Regulatory Visits- How Well Do They Work For You?
Results from May 2007

Section A - Agencies who may carry out enforcement within your business.

1. There are numerous agencies that have responsibilities for ensuring regulations are complied with in the business community. Please select the
agencies with which you have had contact in the last two years.

Total| % of Total
Planning 8 30 < 1. Agencies With Which Businesses Have Had Contact
Health & Safety 17 63 -
Revenue & Customs 11 41 § 100
Fire Safety 10 37 2 &
OFSTED 2 7 2 0
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Other 4 15
Non respondent 0
Total 27

Additional comments
> Home Office and Immigration
> Rates officer x3

2. Listed below are some of the qualities that enforcement officers should possess. Please rate the importance of each quality against the scale.

Very important Not important
1 2 3 4 5

Total % Total % Total % Total % Total %|Non resp Total
Politeness 21 78 2 7 1 4 0 2 7 1 27
Approachability 19 70 4 15 2 7 0 1 4 1 27
Assertiveness 7 26 6 22 6 22 4 15 2 7 2 27
Knowledgable 20 74 3 11 0 0 2 7 2 27
Clear Communicator 17 63 4 15 3 11 0 2 7 1 27
Ability to answer
guestions 15 56 7 26 1 4 1 4 2 7 1 27




Very important

Not important

1 4 5
Total % Total % Total % Total % Total % |Non resp Total
Ability to make
decisions 13 48 6 22 3 11 1 4 2 7 2 27
Reasonable 19 70 4 15 0 0 3 11 1 27
3. Overall, please rate the same qualities based on your recent experiences. (Please tick the appropriate boxes on the scale below)
Commonly experienced Never experienced
1 3 4 5
Total % Total % Total % Total % Total %/| Non resp Total
Politeness 21 78 4 15 0 1 4 0 1 27
Approachability 17 63 6 22 1 4 1 4 0 2 27
Assertiveness 11 41 8 30 4 15 0 1 4 3 27
Knowledgable 13 48 11 41 0 1 4 1 4 1 27
Clear Communicator 15 56 8 30 3 11 0 0 1 27
Ability to answer
guestions 15 56 8 30 3 11 0 0 1 27
Ability to make
decisions 13 48 7 26 3 11 3 11 0 1 27
Reasonable 13 48 8 30 3 11 0 0 3 27
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Section B - Before the visit.
This covers awareness of the agency and the law which they enforce.

4. When you are visited by an officer, what are your first thoughts/how do you feel?

Total % Total
Annoyed 3 11 4. How Businesses Feel When Visited By An Officer
Nervous 3 11 S
Angry 1 4 @ 100
Proud 2 7 9 80 4
Scared 0 2
Panicky 1 4 @ 60 -
Apprehensive 10 37 o
Pleased 9 33 p 40 1
Calm 16 59 2 20
Challenged 4 15 % 0
Surprised 9 33 5 % ¢ z =T 3 % ¢ 3 £ 3 3 3 3 38
Worried 4 15 o - g 2 g £z g & g £ 3 s 8
Dismayed 0 Z 2 @ o 5 a T 3 = 2
Other 1 4 g ©
Non respondent 0

Total 27

Additional Comments

> Sometimes it is not a convenient time so when possible make an appointment to visit please.

> When officers arrive it is difficult if we are busy with clients. We can not leave our client and give the officer the time he needs to talk to us.

> Too much power to council officers with no regard to small businesses and the pressure we are under to meet all these new rules.

> No worries- am pleased as | can then ensure we are doing what is required to ensure we maintain an approachable and workable relationship.

> As a very busy person | find it can be quite annoying if someone turns up un-announced. | realise there are reasons for this but if you are dealing with the catering
industry you have to be time sensitive.

> The above depends on which officer is visiting!

> Have had conflicting information from different officers which is difficult as it often produces more work and makes me look a little disorganised.

> We try to maintain high standards and see regulatory visits as a means to check this.

> | will always welcome any agency into my business as it is our way of ensuring that we are working to standards and are within the law. It will always bring worry in
case of finding a fault or something overlooked that may carry a heavy penalty. | have extreme faith in my workforce and their ability if | didn't they wouldn't be
working with me in the first place. We always ensure we research new legislation and they ways it will affect us, knowledge is priceless! It is always a case of

working together, however scary enforcement may seem, if you ask for advice, they are usually open to that, despite what most people think they would actually
rather prevent then cure!



5. Some people are very wary, even frightened of visits by enforcement officers. Why do you think this may be?

Total % Total
Power of the officer 5. Reasons for Businesses to be Wary of Visits
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Lack of understanding
of enforcement
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Additional comments

> New legislation brought in of which the proprietor may be unaware.

