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Meeting of: Shared Regulatory Services Joint Committee

Date of Meeting: Wednesday, 21 June 2023

Relevant Scrutiny 
Committee: Homes and Safe Communities 

Report Title:  Shared Regulatory Services Business Plan 

Purpose of Report: 
 To seek Joint Committee approval for the Shared Regulatory Services 

Business Plan 2023-24 

Report Owner:  Head of Shared Regulatory Services 

Responsible Officer:  Director of Environment and Housing 

Elected Member and 
Officer Consultation:  

Committee Reports – Legal and SRS – Accountant 

 Consultation with stakeholders has been carried out. 

Policy Framework: This is a matter for the Shared Regulatory Services Joint Committee 

Executive Summary: 

• The report sets out the process by which the draft SRS Business Plan for 2023/24 has been
developed

• The draft plan requires ratification by the Joint Committee and forms a part of the SRS Annual
reporting process set out in the Joint Working Agreement.
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Recommendations 
 

1. That the Joint Committee notes the content of this report and approves the SRS 
Business Plan for 2023/24.  

2. That the Head of the Shared Regulatory Service is authorised to make administrative 
amendments to the 2023/24 Business Plan should the need arise. 

Reasons for Recommendations 
1. The Joint Working Agreement (JWA) specifies (at clause 14) that each year, the Head 

of Shared Regulatory Services will develop a draft Business Plan under the direction of 
the Management Board.  

2. The purpose of the Business Plan, as specified by the JWA, is to update the information 
contained in the previous Business Plan; and to identify the proposals for service 
activities, business and financial objectives, efficiency targets, business continuity 
planning, risk management, indicative staffing levels and changes, performance 
targets, costs and income. The JWA further specifies that a draft Business Plan is 
submitted to the Joint Committee for approval, and that once approved, it is circulated 
to each participant authority’s Head of Paid Service. 

3. Authorising the Head of Shared Regulatory Services to make administrative 
amendments to the Business Plan will enable minor changes to be made, as and when 
needed during the year, without the need to bring the matter back to the Joint 
Committee. As well as reducing the burden on the Joint Committee this approach 
means that minor changes can be made promptly in response to any issues that arise 

1. Background 
 

1.1 The draft SRS Business Plan reflects the aspirations set out in each of the participant 
Council’s corporate plans, along with the national priorities agreed for Regulatory 
Services in Wales. Performance is monitored and measured with quarterly and 
annual reviews by the SRS management team and SRS Management Board. The SRS 
Business Plan seeks to ensure that the partner Councils continue to meet statutory 
requirements and to continuously improve service delivery.  

1.2 The draft SRS Business Plan has a ‘golden thread’ or ‘line of sight’ to the corporate 
priorities of the respective Councils. The strategic themes of the Shared Regulatory 
Service identify the areas of work that are delivered in support of these corporate 
priorities. 

1.3 In 2019, The Wales Audit Office recommended that the SRS Business Plan should 
contain a clear distinction between statutory and non-statutory services to ensure 
that statutory responsibilities and powers are weighed and prioritised appropriately 
alongside discretionary services. Schedule 4 to the Joint working Agreement contains 
the following text: 
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Some of the functions the Shared Regulatory Service will provide are legally 
mandated, statutory requirements: the role of the Weights and Measures authority, 
the duties under the Health and Safety at Work Act etc.  Others are optional, non-
statutory, but have been adopted to support the core Regulatory function and to 
support the corporate objectives of each partner Council: examples include, 
consumer advice, accreditation of landlords. 

The collaborative arrangement defines a Core Service in terms of ensuring public 
health, helping customers to access information and knowledge and in securing a 
safe, healthy, fair, environment.  This requires the use of both statutory and non-
statutory legislation to achieve service and corporate goals.  For example, 
Consumer Advice and safeguarding initiatives are non-statutory, but are an 
essential set of tools in protecting the vulnerable and vital in the achievement of 
other corporate goals. 

1.4 To meet the WAO recommendation additional commentary has been included in the 
plan, however achieving effective outcomes involves the use of many “tools” and 
often non-statutory functions are more potent in resolving challenges.  

This year, the Business Plan reflects the achievements of the Shared Service and the 
demands placed on it during 2022-23 as it moved on from the COVID response that 
dominated recent years and started to regain ‘business as usual’. The draft Plan has 
been the subject of limited consultation with SRS officers, senior managers at the 
partner Councils and a range of stakeholders.  

2. Key Issues for Consideration 
 

2.1 The draft 2023/24 Business Plan has been developed through the SRS business 
planning process to reflect the input of Officers and Team Managers, while at the 
same time acknowledging at a strategic level, the need for our work to respond to 
local, regional, and national agendas; as well as to global events as and when 
required. The draft Plan presents a realistic acknowledgement of the challenges and 
resource limitations within which SRS will deliver essential services. There is broad 
support for continued use of the existing four strategic themes namely:  

• Improving health and wellbeing 

• Safeguarding the vulnerable  

• Protecting the local environment 

• Supporting the local economy 

All of which are underpinned by a fifth strategic priority, that of Maximising the use 
of resources 

2.2 The 2023/24 draft Plan, like those previously approved by the Joint Committee, sets 
out the services provided by SRS, providing an indication of the activities planned for 
the 2023/24 period, the financial projections for the year, and a review of 
performance for 2022/23. 
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2.3 The Plan contains proposed service improvement targets aligned with the Wellbeing 
Objectives and Corporate Health priorities. Proposed targets are set out, together 
with all relevant performance indicators that will enable the partner Councils to 
demonstrate progress against achieving their Corporate Plan Wellbeing Objectives. 
Consultation with stakeholders generated some minor changes to the Plan which 
have been incorporated into the document placed before the Joint Committee. 
Members are asked to approve the draft 2023/24 SRS Business Plan.  

3. How do proposals evidence the Five Ways of Working and contribute 
to our Well-being Objectives? 

 

3.1 The Wellbeing of Future Generations Act requires the SRS to underpin decision 
making by contributing to the seven wellbeing goals of the Act, following the five 
ways of working, and consequently undertaking actions that will have a positive 
impact on people living in the future as well as those living today. The draft SRS 
Business Plan contains a number of initiatives that contribute to the wellbeing 
objectives. Section 6 of the plan illustrates how the SRS priorities interface with 
the well-being goals on matters such as safeguarding the vulnerable and 
protecting the environment. 

3.2 The fundamental purpose of the SRS (here defined as Environmental Health, 
Trading Standards, and Licensing) is to protect residents, consumers, businesses 
and communities. The broad range of responsibilities can make it difficult to 
demonstrate succinctly their impact and value in terms of wellbeing; the SRS 
Business Plans provide members with greater detail and articulate how those 
statutory responsibilities, and subsequent activities, contribute toward wellbeing 
across the region. This Business Plan highlights the activities undertaken last year 
to promote the sustainable development principle and the proposed forthcoming 
programmes of action.  

3.3 Aligning the Wellbeing Goals of the Act enables us to evidence our contribution to 
the National Wellbeing Goals. Promoting the five ways of working is reflected in 
our approach to integrated business planning. Setting consistently challenging yet 
realistic steps and performance improvement targets, the SRS can clearly 
demonstrate progress towards achieving the national goals. Importantly we seek 
to connect everything we do to the work of our partners. SRS cannot deliver its 
priorities alone, so we take a joined-up approach to policy, strategy and delivery.  

 

4. Climate Change and Nature Implications  
 

4.1 One of the key strategic themes for the Shared Regulatory Service is Protecting 
the Local Environment.  



  

5 
 

4.2 The SRS Business Plan articulates the work carried out under this theme to 
deliver on the corporate priorities for the participant Councils, including their 
ambitions to minimise climate change and impacts on the natural environment. 

4.3 In this context, the Joint Committee is regularly updated on the contribution of 
the Shared Service to this agenda, for example through its work in the areas of 
animal health and welfare, air quality, contaminated land, energy efficiency in 
the private rented sector and investigating greenwashing claims or 
environmental fraud. 

5. Resources and Legal Considerations 
 

Financial  

5.1 The financial resource implications arising from budget reductions in this period 
have been considered previously as part of the budget preparation for 2023/24.  
The programmes of work identified in the plan can be delivered within budget. 

 

Employment  

5.2 There are no employment matters associated with the plan. The SRS budget 
reductions in previous years have seen a reduction in human resources available 
within the service and performance metrics and some aspects of scope of the SRS 
have been amended accordingly.   

 

Legal (Including Equalities) 

5.3 There are no legal and Human Rights implications arising from the draft SRS 
Business Plan.  
 

6. Background Papers 
 The Joint Working Agreement between Bridgend, Cardiff and the Vale of Glamorgan 
 Councils on the provision of a Shared Regulatory Service dated 2015 and revised July 
 2017. 

