APHA 
Toolbox and WHO Guidance. 
- 
inspected within 3 hours following 
requests by MCA. 
- Completed Vessel Inspection Report / 
Hygiene and Food Safety Report 
provided to Master, Shipping Agent and 
Shipping Company. 
-Food Safety Guidance available in a 
variety of languages. 
- Facilities available for sampling and 
analysing on-board potable, 
recreational and other water and food. 
 

-Requests for Sanitation Certificates 
responded to immediately. 
-Equipment provided for testing on-
board potable water chlorine levels. 
-Information provided on web site, 
regarding application for Sanitation 
Certificates, including charges, and 
inspection of vessels. 
-Health education advice provided 
including the distribution of relevant 
posters, 
booklets etc. 
 

-Out of hours service provided. 
-Participation in joint working 
exercises. 
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Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

4 
Adverse 
Inspections 
findings 

-  carry out 
necessary works / alter systems, 
practices etc. to remedy defects found.  
- Inspection report to distinguish clearly 
between recommendations and 
requirements. 
- Ship Sanitation Control Exemption 
Certificate annotated or Ship Sanitation 
Control Certificate issued as 
appropriate. 
-In the case of serious risk to health, 
MCA requested to attend in pursuance 
of the MOU. 
-Statutory Notice served if necessary. 
-Vessel revisited as necessary. 
-APHA / MCA / HPA Memorandum of 
Understanding periodically reviewed 
with local Marine Office. 
 

-Shipping Agent and Shipping 
Company advised in order for them to 
assist Master in remedial actions. 
-Findings communicated to other 
relevant organisations, e.g. PHAs, 
MCA. 
 
 

-PHA or equivalent organisation at 
next port of call advised of findings.  
(Ensure contact information details 
are available to all officers). 
 
 

 

5 
Documentati
on and 
monitoring 

- Records kept of ship inspection 
activities. 
- 
accordance with FSA COP either in 
written format or on IT database. 
-Records to be easily accessed 
-Data available to populate FSA LAEMS 
returns 
 

-Centrally held database maintained 
 

-Data available to populate APHA 
SIMS database. 
 

-Liaison with other PHAs to 
establish a national database using 
a common format. 
-Ensure that internal systems 
comply with the principles of ISO 
9002 or, equivalent quality 
management system. 
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Environmental Protection  
 
Pest Control 

 
Nuisance from Vessels  

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

1a 
Pest Control 
Shore side 

To inspect Port Health District on 
routine basis for evidence of rodents, as 
required by the Prevention of Pests Act. 

Where evidence of infestation is 
observed, person in control of 
premises instructed and advised of 
suitable pest control treatment. 

- Develop Good Practice Guide for 
operators to appreciate and 
manage problems of pest control. 
- Anticipate potential areas in which 
pest control problems may occur. 
 

 

1b 
Pest Control 
Airport Side 

To inspect airport district on routine 
basis for evidence of rodents and other 
vectors, as required by the Prevention 
of Pests Act. 
 
 

- Where evidence of infestation is 
observed, person in control of 
premises instructed and advised of 
suitable pest control treatment. 
- Liaise with airport operators 
regarding vector control. 

- Develop Good Practice Guide for 
operators to appreciate and 
manage problems of pest control. 
- Anticipate potential areas in which 
pest control and vector problems 
may occur. 
 

 

1c 
Aircraft 
Disinfection 

- Provide advice to Handling Agents if 
aircraft arriving from countries specified 
by WHO requiring disinfection 
- Procedures in place for disinfection of 
aircraft 

Provide advice to Airline Operators if 
aircraft arriving from countries 
specified by WHO requiring 
disinfection 

Annual monitoring programme set 
up to identify potential mosquitoes 
within the airport perimeter. 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

2a 
Permitted 
period 
Regulations 

- Routinely observe emissions from 
vessels in district. 
- Effective liaison arrangements in 
place, where appropriate, with Pollution 
Control Section for matters of a more 
complex nature.  

 Pro-active response to 
dark/permitted period regulations.  
Information provided for seafarers 
and port operators of their role in 
enforcement 

  

2b 
Noise 
Emission 

- Routinely observe emissions from 
vessels in district 
- Effective liaison arrangements in 
place, where appropriate, with Pollution 
Control Section for matters of a more 
complex nature. 

- Pro-active response provided for 
seafarers and port operators of their 
role in noise reduction. 
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International Catering Waste 

 
Shore Water 

 

 

 

 

 

 

 

 

 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

3 
Port Waste 
Facilities  

-  Knowledge of Port Waste Reception 
Facilities and mechanisms for the 
disposal of ICW. 
-  Liaison arrangements in place with 
other relevant enforcement agencies 
dealing with ICW disposal.  
 

-  Written advice given to Port 
Operators, Shipping Agents etc. 
 
 
 
 

-Regular liaison with Port 
Operators, Shipping Agents etc. 

 

Step 
 

Process Minimum Standard Good Standard Best Practice Notes 

4 
Shore Side 
Supplies 

- Written sampling plan for testing 
potable water from fixed hydrants and 
bowsers routinely used for supplying 
vessels and aircraft. 
- Bowser operators registered as food 
businesses on the authority data base. 
- Adverse mains-water results notified 
immediately to the water undertaker 
and port operator. 
-Action taken to remediate adverse 
bowser-water results. 
 

- Action plan agreed with water 
undertaker and port operator to 
resolve adverse water quality results. 

-Water Distribution Plan of the port / 
airport held by the Authority. 
- Comprehensive water sampling 
programme addressing all 
shoreside supply points. 
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