> No understanding from officers- it is just black and white.

> 'Fear of the unknown' and automatic response to a 'person of authority' visiting. Having worked for such an agency, | have also seen it from the other side.

> Not all companies have the full support of their management or owners when it comes to ground level working. Most of the time it could be that it costs larger
sums to put things in place than it does to cure a problem later, although most seem to forget that damage to reputation is by far the biggest thing that brings down
most businesses. | had past experience with a previous employer and always vowed | would never do that when | had my own company, but as ever practice makes
perfect. Some officers do not give notice and can set the scene for shockwaves. They also may announce their visit but not what it will entail, which is a cause for
concern at times. | think it is always important to see all agencies as colleagues and that helps to calm the panic or fear.




6. How would you rate the importance of your own knowledge of the agency's role and the laws they enforce?

Total % Total
Very Important 13 48
Important 13 48
Neither 0
Unimportant 0
Very Unimportant 1 4
Non respondent 0

Total 27
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7. How knowledgable do you feel you are of the various agencies, their roles and the regulations they enforce?
Very knowledgable Know nothing
1 2 3 5
Non respondent Total % Total % Total % Total % Total % Total
3 11 12 44 10 37 1 4 1 4 27




8. Is there anything about the various agencies, their roles and the regulations they enforce that you feel you need to know more about?

> Who gives them the power of access and abuse?

> Immigration have set up a helpline which has been helpful and we now have access by telephone to advisors in the home office for further help. The officers that
visited were very helpful regarding new controls being brought in and new style paperwork that they were putting in place. CSCI have always been helpful to us and
we enjoy a good relationship with them. Inland revenue were less approachable but | don't think | will ever make sense of what they really want to achieve! We get
more help from our tax software supplier than we do from HMRC.

The fire service send us regular updates to ensure we comply with changing legislation, they also have a great advice line.

Section C - The Visit

9. When enforcement officers visit do they generally introduce themselves properly using official identifiation?

Total % Total

Yes 25 93

No 2 7

Non respondent 0
Total 27

10. Have you had any particularly good experiences?

> Yes, Rob Crouch from Health & Safety is particularly good as he gives very reasonable and PRACTICAL advice which is helpful to us as well as helping us to
comply. He is firm but fair, so you know where you stand and respect his opinion. We've alse had ideas on how to produce documents and record keeping to make
future visits easier to deal with both for Health & Safety and VAT.

> Yes, most have been helpful and explained misunderstandings etc

> When | have ever asked a question they have always got back to me.

> Understanding of situation faced and reasonable course of action taken to resolve.

> Very helpful gentleman from Wealden who helped us draft a Health & Safety Policy and Fire Reg. Policy named Mickey Ciara.

> Yes, the officers have always been polite & helpful in the past two years.

> Only just started having the visits.

> Polite, informative and willing to listen

> Evey visit has been constructive and informative

> | contacted the Environmental Health agency myself and invited an officer to visit to obtain information and advice.

> Most have been excellent from Environmental Health & Fire.

> All have been positive and helpful.

> Most end up helpful and | always learn something useful.

> Yes HSE from local council very helpful with a particular difficult problem.

> Great visits from CSCI- always very approachable, informative and good for advice. | know though from talking to others that this may be rare. Fire service were
great as well, spent valuable time with us and were wonderful with advice after the visit as well.



11. Have you had any particularly bad experiences?

> Have had three visits from depts over the years where we've been TOLD exactly what we need to do in no uncertain terms! This is fair enough if we need to
comply but gives us no opportunity to discuss ways of dealing with problems, doesn't help us with ideas and certainly doesn't make us look forward to the next visit.
Also had one or two occasions where advice seems to be contradictory so maybe now knowledgable enough officers or they need better communication skills?

> We have had bad problems with the zoo licensing but have solved all the problems.

> Bad experience when the officer's greeting was not 'hello’ but 'are you aware | can close you down?'

> Found them very helpful.

> Planning are dishonest. Health & Safety abuse of power.

> No- only CSCI changing each time.

> HMRC- not very approachable, not especially helpful and were determined to undermine what knowledge we had.

12. Overall how do you find most visits by officers?

Very Often Often Not Often

Total % Total % Total %]| Non resp Total
Structured 7 26 11 41 2 7 7 27
Ordered 8 30 8 30 4 15 7 27
Clear what they are
looking for 7 26 15 56 2 7 3 27
Disruptive 2 7 2 7 15 56 8 27

12. How Businesses Feel About Visits Overall
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13. How would you rate the quality of feedback you receive at the end of the visit, including information on what will happen next?