 

 Appendices 

Appendix 1 – Draft SRS Business Plan 2023/24 
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Foreword 

This 2023-24 Business Plan sets out the ninth programme of work for the 
Shared Regulatory Service in delivering the Environmental Health, Trading 
Standards and Licensing functions across the Bridgend, Cardiff and Vale of 
Glamorgan Council areas. 

My foreword to last year’s Business Plan reflects the context in which we found 
ourselves at that time, in taking the first, post-pandemic steps, towards 
regaining a ‘business as usual’ rhythm. At the same time there was a need to 
retain the skillsets built up during the COVID era, in the event of the emergence 
of a new coronavirus variant of concern. Thankfully those concerns didn’t 
materialise, and in recognition of the importance of this area of work, our role 
as part of the wider health protection system alongside health partners has 
been formalised by Welsh Government as we enter 2023-24. 

We have of course faced a number of challenges over the course of the last 
year, chief among them the global and national threats caused by the war in 
Ukraine and the cost of living crisis. It is all credit to our staff that we have risen 
to these challenges and delivered for our three partner Councils, for example 
in respect of property inspections for the Homes for Ukraine initiative, and in 
protecting the most vulnerable in our communities. At the same time however, 
the unprecedented squeeze on public sector finances in 2022 means that we 
enter the new financial year having made a 3% budget saving. These funding 
pressures are unlikely to go away any time soon and we need to be at our most 
innovative in finding new ways of working while at the same time refocussing 
on income generation and cost recovery, both of which were impacted during 
the pandemic. 

Looking to the year ahead, our five priorities remain as improving health and 
wellbeing, safeguarding the vulnerable, improving the environment, 
supporting the local economy and maximising the use of resources. How we 
deliver on the detail under each of these overarching priorities evolves over 
time and through this process we remain relevant to the needs of the partner 
authorities. In the coming year for example, our new work with landlords and 
letting agents to ensure minimum energy efficiency standards in the private 
rented sector will yield outcomes that are central to the climate change and 
cost of living agendas. 

 

Recruitment and retention continue to be problematic for certain posts, as it 
is for all regulatory services in the current climate. This is due in no small part 
to the very limited pool of qualified staff from which to recruit and a generally 
ageing workforce. SRS has made a commitment to ’growing our own’ 
practitioners and to this end has been forging excellent links with academic 
institutions and with the relevant professional bodies. In addition, significant 
steps have been taken towards the long-awaited regulatory apprenticeship 
being established for Wales, and I very much hope that this becomes a reality 
during the currency of this Plan.  

I am incredibly proud to lead such an effective and responsive Service and a 
staff who day in and day out, safeguard the health, the safety and the economy 
of the region. In the coming year, I very much look forward to seeing the fruits 
of the actions set out in the chapters of this Business Plan.   

 

 

 

 

 

 

 

 

 

 

 

Helen Picton  

Head of Shared Regulatory Services  
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1. Shared Regulatory Services 

Shared Regulatory Services (SRS) is a collaborative service formed 
between Bridgend, Cardiff and the Vale of Glamorgan Councils on 1st May 
2015.  SRS delivers a fully integrated service under a single management 
structure for trading standards, environmental health and licensing 
functions with shared governance arrangements ensuring full elected 
member involvement.  

SRS operates under a Joint Working Agreement (JWA) whereby the Head of 
SRS reports on service provision to a Joint Committee of elected members 
drawn from across the three parent Councils.  An officer management board has 
oversight of the operation of the service and provides support to the Head of 
Shared Regulatory Services to ensure the development and delivery of a shared 
vision and strategy for Regulatory Services. 

The detailed delegations of policy and functions from partners to the Joint 
Committee and Head of Service are set out in the Joint Working Agreement 
which includes: 

• The functions to be carried out by the joint service. 

• The terms of reference and constitution of the Joint Committee, the 
Management Board etc. 

• The terms of the proposed joint service such as staffing, the 
services to be provided by the host and other partners, financing 
and other functional issues. 

• Financial Operating Model. 
 

Consequently, the SRS works across the three Councils supporting a range of 
Committees and where needed, the three Cabinets, to deliver the Regulatory 
function. The workflow involves quarterly meetings with the officer Management 
Board followed by meetings of the SRS Joint Committee, details of which are 
then communicated to all three Cabinets.  Officers meet members of the Joint 
Committee on a regular basis to ensure both regional and local issues are 
considered and managed appropriately.  

Details of all of the SRS Joint Committee meetings since April 2015 are held on 
the websites of each Council. The reports depict the genesis, development and 
future direction of the SRS.  

 

 

 

Key services offered 

The service delivers a diverse and comprehensive range of functions that safeguard the 
health, safety and economic wellbeing of consumers, businesses and residents covering 
the main areas of environmental health, trading standards and licensing.  These broad 
areas encompass a wide spectrum of services that deal with issues that can have a huge 
impact upon people when things go wrong or have not been enforced properly /or when 
there is poor compliance. 

Food Hygiene and Standards protect public health by ensuring that the food we 
eat is without risk to the health and safety of consumers and is correctly described 
throughout the food chain.  This is achieved through regular food and feed safety 

and standards inspections of food business and guest caterers, operating the Food 
Hygiene Rating Scheme, providing practical advice, investigating food safety and 
standards complaints, carrying out food and water sampling and undertaking checks on 
imported food. 
 

Fair Trading protects consumers and businesses by maintaining and promoting 
a fair and safe trading environment.  This area of work ensures that businesses 
comply with a host of consumer protection statutes including those relating to: 

• Product safety; 

• Age restricted sales; 

• Counterfeiting; 

• Environmental safety; 

• Weights and measures 

• False claims about goods and services;. 
The service investigates complaints, participates in criminal investigations and 
enforcement exercises, conducts inspections of businesses, undertakes a sampling 
programme, and helping businesses improve their trading practices. 

 
 Our safeguarding work ensures we investigate cases of malpractice including 
rogue traders, scams and doorstep crime.  We provide consumer advice to 
vulnerable residents and help them obtain redress.  

 
SRS has the only UKAS accredited Metrology laboratory in Wales providing 
calibration of weights and measures of length and capacity. 

Housing Safety protects public health by working with private landlords and 
owners to provide warm, safe and healthy homes for tenants. Officers  ensure 
that Houses in Multiple Occupation are licensed through Mandatory and 
Additional Licensing Schemes, inspect HMO’s and improve physical and 

management standards of privately rented accommodation. Complaints from tenants 
about their rented accommodation are investigated.  These can include complaints about 
damp, mould, heating disrepair, nuisance and student housing issues.  Problems with 
empty homes that have fallen into disrepair are also addressed.  
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Pollution also protects public health by controlling noise and air emissions into 
the environment.  The service investigates noise complaints about issues such 
as amplified music, DIY activities, house and car alarms, barking dogs, and 

construction sites.  It investigates air pollution complaints involving smoke, dust 
and odour and illegal burning, undertakes environmental monitoring, local Air 
Quality Management and regulates emissions from industrial processes. 

Port Health prevents the import of infectious and animal disease into the UK, 
ensuring ships comply with international agreed public health sanitation 
standards and improves the safety and quality of the food chain.   

Contaminated Land protects public health by reviewing and implementing the 
Contaminated Land Strategy which ensures the identification, inspection and 
remediation of historically contaminated sites.   Private water supplies used for 
both domestic and commercial purposes (such as drinking, cooking, and 

washing) are regulated and Environmental Information Requests and Planning application 
consultations are responded to. 

Health and Safety protects the health, safety and welfare of staff, contractors 
and any member of the public affected by workplace activities by working with 
others to ensure risks in the workplace are managed properly.  This is achieved 
by undertaking planned inspections and targeted initiatives, investigating 

reported accidents, diseases, dangerous occurrences and complaints, providing advice 
and guidance to employers and employees and securing safety standards at outdoor 
events. 

Communicable Disease protects public health by controlling and preventing 
cases and outbreaks of infectious disease by investigating confirmed sporadic 
and outbreak cases of communicable disease.  The service provides and 
reviews advice and guidance on infection control, cleaning and disinfection, 

case and contact exclusions, provides training on food hygiene, nutritional and infection 
control, enforces health protection legislation to minimise the spread of communicable 
disease and contamination from radiation and chemicals that threaten health and leads on 
local and national communicable disease surveillance programmes. 

Animal Health and Warden Services ensure the wellbeing of animals 
generally.  This includes ensuring feeding stuffs provided to animals are safe 
and that animals are transferred humanely and animal movements are 
monitored to prevent the spread of diseases such as Rabies, Anthrax and Foot 

and Mouth.  Our Wardens respond to complaints about straying animals such as dogs and 
horses. 

Licensing determines applications for the grant, renewal, variation and transfer 
of many different authorisations which are the responsibility of the Councils.  
Applications for licences, certificates, registrations and permits are processed 
and enforcement undertaken in respect of statutory requirements such as 

alcohol, public entertainment, gambling, street trading, taxi licences, charitable collections 
and animal related licensing. 

 

The Wales Illegal Money Lending Unit is one of only 4 units operating across 
the UK.  The Unit covers all 22 Local Authority areas in Wales with the key aim 
of tackling the problem of illegal money lending.  The Unit is both proactive 
and reactive in its work providing education and promotion across Wales to 

various social groups and highlighting the dangers of illegal lending.  The Team also carries 
out detailed investigations with a view to prosecuting offenders and has the capabilities to 
act swiftly where necessary to deal with victims of loan sharks. 

Shared Regulatory Services has adopted a more commercial approach by 
developing paid for services and marketing them to businesses.  These 
commercial activities enhance and complement existing statutory services and 
provide income generation for the service.  They include:- 

• Bespoke and accredited training solutions to businesses to assist in achieving 
legal compliance; 

• Paid for business advice visits and ‘health’ checks from our highly skilled and 
experienced officers to help and support businesses to comply with legislation; 

• Developing Primary Authority partnerships for businesses that trade across 
council boundaries where they can enter into a legally recognised partnership 
with the Service, receiving an agreed package of advice and support; 

• Marketing the only UKAS Metrology Laboratory in Wales providing calibration of 
weights and measures of length and capacity; 

• Extending and reviewing training offerings to meet business needs; 

•  Identifying new funding sources;  

• Exploring potential income generating services and developing paid for services. 

•  
Pest Control offers services to the Vale area for the treatment of pests and infestations.  
This could include, rats, wasps, mice, fleas, cockroaches etc. 

Health Protection - The unprecedented challenges of the Covid-19 outbreak has seen 
SRS adapt and work in partnership to reduce the transmission of the virus across the 
region.  This continues to be achieved through our Health Protection Team who work with 
the Health Boards and partner agencies to continue to provide support to care homes and 
other high risk settings in respect of Covid-19 and the wider health protection agenda.  
 
The SRS delivers a range of statutory duties for the partner Councils and also functions 
where the Council has been given powers in legislation to safeguard and protect local 
communities. Determining the relative importance and value of council services when 
deciding on where to make savings or service reductions is not easy. Often the debate 
starts with a focus on determining whether a service is ‘statutory’ or ‘discretionary’. Defining 
services as ‘statutory’ or ‘discretionary’ is perhaps unhelpful. Services that keep people 
healthy, well and safe; support businesses to flourish and thrive; protect and enhance our 
environment are essential. In this plan we have sought to clarify the legal basis for a service 
or how it contributes to wider council responsibilities, but many SRS functions cannot be 
easily defined in this way; some are extensions of ‘statutory’ activity whilst other services 
have developed over time to become longstanding, highly valued and central to the work 
of each council. 
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Area Profile 
 
Shared Regulatory Services covers the Council areas of Bridgend, Cardiff 
and the Vale of Glamorgan and serves over 650,000 residents.  Extending 
from St Mellons in the east to Maesteg in the west, the area encompasses 
Cardiff, the capital City of Wales with its array of cultural, financial and 
commercial organisations and the rural areas of Bridgend and the Vale of 

Glamorgan with their vibrant tourist and agricultural economies. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Bridgend is situated on the south coast 
straddling the M4 corridor.  It comprises an area 
of 28,500 hectares and a population of over 
140,000 residents.  To the north of the M4, the area 
consists of mainly ex-coal mining valley 
communities with Maesteg as the main centre of 
population.  To the south of the M4, the ex-market 
town of Bridgend is the largest town, the hub of the 

economy and its employment base.  To the south west on the coast lies 
Porthcawl, a traditional seaside resort, with a high proportion of elderly residents, 
which is subject to a major influx of tourists during the summer period. 

Cardiff is the capital city of Wales. In 
population terms, it is the largest city in Wales 
with a population of nearly 370,000. Population 
alone however, does not fully represent 
Cardiff’s significance as a regional trading and 
business centre as the population swells by 
approximately 70,000 daily with commuters 
and visitors.  Cardiff is the seat of government and the commercial, financial and 
administrative centre of Wales.  Cardiff boasts one of the most vibrant city 
centres in the UK and on a typical weekend, Cardiff’s night time economy can 
attract over 40,000 people and sometimes more than 100,000 when the City’s 
Principality Stadium hosts international events. 

The Vale of Glamorgan is bounded to the north by the M4 motorway and to 
the south by the Severn Estuary. It covers 33,097 hectares with 53 kilometres 
of coastline, and a population of over 130,000 residents.  The area is 
predominantly rural in character, but contains several urban areas of note such 
as Barry, Penarth, Dinas Powys and the historic towns of Cowbridge and Llantwit 

Major.  Barry is the largest town, a key employment 
area and popular seaside resort. The rural parts of 
the Vale provide a strong agricultural base together 
with a quality environment, which is a key part of 
the area’s attraction.  The area includes Barry 
Docks and Cardiff International Airport. 
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 Staff resources 
 

Our organisational structure focuses upon generic working and the development 
of multi-disciplinary officers, while retaining the capacity to develop specialist 
professionals. The structure allows the deployment of people in different ways 
enabling the service to offer income-generating services that complement the 
more traditional services.  The Service operates across 3 distinct sectors:- 
 
Commercial Services ensure that businesses comply with a host of consumer 
and public protection requirements in areas such as food safety, health and 
safety at work, trading standards in retail premises, communicable disease, port 
health and health protection. This function is populated in the main by 
professionally qualified Commercial Services Officers and Technical Officers.  
Commercial Services Officers are professionally qualified officers in 
environmental health and trading standards who focus on more complex issues 
while Technical Officers, with appropriate levels of qualification and competence, 
fulfil a monitoring and ‘triage’ role supporting the Service undertaking 
inspections, compliance checks and providing information and issuing alerts to 
more qualified officers if they identify major non-compliance issues.   
 
Neighbourhood Services deals mainly with activities relating to residential 
premises or those that have an impact on the local community such as housing 
in the private rented sector, noise and air nuisance and licensing.  This function 
consists of multi-disciplined and professionally qualified officers known as 
Neighbourhood Services Officers and Technical Officers who deal with both 
Pollution and Housing issues.  This move towards more generic working 
provides greater resilience to service provision across the three areas.   The 
Licensing function retains local distinctiveness and governance arrangements 
within the three authorities. 
 
Enterprise and Specialist Services (ESS) is the most diverse of the services 
and incorporates discrete specialisms such as air quality, contaminated land, 
pest control, animal welfare, major investigations, safeguarding, the Wales 
Illegal Money Lending Unit, our Industry team and the Business Support 
function.  There is an intentional overlap of service provision between other 
sectors of the SRS; this  creates flexibility and resilience across all teams so that 
resources can be shared should the need arise, for example, the Major 
Investigations Team supports the whole of SRS in investigating and enforcing 
significant breaches of legislative requirements.  ESS has a role in generating 
income, managing the UKAS Metrology Laboratory, delivering training and 
assessing the potential for higher accreditation levels to attract additional 
business, engaging in Primary Authority partnerships and developing paid for 
advice services.  The Business Support function provides centralised 
administrative support to the whole service and has a presence in all three areas 
at local contact points providing the main customer interface for the Service. A 

SRS Management and Governance Arrangements

Joint Committee

Councillor 

Michael Michael
Cardiff Council

Councillor 

Maxine Lewis
Bridgend County 
Borough Council

Councillor 

Ruba Sivagnanam
Vale of Glamorgan 

Council

Councillor 

Dan De'Ath
Cardiff Council

Councillor 

Rhys Goode
Bridgend County 
Borough Council

Councillor 

Pamela Drake
Vale of Glamorgan 

Council

Management Board

Miles Punter

Director of Environment 
& Housing Services

Vale of Glamorgan Council

Kelly Watson

Head of Legal and 
Regulatory Services

Bridgend County Borough 
Council

Neil Hanratty

Director Economic 
Development
Cardiff Council

Helen Picton

Head of Shared 
Regulatory Services

Will Lane

Operational Manager
Neighbourhood Services

Christina Hill

Operational Manager
Commercial Services

Jason Bale

Operational Manager
Enterprise & Specialist 

Services

Neighbourhood Services

Neighbourhood Services deal 
mainly with activities related to 
residential premises or have an 
impact on the local community 
and include:-

- Noise & Air Pollution
- Environmental Permitting
- Housing safety in private   

rented properties
- Licensing

Commercial Services

The main function of 
Commercial Services is to 
ensure that businesses comply 
with a host of consumer and 
public protection requirements 
in areas such as:-

- Food Safety (retail premises)
- Health and Safety
- Trading Standards (retail   

premises)
- Communicable Disease
- Port Health
- Public Health & Health

Protection

Enterprise & Specialist Services

Enterprise & Specialist Services
incorporates existing or potential 
income generating services with a 
commercial approach to marketing 
council services together with 
discrete specialisms including :-

- Contaminated Land & Air Quality
- Animal Health & welfare
- Pest Control (Vale only)
- Health & Safety (Projects and 

events)
- Food Safety and Trading 

Standards (non retail)
- Major investigations and  

safeguarding
- Wales Illegal Money Lending Unit
- Metrology laboratory
- SRS Business Support
- Advice and training services
- Primary Authority Partnerships
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2. Service aims and 
strategic priorities 

 
Shared Regulatory Services plays a key role in delivering the aspirations and 
priorities of Bridgend, Cardiff and the Vale of Glamorgan Councils through the 
delivery of a wide range of services.  We have developed a vision, supported by 
a suite of strategic priorities, that sets out our ambition of being a progressive 
and innovative organisation.  This allows us to deliver high quality, customer 
focussed services that safeguard the environmental, social and economic 
wellbeing of our citizens. 
 