Total % Total

Excellent 9 33

Good 12 44

Satisfactory 3 11

Below expectations 2 7

Non respondent 1 4
Total 27

Additional comments

> Too much power, not enough knowledge.

> Had visit from Licensing Officers which was informal and unstructured, but purpose of visit was to meet us, give us oppurtunities to ask any questions and ensure
they are approachable and available to us.

> Was just told | won't see them again for probably 2 years so | gather they were happy.
> Always very informative and clear objectives are outlined for future.

Section D - After the visit

14. After you have had a visit from an officer, you should receive a certain level of 'after visit service'. Please rate how often you have
experienced the standards below by chosing from the list.

Very Often Often Not Often
Total % Total % Total %]| Non resp |Total

In plain language and
easy to understand 17 63 6 22 1 4 3 27

Are the differences
between legal
requirements and good
practice advice clearly
identified 6 22 14 52 2 7 5 27

Does correspondence
received accurately

reflect the feedback at
the time of the visit 8 30 13 48 2 7 4 27

Do you feel able to
contact the appropriate
officer for further help
and advice 18 67 3 11 3 11 3 27




Very Often Often Not Often
Total % Total % Total %] Non resp |Total
Are you offered the
means to discuss or
guestion any
requirements 10 37 10 37 3 11 4 27
Is it clear what will
happen next 12 44 11 41 2 7 2 27
Do you understand the
enforcement
procedures 7 26 13 48 3 11 4 27
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15. Do you have any further comments regarding regulatory visits and how they can be improved?

> If you have to ask questions like this then you have no hope of helping.

> Note- we have been in business for less than a year, so our contact with any officials of any agency has therefore so far been limited.

> All 'not often’ relate to CSCI.

> | think the tax office have some way to go, they always seem to come across aggressively and not really that interested in your enquiries. | think if | ever really had
a problem with any of their legislation | would be in trouble because | wouldn't want to approach them for guidance! | am lucky with my current back up systems
though.

Section E - Survey Comments

16. We are able to send surveys by post or email. Please chose which you would prefer.

Total % Total

Email 8 30

Post 18 67

Non respondent 1 4
Total 27

17. Do you have any feedback/comments regarding this survey?

> What a waste of time. Another waste of rates money.

> Like this survey, | feel it is just jobs for the boys! And a complete waste of time and money! (the rest of the survey was not completed)

> Will it make any difference? Who and how are officers monitored?

> You have no idea what you are doing in reltaion to small businesses.

> |t seems to be a tried and tested exercise and | hope my input is helpful. | think it is great that as businesses we are asked for input and if it helps some agencies
become more user friendly that will be great.



Regulatory Visits- How Well Do They Work For You?
Comparison of Results From June 2003 and May 2007

Businesses were given a list of some of the qualities that enforcement officers should possess and then asked to rate them based on how important

they considered each quality to be. (1 = Very important to 5 = Not Important)

Percentage of Businesses that Rated Each Quality as 'Very Important'
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Businesses were then asked how often they have experienced each of the qualities based on recent experiences.
(1 =Commonly Experienced to 5 = Never Experienced)

Percentage of Businesses that Rated Each Quality as '‘Commonly Experienced’
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Businesses do not appear

to have significantly changed
their opinions regarding the
qualities they consider to be
very important in enforcing
officers. In both surveys
assertiveness was voted very
important the least and
politeness was was highly voted
as very important.

This shows a clear increase in
the percentage of businesses
that have commonly
experienced each of the qualities
officers should possess.
Politeness is voted as

the most commonly

experienced in both surveys.



Comparison of Qualities Rated as 'Very Important' and Rated as 'Commonly Experienced' for June 2003 and May 2007
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This graph shows a comparison between the percentage of businesses that voted each quality as 'very important' and the percentage of businesses that voted
the same qualities as ‘commonly experienced'. Ideally, the qualities voted more often as 'very important' should also score highly with the number of
businesses voting it as '‘commonly experienced' (i.e the two bars on the graph for each quality should be fairly equal)

In the original survey all but one of the qualities had a higher percentage of businesses rating it as 'very important' than the percentage of businesses that

rated it as ‘commonly experienced'. This shows that businesses were not experiencing the qualities from the officers that they considered important as often
as they should have been.

There is more correlation between the qualities that businesses rated as 'very important' and ‘commonly experienced' in the recent survey than the one

conducted in June 2003. This is indicative of an increase in the level of service provided by agencies and the satisfaction of businesses with the visits
received.




Businesses were asked to chose what their first thoughts were and how they feel when visited by an officer.