Our vision:- 
 

To be the leading provider of regulatory services that 
safeguard the health, safety and economic wellbeing of the region 
 
As a regional organisation providing regulatory services across three local 
authority areas, we place the corporate priorities and outcomes of the three 
councils at the heart of all that we do.  In developing our own strategic priorities 
for Shared Regulatory Services, we have considered the priorities and desired 
outcomes of all the three authorities, together with the needs and aspirations of 
our partners and customers so they translate into priorities that meet local needs.   
 

 
 
Supporting these strategic priorities, are a number of outcomes that the Service 
aims to deliver and which are evidenced throughout this Business Plan.  Our 
vision and outcomes will be achieved through the following primary aims: 

• Understanding the needs of our customers and placing their needs at the 
heart of the services we deliver; 

• Developing a flexible and agile workforce that is responsive to change and 
that have the right skills to deliver quality services that meet the needs of 
our customers and local communities; 

• Maximising internal efficiencies to enhance service quality; 

• Exploring opportunities to innovate and develop, and 

• Working together to future proof the service to meet financial challenges 
and future demands 
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Nationally the service also contributes to the National Enforcement Priorities for 
Wales for local regulatory delivery which highlight the positive contribution that 
regulatory services, together with local and national partners, can make in 
delivering better outcomes, i.e. 
• Protecting individuals from harm and promoting health improvement; 
• Ensuring the safety and quality of the food chain to minimise risk to human 

and animal health; 
• Promoting a fair and just environment for citizens and business; 
• Improving the local environment to positively influence quality of life and 

promote sustainability. 
 
Furthermore, the Wellbeing of Future Generations Act 
2015 sets out seven wellbeing goals to which public 
bodies, including local authorities, are expected to 
maximise their contributions.   The goals provide a 
framework for focussing work on outcomes and 
delivery for the long term wellbeing of Wales.  Shared 
Regulatory Services’ core business activities, 
outcomes and strategic priorities are inter-related and 
make a significant contribution to these wellbeing goals.  
How Shared Regulatory Services contribute to these goals 
through its priorities is demonstrated below.  

 
 
 
 

 
 

Delivering our vision, aims and priorities 
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3. Challenges 
 
Delivering a service across three local authority areas is an exciting but 
challenging role.   In this context, we define challenges as new or demanding 
events that will require additional effort and determination to manage 
successfully; something that goes beyond our existing norms. Understanding the 
challenges ahead is therefore crucial to delivering the vision set out in section 2.  
Even after eight years, the Service continues to balance the development of a 
new and innovative operating model along with the expectation of delivering 
“business as usual”.  There are many factors crucial to our success and the 
following information demonstrates the actions for the Service in 2023/24, and 
our risk management approach (Appendix 1). 

 
Delivering the SRS in the future –The creation of SRS reflected the Welsh 

Government collaboration agenda, with one of the main drivers being to realise 
significant cost savings.  These, and subsequent savings have been made by 
SRS over the years and we continue to deliver the SRS with a reducing resource.  
The 2022-23 SRS budget stood at £8.331 million with a full time equivalent 
staffing in the region of 180 working across 3 local authority areas.  Some 9 years 
on from the baseline assessment, and despite inflation, annual pay awards and 
similar pressures, the essential statutory services we provide are being delivered 
for nearly £2 million (20%) less budget and by 79 (31%) less staff.  Furthermore 
over that time SRS has taken on additional responsibilities under new legislation 
and areas of regulation.  Our move toward the Intelligence Operating Model 
facilitates the delivering of some services using a risk based approach to our 
activities, where appropriate. However, any further reductions will require the 
need to further examine and introduce new ways of prioritising our services, or 
the charging for some services and difficult decisions about the level of service 
provision.  Simply put, SRS has no assets, with the service being made up of 
staff, so any budget cuts inevitably mean cuts to staffing which the service cannot 
sustain without significantly impacting on service delivery. (RR1) 
 

Managing complex financial processes – Managing resource in the 

Service is complex, but critical. Understanding the cost of providing a service 
funded through three local authorities is fundamental.  Crucial to this is reflecting 
the provision of ‘core’ services that are consistently applied across all three areas 
and ‘authority specific’ services that are those that are specific to one or two 
authorities so that finances are understood. (RR3) 
 
ICT – The success of Shared Regulatory Services is in part due to embracing 
the opportunities presented by technical and mobile working solutions.  Agile 
working has become the norm for the service yet, through staff consultation 
sessions, our officers tell us that the technology currently deployed is becoming 
outdated. Research indicates that better facilities now exist and the SRS will 

work with officers and ICT to understand the benefits of exploiting these newer 
technologies to ensure that our officers can continue to operate as efficiently as 
possible within financial constraints.  (RR4) 
 

Recruitment and retention – We have always committed to the resourcing 

of training to develop people within the organisation to ensure competency within 
their roles. Our focus however has been more toward the immediate needs of 
officers to enable delivery of our five strategic priorities. It is clear that a longer 
term strategy for recruitment and retention is needed as SRS, in common with 
regulatory services across Wales, experiences difficulty in recruiting and 
retaining staff. The cause of the problem appears to be multi-faceted, with factors 
such as a limited pool of qualified staff, accessibility of the professional 
qualifications and an ageing workforce all contributing to something of a perfect 
storm. SRS has been at the forefront of taking forward the Directors of Public 
Protection Wales ‘Building for the Future’ strategy, and in making the case to 
Welsh Government for a regulatory apprenticeship in Wales to create a route 
into regulatory services for young people. The creation of a recruitment strategy 
and the development of retention “initiatives” will be a key target for the SRS 
management team during 2023/24. Our goal must be to retain our officers and 
ensure they achieve the job satisfaction that underpins service excellence. (RR2 
and RR5).   
 

Remaining relevant to the three Councils – The creation of SRS 

delivering services across three local authority areas resulted in the transfer of 
the administration of services and staff to the Vale of Glamorgan Council who 
act as the host authority for the Service.  The Service, although jointly funded by 
the participant authorities, also has a single consistent identity and branding 
which is not associated with any one Council.   The Covid-19 pandemic and the 
key involvement of SRS in Test Trace Protect and the enforcement of 
Coronavirus Regulations put the service in the spotlight during the last few years, 
and more recently our work on the minimum energy efficiency standards (MEES) 
demonstrates how we contribute to the climate change agenda of the partner 
authorities.  Notwithstanding this, we recognise there is still a need to actively 
promote the Shared Regulatory Service and the important services we provide 
across the three Councils to ensure their continuing support for the venture. 
(RR8)   
 

New legislation – The implementation of new legislation and any 

requirements imposed by such legislation can place additional burdens on the 
Service. It requires new processes to be developed, awareness raising to be 
undertaken with stakeholders, staff training and additional inspections etc.  
Generally new requirements can be planned for and effectively resourced, for 
example the Public Health (Wales) Act and the Public Health (Minimum Price for 
Alcohol) (Minimum Unit Price) (Wales) Regulations, however, it is not always 
easy to predict the impact that new legislation may have on resources, as the 
last few years has shown. We are prepared to adapt the Service accordingly to 
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ensure businesses can continue to function and consumers are not 
disadvantaged. The great uncertainty is the quantum of change and the 
unknown time scales within which that change must take place.  (RR6) 
 

Out of Hours - SRS operates an “out of hours” duty rota to enable the service 

to respond to incidents that arise outside normal office hours. These responses 
include responding to nuisance calls relating to burglar alarms, food incidents, 
etc. To date, officers have operated the rota on a voluntary basis across the 
service. However, the number of officers willing to participate in the rota is 
reducing to the extent that the service delivery is becoming uncertain. The SRS 
management team needs to understand the consequences of that success and 
review this position and put forward options for these aspects of the service. 
(RR7) 
 

The cost of living crisis – The full extent of the cost of living crisis has yet to 

be seen, and without doubt will continue to impact SRS in two broad respects. 
Firstly, in our role as regulator, at a time when residents are struggling to make 
ends meet and rogue traders will waste no time in exploiting the situation. When 
times are hard financially, even normally legitimate traders may feel under 
pressure to cut corners, for example through the passing-off of inferior products 
or ingredients for the genuine article. Likewise, this is a time when already 
struggling residents are at risk of falling into the hands of loan sharks and all the 
misery that illegal money lending can bring. The other respect in which the cost 
of living crisis could have a devastating effect is on the wellbeing of our staff, and 
there is a real continued need for managers and colleagues to spot warning signs 
among team mates so that all available support can be provided. (RR1). 
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4. Budget 
 

Financial allocation 
 

Bridgend, Cardiff and the Vale of Glamorgan Councils fund Shared Regulatory 
Services jointly through an agreed formula.  2023-24 represents Year 9 of the 
SRS. The Joint Committee approved the proposed Shared Regulatory Services 
budget for 2023-24 at its February 2023 meeting. The aggregate budget for the 
service has increased to £8.645 which is a net increase of £314k.  This is as a 
result of £178k of savings made through the deletion of vacant posts and the 
identification of a new income stream, which is offset by £492k salary costs to 
fund the shortfall in the 2022/23 pay award plus the anticipated 2023/24 national 
pay award. Budget discussions will now begin with the partner Councils for the 
next three year period. The methods of apportionment for operating the core 
service and the cost contribution percentages are set out in the Joint Working 
Agreement and based upon the population of each Council.  This will not revise 
the bottom line position of the budget.  There are also arrangements in place to 
deliver “authority specific” services to individual partner Councils.   

 

Resource Implications (Financial and Employment) 
 

The following table summarises the gross expenditure budget for the 
Service.  
 
 

SRS Gross expenditure budget 2023/24 

Area Core 
£'000 

AS 
£'000 

Total 
£'000 

Bridgend 1,453 461 1,914 

Cardiff 3,447 1.562  5,009  

Vale of Glam 1,178  544 1,722 

Total 6,078  2,567  8,645  

 
The budgets detailed above summarise the overall budget contribution agreed 
by each of the partner authorities.  Each contribution consists of two elements – 
core and authority specific services.   

Core services are those functions common to the partner authorities as they 
share statutory responsibility for the activity, such as trading standards.  Core 
service costs are then pooled and recharged to the partner authorities based on 
the relative population split within the three authorities.   

Authority specific budgets such as Licensing are unique to each partner authority 
and it is the sole responsibility of each authority to fund its own provision.   

The approved authority specific services are as follows:- 

 
Bridgend     Licensing 
                       Kennelling & Vets Costs 
   Empty Homes 
   Public health burials 
 
Cardiff          Licensing  

                       Additional HMO Licensing at Cathays &   
Plasnewydd  

   Empty Homes  
                   Night time Noise                        
                       Port Health 
   Student Liaison 
 
Vale                Licensing 
                         Kennelling & Vets 
                        Pest Control 
   Public health burials 
   Port Health 
   Empty Homes 

 
Both core and authority specific services are recharged to partner authorities 
inclusive of a management charge, which incorporates management, admin and 
hosting costs.  These include the provision of a multifunctional admin team, 
professional support in the form of finance, IT and HR, together with the senior 
management within the Shared Regulatory Service. 

23.90%

56.72%

19.38%

Financial apportionment of Shared 
Regulatory Services 2023/24

Bridgend Cardiff Vale of Glam
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The budget is monitored quarterly via the Management Board and Joint 
Committee and the details of such monitoring form part of the quarterly update 
reports, available at the websites of each partner Council. 

 

 

Maximising resources 

 
The creation of SRS reflected the Welsh Government collaboration agenda, with 
one of the main drivers being to realise significant cost savings.  The reshaped 
SRS continue to eliminate unnecessary bureaucracy and simplify processes. 

Our goals of supporting the local economy and maximising resources now 
challenge us to operate in a more commercial and entrepreneurial way. For our 
business customers, we aim to deliver high quality technical services. We have 
created an environment that allows us to focus upon supporting local enterprises 
enabling them to operate successfully in an increasingly competitive business 
environment.  

Our agile working practices allow our specialist officers to use technology to 
deliver improved productivity, efficiency savings and better customer service. 
Furthermore, these practices provide opportunities to reduce the 
accommodation footprint of the Service across the region, reducing operational 

costs.   

As we generate additional income through our paid for services, such as advice 
visits, training and primary authority partnerships, we are able to enhance service 
delivery and support to business by ensuring resilience in the SRS moving 
forward.  

Understanding the costs involved in providing services is crucial.  We review 
regularly SRS fees and charges across the three authorities to ensure we know 
what it costs to provide services and ensure that we recover those costs 
wherever possible. 
 
We listen to our customers and stakeholders to identify their needs and 
expectations.  We seek to develop our services so they are easier for customers 
to access and are more effective and cheaper.  We believe that better 
engagement will help us make better decisions and consequently deliver better 
outcomes. 
 
We recognise the need to understand, measure and manage our performance 
across the Service.  We continue to refine our measures to ensure performance 

is managed effectively and in a meaningful way, and that we are having a 
positive impact on those customers that interact with us. 
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4. Workforce Development 
 
 
Operating a Shared Regulatory Service across three distinct areas presents 
many challenges for the Service and its workforce.  We aim to use our Workforce 
Development Plan to ensure our officers have the right mix of experience, 
knowledge and skills required to fulfil our goals. Our plan illustrates how we want 
to encourage and support our officers to develop new skills and work in different 
ways. Investing in people is a fundamental element of our maximising resources 
priority.   

The Workforce Development Plan provides a framework to blend:- 

• Organisational culture 

• Leadership and management  

• Core skills  

• Recruitment, retention and progression 

• Communication and employee engagement 

• Employee performance management 

Continued Professional Development (CPD) is actively encouraged and officers 
are offered opportunities to attend a wide range of training courses, seminars, 
meetings and briefings to help maintain competency and improve technical, legal 
and administrative knowledge.  A number of employees have been supported to 
undertake post graduate training gaining Masters degrees in areas such as 
environmental health and leadership and management. In addition, ‘in house’ 
technical training days support cross discipline training and increase awareness 
of related enforcement activities. The service has continued to provide legal 
competence training for officers along with a number of professional 
development courses.   While this is a cost effective way of increasing the skills 
base of our workforce, perhaps the greater consequence is the potential to forge 
a stronger team  

The SRS Staff Survey undertaken in 2022 sought the views of employees on the 
themes of wellbeing and recruitment and retention. Results were generally 
positive with 56% of the results falling into the very good to excellent range. 
Positive themes emerging from the survey were around flexibility and working 
from home, management and colleagues and work/roles, while improvement 
themes included workload and resources, pay and benefits and communication 
and engagement.  It will be important during the forthcoming year, to ensure that 

improvement themes are explored and an action plan developed as part of the 

wider review of the SRS Workforce Plan.    

In terms of recruitment and retention, SRS has led on the introduction of a 
Regulatory Compliance Officer type apprenticeship within Wales and promoted  
the DPPW ‘Building for the future’ report seeking increased investment  in terms 
of funded public protection workforce development programmes to address 
capacity and resilience issues in the environmental health and trading standards 
professions.  SRS looks forward to benefitting from these approaches in the 

future. 

We intend our workforce plan to drive our organisational development, both 
through preparing us for the future by being able to forecast likely challenges 
and by a more effective process of talent identification, identifying skill gaps, and 
retaining our officers within the organisation.  
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5. Turning actions into 
outcomes 

 

We continue to work to integrate our vision, priorities, outcomes and our 
performance to provide a comprehensive picture of the work the service 
undertakes and the positive impact it makes. 
 
The following section of this Business Plan brings all these different elements 
together in order to highlight our achievements and performance during the last 
year together with the actions we aim to take forward in 2023/24 to deliver on 
the strategic priorities.  This framework will be continually reviewed to ensure it 
remains relevant and meaningful to stakeholders. 
 