How Businesses Feel When Visited By An Officer
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Some people are very wary, even frightened of visits by enforcement officers. Businesses were asked to vote why th

In the previous survey the most
common emotion experienced
was apprehensive, closely
followed by calm. However, in the
more recent survey the most
common emotion experienced
was calm. This may indicate

that businesses are more
comfortable with visits from
regulatory agencies.

ey thought this may be.

Why Businesses are Wary of Visits From Regulatory Agencies
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This shows that in both surveys
businesses have voted

the power of the officer and
sanctions available and the
complexity of legislation as the
reasons why businesses

are wary of visits from
regulatory agencies.




Businesses were asked to rate the importance of their own knowledge of the agency's role and the laws they enforce and how knowledgable
they feel they are of the various agencies, their roles and the regulations they enforce.
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This chart show that in

both surveys the majority of
businesses consider their
knowledge of the angencies

to be very important or important.

In June 2003 all the businesses
felt they had an average level of
knowledge or above. However, in
the recent survey, although the
majority of businesses felt they
had an average level of
knowledge or above, more have
rated themselves as knowing
nothing.



Businesses were asked how often they found visits to be structured, ordered, clear what the officer is looking for and/or disruptive.

How Often Businesses Experienced Visits to be of a Certain Nature
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Structured
In June 2003 the majority of businesses rated that their visits were structured 'very often'. However, this fell to just 'often’ in the recent survey.

Ordered

The majority of businesses rated their visits to be ordered 'often’ in the previous survey. In the recent survey the businesses voted the visits to be ordered

equally as 'very often' and 'often’'.

Clear what they are looking for
This category fell from the majority of businesses voting it as 'very often' in June 2003 to 'often' in May 2007.

Disruptive
In both surveys visits were rated as being disruptive 'not often'.




After a visit from an officer, a certain level of 'after visit service' should be received. Businesses were asked to rate how often they have experienced
certain standards. (Very Often, Often, Not Often)

How Often Certain 'After Visit Services' Have Been Experienced
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Key
A = In plain language and easy to understand
B = Are the differences between legal requirements and good practice advice E = Are you offered the means to discuss or question any
clearly identified requirements
C = Does correspondence received accurately reflect the feedback at the time
of the visit F = Is it clear what will happen next

D = Do you feel able to contact the appropriate officer for further help and advice G = Do you understand the enforcement procedures



In plain language and easy to understand
The majority of businesses experienced this standard 'often’ in the previous survey, but this increased to 'very often' in the recent survey.

Are the differences between legal requirements and good practice advice clearly identified
Most businesses rated this as occurring 'often’ in both surveys.

Does correspondence received accurately reflect the feedback at the time of the visit
The majority of businesses rated that correspondence 'often’ reflects the feedback received at the time of the visit in both surveys.

Do you feel able to contact the appropriate officer for further help and advice
In both surveys the highest percentage of businesses rated that they 'very often’ feel able to contact officers for further advice.

Are you offered the means to discuss or question any requirements

In the previous survey most businesses felt they were 'very often' given the means to discuss or question any requirements. However, in the recent survey it
was equal between 'very often' and 'often’.

Is it clear what will happen next
This has improved from the previous survey as the majority of businesses now feel that it is 'very often' clear what will happen after a visit.

Do you understand the enforcement procedures
This was experienced 'often’' by the majority of businesses in both surveys.

Conclusions

This study has shown that businesses have not greatly changed their opinions regarding the qualities they consider to be important in visiting officers. In both
surveys they considered assertiveness to be the least important of all the qualities, and this was the only quality that was rated more ‘commonly experienced'
than 'very important'.

In the recent study there is more correlation between how important businesses consider certain qualities to be and how commonly they experience them
during visits. This shows an increase in the quality of visits the businesses are now receiving.

Businesses rated the most common emotion felt before a visit as 'apprehensive’ in the previous study, but this was replaced by 'calm' in the recent study.
This is indicative of businesses feeling more comfortable and confident with regulatory visits. The reasons as to why businesses may feel wary of visits has
not greatly changed, with the complexity of legislation still being the most common reason.

Interestingly, the majority of businesses still feel their knowledge of angencies and the roles and the laws they enforce is very important or important, but
more businesses consider themselves to have a below average knowledge in the recent study than in the previous. So although businesses appear to be
more calm about the visits they receive, their awareness of the angency's roles etc appears to have decreased.

Businesses also appear to find recent visits less frequently structured and clear what the officers are looking for than in the previous study. However, more
businesses have found recent visits to be ordered than previously, and the majority of businesses still find visits are not often disruptive.

With regards to the 'after visit services', the frequency of each category experienced has either stayed constant or increased apart from how often
businesses are given the means to discuss or questions requirements made by officers, which decreased slightly. This shows that the majority of businesses
are either equally or more satisfied with "after visit service' received.