 
 
 
 
 
 
 
 
 
 

 
 



 

14 
 

   

 

health and wellbeing 

In addition, our outcomes also contribute to the following wellbeing goals:- 

A prosperous 
Wales

A resilient 
Wales

A healthier 
Wales

A more equal 
Wales

A Wales of 
cohesive 

communities

A Wales of 
vibrant 

culture and 
thriving 
Welsh 

Lanauage

A globally 
responsible 

Wales

Improving health and wellbeing is a key priority for SRS.  The 

Service delivers a diverse range of services to businesses, consumers and 

residents many of which are “taken for granted”. Their contribution 

toward our stated outcomes, and their impact upon communities, should 

not be overlooked.   Work undertaken to ensure that food, from farm to 

fork, is safe, that infectious disease, noise and air emissions are 

controlled, that risks in the workplace are managed properly, allows 

people to live in healthy environments.  Add to this our activities to 

ensure the quality of private rented property, the promotion of a safe 

trading environment and our regulation of licensed premises to ensure 

they operate responsibly and it is evident that the work undertaken by 

the SRS is hugely important to the health and wellbeing of the region.   
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 How we performed 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

% of private rented properties and HMOs improved through the removal of category 1 hazards 2021/22 

 Bridgend Cardiff Vale of Glam 

Total no. of assessments which contain category 1 hazards 45 171 13 

No. of HMOs and non HMOs where all category 1 hazards have 
been resolved as a result of local authority action. 

10 29 2 

% Total resolved 22.22% 16.96% 15.38% 
 

Bridgend Cardiff Vale of Glamorgan 
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What we have achieved 

The Food chain is safe and free from risks 
 

Businesses that are broadly compliant - The number of food businesses with a food 
hygiene rating of more than 3 continues to remain at a high level with 98% in Bridgend, 
95.67% in Cardiff and 97.01% in the Vale of food businesses being broadly compliant.  The 
results have shown a positive upward trend, year on year, consistently exceeding targets 
and highlighting the growing number of businesses that are improving their standards, which 
can be attributed to the success of the intervention programme for food businesses. That 
programme ensures that any food safety issues identified are followed up by either 
enforcement, advice or training and subsequently revisits to ensure compliance with food 
safety law.  

Display of FHRS stickers – To further support the aims of the Food Hygiene Rating 
Scheme, officers undertook a survey of food businesses in Bridgend, Cardiff and the Vale.  
The survey specially targeted food businesses with lower ratings of 1-2 to check if ratings 
stickers were being conspicuously displayed. 16 premises were selected for a visit, 8 Cardiff 
and 4 in Bridgend and the Vale, resulting in 4 warnings letters being sent to those food 
business operators who whilst displaying their stickers, were not displaying them in the most 
conspicuous positions. 

Prosecutions – SRS is committed to enforcing the laws we 
regulate, instigating legal proceedings against those businesses 
or individuals that flout the law.  During 2022/23, despite the 
COVID-related backlogs in the court process, the service 
concluded a number of successful prosecutions against 
individuals/businesses in relation to food offences.  The following 
examples showcase the impact and value of this work. 

Bridgend restaurant owner fined for failing to display food hygiene rating – In this 
case, a visit made by SRS officers to a Bridgend restaurant with a food hygiene rating of 1 
(major improvement necessary) revealed a failure to display the rating sticker in the location 
and manner prescribed by legislation. In addition, the company director misled officers by 
claiming that the business had changed hands when it had not.  The company was found 
guilty of 2 offences under the Food Hygiene Rating (Wales) Act 2013, for failing to display 
and for obstructing officers in their enquiries and the company director was also found guilty 
of obstruction.  The company was fined £1500 and ordered to pay costs of £1277, and a 
court surcharge of £150.  The company director was fined £750, ordered to pay costs of 
£796 and a court surcharge of £75. 

 

Company/owner of Cardiff restaurant 
ordered to pay a total of £28,500 in fines and 
costs for a string of food hygiene and health 
and safety offences – In this case, SRS 
officers found the worst case of neglect at a 
restaurant they had come across in 15 years. 
The case came to light through a number of 
food hygiene safety inspections between 
August 2019 and January 2020 where the case 
officer found that the restaurant had a 

widespread and uncontrolled rat infestation with open drains allowing rats to enter from the 
sewers.  There were rat droppings throughout the premises; holes in the walls and ceilings; 
rat urine running down the walls in the dry store; rats under the cooking equipment and 
behind grills and evidence that rats were dragging away raw meat left out to defrost, leaving 
streaks of blood on surfaces, as well as eating grease from blocked drains and fat dripping 
from the extractor fan.  The rodents had caused significant damage to the property including 
eating through 2 cavity walls and behind the chest freezer, damage to the ceiling in the dry 
store and gnawing through the shelving, doors, door frames and electric cabling.  When the 
officer investigated the smell in the restaurant, it became clear that the rats were living under 
the floor where customers were eating their food.  Rats weren’t 
however the only problems at the restaurant as staff were also 
found to have very poor hygiene practices and were not trained or 
supervised correctly and several other faults were identified with 
widespread cross contamination problems between handling raw 
meat and ready to eat foods. The 3 defendants in this case were 
the legal food business operator (a limited company), the sole 
director of the limited company and her father who fulfils the role of 
the natural food business operator, managing the restaurant day to 
day. Each pleaded not guilty to 9 charges but found guilty following 
a Crown Court trail in February 2023.  The company was fined 
£12,000 and ordered to pay costs of £6500, the company director 
was fined £1500 and ordered to pay £1000 in costs and the natural 
food business operator was fined £5000 and ordered to pay £2500 
in costs.  This case was widely publicised in the national press and 
it is now understood that the convictions are being appealed.  
 
Vale convenience store fined for a number of food hygiene breaches including an 
active rodent infestation – In this case 3 inspections were made of the business.  The first 
highlighted a number of food hygiene breaches including an active rodent infestation.  The 
operator was advised that if the rodent activity returned, they must contact the local authority 
and close the store immediately.  However on 2 further occasions, rodent activity did return 
and the store continued to trade with an active infestation, ignoring the risks to the public 
and preparing high risk food with not only a rodent infestation but no hot water to clean or 

6  
Successful 

prosecutions of food 

businesses 

concluded 
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sanitise the premises, equipment or effectively wash hands. In sentencing the Judge 
accepted that the defendant’s culpability was in the high category and the risk of harm was 
Category 1.  He imposed a £1000 fine for the HACCP offence, and a £50 fine for each of 
the 7 other offences, resulting in a total fine of £2350 and costs of £2000 together with a 
victim surcharge of £135. 
 
Port Health and infectious disease - 2022/23 permitted a gradual return to normal port 
health duties due to the removal of travel restrictions and monitoring requirements that had 
been previously imposed to address the Covid pandemic.   
 
The core capacities of Cardiff International Airport to meet the requirements of the 
International Health Regulations 2005 as a “designated point of entry” were reviewed and 
actions taken to meet and improve them. This included: 
 
• The Port Health procedure for Cardiff International Airport being updated 
• The high-risk concessions sited at the airport being inspected for food hygiene. 
• Recommencement of mosquito surveillance . 
• Completion of water sampling at points within the terminal to ensure that they were 

satisfactory. 
• Sampling of water bowsers used to fill aircraft for sanitary purposes and review of 

the disinfection procedure. 
• An audit of the cleaning procedures. 
• A practical session on dealing with a passenger suspected of having a serious 

communicable disease with representatives of relevant organisations to test the 
process and identify any additional considerations, facilities or equipment required. 

 
On September 1st, 2022, Welsh Government introduced Special Measures under the Trade 
in Animals and Related Products (Wales) Regulations 2011 to minimise the risk of African 
Swine Fever that was prevalent in Eastern European countries being introduced through 
the ports. It was made illegal to bring most pork and wild boar products from the EU into 
Wales unless it was commercially packaged, or health/ID marked.  Whilst Cardiff Airport is 
not authorised to receive commercial imports of meat, the legislation became relevant when 
flights from Eastern Europe were commenced in the Winter months and passengers were 
noted to be carrying such products in their personal luggage. Joint working with Border 
Force ensured the successful voluntary surrender of several quantities of pork. 
 
Vessel movement at the ports of Cardiff and Barry were slow to recover but during this year 
the Service restarted physical visits to complete Ship Sanitation inspections and water 
testing which had been halted during the pandemic. Since January  the proactive inspection 
of vessels has also recommenced. 

 
 
 

Risks in the workplace are managed properly 
 
Legionella management and infectious diseases associated with the use of spa pools 
and hot tubs -    Legionnaires’ disease is a potentially fatal type of pneumonia, contracted 
by inhaling airborne water droplets containing viable Legionella bacteria.  Following a 
number of cases and outbreaks of legionella across the UK associated with the display or 
demonstration spa pools and hot tubs, SRS undertook a project to assess how the risk of 
legionella associated with hot tubs and spa pool use was being managed. The scope of the 
project was also extended to consider the management of other infectious diseases 
including Cryptosporidium and Giardiasis. The project focused on premises in leisure and 
hospitality settings; premises where spa pools and hot tubs were on display for retail sale 
or could be used for demonstration purposes; private holiday home rentals offering such 
facilities for financial gain and rental arrangements exceeded 20 weeks per year. A total of 
28 premises were inspected across Bridgend, Cardiff and the Vale.  The project identified a 
number of issues in relation to the adequacy of operator training and procedures, water 
quality management, hygiene measures for users and management of other hazards of 
significance.  Of those premises visited 27 out of the 28, received formal warning letters 
detailing the contraventions and recommendations on how to improve. 
 
Indoor Soft Play and Inflatable amusement devices – There have been a number of 
serious incidents where inflatable amusement devices have collapsed or blown away in 
windy conditions.   A 2022 study found at least 479 people were injured and 28 died 
worldwide in more than 130 bounce house accidents due to windy weather events since 
2000. In 2016, a 7 year old child died when she became trapped in a bouncy castle that 
blew 100s of yards across a fair; in 2021 a 4 year old died from injuries after a strong gust 
of wind lifted an inflatable throwing the child 30ft into the air.  These incidents and others 
prompted the Health and Safety Executive to include inflatable amusement devices as a 
national priority for local authorities.  As a consequence SRS undertook a project across the 
region combining site visits and the preparation of educational material for members of the 
public and operators/controllers of inflatable devices.  28 premises were inspected, with 
varying degrees of compliance resulting in 25 duty holders receiving formal warning letters 
detailing contraventions and recommendations on compliance.  One Improvement Notice 
was served following an unsatisfactory level of progress being made after revisiting the 
business. 
 

Infectious Disease is controlled and prevented 

Infection Control Training for Special Procedures – Under the Public Health (Wales) Act 
2017, a licensing regime will be introduced that requires special procedures such as 
acupuncture, body piercing, electrolysis and tattooing (including semi permanent make-up) 
to be licensed and practitioners to obtain qualifications in Infection Control and Prevention.  
In readiness for this, SRS has become one of only five accredited training centres in Wales 
for the delivery of the qualification.  Officers have now run the day long course a number of 
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times and sessions have been well-attended with positive feedback received.  Work is now 
in hand to broaden the delivery models available for the course so that as many practitioners 
as possible can be trained ahead of the new licensing regime going live in spring 2024. 

Communicable Disease – The Communicable Disease Team is 
responsible for protecting public health by controlling and preventing 
cases and outbreaks of infectious disease.  The team were at the 
heart of the Covid-19 pandemic, acting as the Regional Response 
team, which saw the focus of the team almost entirely shift to 
tackling Covid 19 during that time.  This last year however, has seen 
the team return to ‘business as usual’ and deal with 1782 confirmed 
and suspected communicable disease cases reported to them.  
These included instances of campylobacter which made up just 
under 50% of the cases, together with salmonella, E.coli 0157, 
legionella and hepatitis. Furthermore the team dealt with 96 outbreaks in care homes, 
schools, nurseries, domiciliary care establishments and hotels across the 3 areas that had 
to be effectively managed to avoid further transmission.  One such outbreak concerned a 
hotel used to home refugees where a total of 12 cases of illness were reported with 
symptoms ranging from sickness and fever, to bloody diarrhoea.  A total of 6 confirmed 
cases were identified following microbiological testing with a range of pathogens being 
isolated.  SRS managed this outbreak liaising closely with hotel management, the families 
and the appointed resettlement officers to ensure robust hygiene measures were being 
employed to mitigate the risk of transmission. 

 

Noise and Air Emissions are controlled 

Noise Pollution - Noise nuisance can have a negative effect on 
people’s quality of life, affecting their health and wellbeing, and our 
officers deal with thousands of complaints each year.  In 2022/23 
over 3800 complaints were received in relation to noise and air 
across Bridgend, Cardiff and the Vale of Glamorgan.  Where 
serious nuisance is identified SRS will take enforcement action.  An 
example of such action is a case brought against 2 individuals in 
Cardiff who repeatedly played loud amplified music causing 

significant issues for neighbours.  In this case the tenants of a private rented property had 
a history of complaints made against them by neighbours which resulted in them being 
subject to a noise abatement notice.  Despite this, officers from SRS witnessed further 
incidences of loud music in breach of the order and both tenants were charged with offences 
under the Environmental Protection Act for failing, without reasonable excuse to comply with 
the requirements of the nose abatement notice. Neither defendant attended court, but 
Magistrates heard the Victim Impact Statement of one of the neighbours, explaining the 
significant issues he and his partner had encountered with the defendants. As a result 
Magistrates found the case against them proved in their absence and fined them £880 each, 
and ordered them to pay costs of £550 each together with a victim surcharge of £88 each. 

A safe trading environment is maintained 

Disposable e-cigarettes –E-cigarettes are a regulated product that should comply with the 
Tobacco and Related Products Regulations 2016.  These restrictions include a limit on the 
capacity of the refillable tank of the cigarette device which must not be more than 2 ml; that 
there is a nicotine limit of 20 mg per ml in nicotine-containing liquids or containers; that 
products should contain prominent health warnings; and that all e-cigarettes and e-liquids 
are required to be notified to the Medicines and Healthcare Products Regulatory Agency 
before they can be sold. In response to continued high levels of intelligence and complaints 
received concerning such products, SRS officers undertook several exercises to identify the 
sale of such products.  As a result, 37 test purchases were attempted and 14 premises 
found to be selling them.  In addition, 56 inspections were conducted, 37 of which resulted 
in seizures of 5444 illegal e-cigarettes equating to an estimated retail value of £50,889. 
Retailers identified as selling these products received a written warning and advice and were 
subject to further inspection to check for non-compliance.  Four investigations are currently 
ongoing as a result of repeated offences.  E-cigarettes continue to be of interest to the media 
with SRS contributing to ITV Wales programmes on the issue which were featured on the 
ITV news and Wales this Week. 

Part Worn Tyres – In October, SRS officers in conjunction with the DVSA carried out a 
mystery shopping exercise following major concerns with the tyre industry that garages were 
supplying part worn tyres that were not roadworthy, not been property tested by the retailer, 
and being sold without the relevant markings.  Given the financial pressures caused by the 
cost of living crisis, there was also the possibility that more customers may look towards 
purchasing second hand tyres as a means of saving money.  Officers visited 13 premises 
in total to check if products were labelled correctly (so as to inform consumers) and assess 
any unsafe products that might be supplied.  Results from the exercise were generally 
positive.  3 businesses were no longer selling part worn tyres, 10 that did sell all tyres were 
reported as safe, and 9 failed to mark the tyre as required with “part worn”, and these 
received written warnings and advice. 

Licensed premises operate responsibly 

The Public Health (Minimum Price for Alcohol) (Minimum Unit Price) (Wales) 
Regulations came into force on 2 March 2020. The purpose of the legislation is to protect 
the health of harmful and hazardous drinkers by using price as the means to minimise their 
access to very low cost / high alcohol products (for example some strong ciders). Under this 
law, it is an offence to supply alcohol below the applicable minimum price which is calculated 
according to the alcoholic strength of a product and the volume in which it is sold.  The 
minimum unit price (MUP) for the purposes of calculating the cost of alcoholic drinks is 
£0.50.  A programme of initial visits to these premises was conducted to determine 
compliance however the last year has seen officers re-visit those businesses that were 
initially non-compliant. Officers also particpated and featured in a report broadcast by the 
BBC X Ray programme which sought to raise awareness of the requirements and the work 

1782 

Communicable 

disease cases 

notified to SRS. 

3800+  
Noise and air 

complaints received 
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conducted by our teams.It was pleasing to note that no additional non-compliances were 
identified during these re-visits and this project has now concluded.     
 

Firework storage Inspections - Retailers of fireworks 
are required to register with the local authority in order 
to ensure safe storage. All premises registered for the 
storage of fireworks are inspected by officers of the 
service to ensure that the conditions imposed by the 
registration are complied with, that the storage is safe 
and the business operates in a safe manner.  In the run 
up to ‘bonfire night’ in 2022, 41 registered premises were 
inspected  by SRS officers to ensure the safety of 

firework sale and storage.  Only minor non-compliances were identified as a result of these 

visits, all of which were rectified by the business concerned at the time of inspection. 

The quality of private rented property is 

improved 

HMO Licensing - HMOs often present the worst physical and 
management standards, as well as having a detrimental impact 
on the neighbourhoods in which they are situated particularly 
in relation to street scene. During 2022/23 SRS took 6 
successful prosecutions for a variety of offences in Cardiff 
including poor management practices, HMO licensing offences 
and failure to comply with enforcement notices.  As a result, 
fines totalling £55,225 with costs of £6,066 were secured. 

In addition, the team dealt with 1,977 service requests of which 
520 related to hazards in private rented housing and 
approximately 600 in relation to housing related advice and 
guidance.  In addition, there were 104 complaints about 
potential nuisance or filthy and verminous properties which 
resulted in a number of particularly challenging works in default cases.  Furthermore there 
were 75 complaints about the condition of problem empty homes and a further 86 requests 
for information on such properties.  

224 Housing Act 2004 notices were served, up from 142 the previous year. 11 Prohibition 
orders were served, increasing from 7 during 2021-22. HMO licensing activity continued to 
recover following the pandemic  with 544 HMO licences issued during the year, increasing 
from 358 during 2021-22.   

Cathays Additional Licensing Scheme – Following the statutory consultation in relation 
to the re-declaration of the Cathays Additional Licensing Scheme, a report was approved 

by Cabinet in October.  As a consequence the designation of the Cathays Additional 

Licensing Scheme become effective from 1 February 2023 for a further 5 years.   

Cardiff landlord ordered to pay over £25,000 for a catalogue of failings – This case 
came to light when the council received complaints from tenants of a four-storey Victorian 
terraced property, which is made up of four maisonettes.  As a result, an inspection of the 
property took place where a significant number of breaches were found.  These included, 
defective fire alarm system, unsafe electrical installations, lack of handrails for stairs, 
defective floor coverings, damaged kitchen work surfaces, and an insecure front door 
among others.  The landlord was given 8 days to fix or replace the boiler which he failed to 
do, resulting in the council installing a new boiler and invoicing the cost to the landlord and 
legal action commenced.  The landlord did not attend Court but was convicted in his 
absence for 18 offences resulting in a fine of £23,750, and they were ordered to pay £450 
in costs and a victim surcharge of £1,200. 

Bridgend property owner fined - In Bridgend, an improvement notice was served on the 
owner of a property requiring repairs to be undertaken to the front and rear elevations of a 
neighbouring property or take steps to demolish them. A further visit to the property revealed 
no change to the condition of the property.  Subsequently written and verbal reminders were 
given in the months that followed but the necessary work was not carried out.  The defendant 
did not attend court and he was fined £440 for each of the 2 offences, ordered to pay costs 
of £443 and a victim surcharge of £88. 

Illegal Evictions and pre-occupancy checks - In Bridgend and the Vale of Glamorgan 
SRS investigated and gave advice regarding 9 cases of illegal eviction which allowed us to 
prevent the households from becoming homeless in the majority of cases. We also provided 
a valuable service to the Housing Solutions Departments by conducting pre-occupancy 
inspections of 6 properties.  
Homes for Ukraine - As part of the response to the humanitarian crisis caused by the war 
in Ukraine, the UK and Welsh Governments developed a number of schemes to assist 
refugees displaced by the conflict.  The Homes for Ukraine scheme relies on individuals in 
the UK, with at least six months leave to remain, acting as a sponsor and matching with 
Ukrainian individuals and groups. Local authorities have played a critical role in the support 
for people from the Ukraine arriving in Wales. They are seen as best placed to provide a 
‘wrap around service’ to ensure refugees are provided with access to a full range of public 

services. 

The SRS have played a central role in assisting the three host Authorities to discharge their 
responsibilities by working with the teams set up to manage the crisis across Bridgend, 
Cardiff and the Vale. This has predominantly been through providing property checks to 
ensure that accommodation that has been offered meets basic standards of safety and 
suitability. To date, over 500 such checks have been undertaken.   

Where required by the host Authority, Officers have also assisted with the required DBS 
checks on sponsors to ensure that anyone volunteering is of good character. The terms of 
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the scheme mean that sponsors originally signed up for six months to provide 
accommodation. As refugees move on to more permanent accommodation this is inevitably 
placing increasing demand on our Housing Options teams and the private rented sector. 
SRS Housing teams are being called upon to review suitability of long term lets and we will 
continue to assist as the situation evolves. Requests for inspections of host properties have 
started to decline but we continue to provide this service and to date this year have 
completed a total of 18 inspections. 

Emerging issues 
 

Recruitment and retention– Recruiting to vacancies, particularly to those roles that require 
professionally qualified officers continues to be challenging, particularly as we are seeing a 
number of our officers leaving the service to secure positions elsewhere. The shortage of 
applicants with the right skills, abilities and experience in the different professions has 
created a more competitive market. These shortages, attributable to an aging professional 
demographic, increasing turnover and a reduced investment in sponsorship of students by 
Councils, have to be addressed if we are to deliver effective regulatory services. Across 
Wales, the Directors of Public Protection Wales (DPPW) has sought to co-ordinate a 
consistent approach to identify immediate issues of capacity and resilience along with other 
challenges for the future as demands and expectations on regulatory services continue to 
grow and has produced a report detailing the key issues facing  local government regulatory 
services.   The report highlights the challenges faced in terms of workforce pressures, the 
need for better coordination and oversight and how to achieve greater resilience in the 

medium term through a number of recommendations. 

Meeting the required frequency of food inspections – The Food Standards Agency 
stipulate the required frequency of food business inspections according to risk, with those 
of a higher risk requiring more frequent inspections.  For example those rated as Category 
A, require inspections every 6 months, Category B annually and Category C every 18 
months etc.   While SRS successfully inspected those businesses with the highest ratings 
(A and B) within the required frequency, the completion of Category C inspections and new 
business inspections remain a significant concern given the resources available.  There are 
certain unique challenges facing SRS in delivering the full food hygiene and standards 
programmes which result from the sheer number of food businesses within our footprint 
(around 20% of all those in Wales), the diverse and vibrant nature of the food scene locally, 
and the very frequent churn of new business start ups.  A number of other factors have also 
emerged post pandemic which add to the challenges faced, including the significant 
increase in enforcement action necessary at food premises  and the increase in pests, which 
impact Officers’ ability to carry out inspections and programmed work; many cases where 
standards have deteriorated; and an increase in new and different cuisines being offered at 
food businesses requiring officers to research and understand these new approaches so 
that appropriate advice can be given and action taken if required.    To address this the 
service has prioritised Category C inspections and new business according to risk to ensure 
those that pose the highest risk do receive an inspection, however a significant backlog 
remains.    

Food Hygiene Rating Scheme Appeals and Re-ratings – The Food Hygiene Rating 
Scheme (FHRS) for Wales was introduced in 2013 with the purpose of allowing consumers 
to make informed decisions about the places they eat or shop for food, and through these 
decisions encourage businesses to improve their hygiene standards.  SRS officers inspect 
the hygiene standards found in food businesses providing a Food Hygiene Rating from 0-5 
together with a sticker that must be displayed in a conspicuous place where it can be easily 
read by consumers before they enter the establishment.  Under the Scheme, food 
businesses have the right to appeal against their food hygiene rating if they consider it 
unjust, and also request a re-rating inspection if improvements have been made following 
the inspection. Appeal inspections and re-rating inspections represent  a significant amount 
of work for SRS as they sit outside the food hygiene programme of inspections and officers 
are required to undertake these inspections within defined timescales.  A recent report by 
the Food Standards Agency indicated that during the period 28 November 21 to 27 
November 2022, 75 appeal applications were received across Wales.  Within the SRS 
region 17 appeal applications were received representing 23% of the 75 appeal applications 
received across Wales.  Furthermore in terms of re-rating applications, SRS received 103 
applications during the same period representing over 25% of the 406 applications received 
across Wales demonstrating the significant responsibility for our food teams in meeting 
these demands. 
 
Cost of living crisis – The cost of living crisis in the UK continues to dominate the 
headlines.  With inflation at its highest level in 30 years, the UK is seeing petrol and grocery 
prices increasing, together with tax increases and rises in energy costs.  Financial pressures 
on the commercial sector could create an increase in illicit activities (e.g. food fraud; supply 
and sale of illicit tobacco; substitution of ingredients that are cheaper) that could negatively 
impact the health and safety of our communities.  Food businesses, for example, already 
struggling following the pandemic, faced with rising prices may be tempted to substitute food 
items for cheaper alternatives and cut corners in their food hygiene processes to save 
money, placing even greater demands on SRS at a time when the service itself is attempting 
to recover from the effects of the pandemic and staff shortages.  We are finding that many 
businesses are having to reconsider their trading patterns and operations with a view to 
cutting and attracting more trade.  Fewer staff employed at the businesses means less ability 
to keep on top of cleaning and compliance procedures to meet food safety standards.  The 
crisis could inevitably impact the health of our nation and exacerbate inequalities in health.  
As finances become squeezed, the opportunity to maintain a healthy diet and lifestyle will 
become more challenging for a larger number of households across the SRS region, 
potentially impacting life opportunities for future generations.   

Changes to the Food Regulation Landscape - Through the Achieving Business 
Compliance (ABC) programme the Food Standards Agency are looking to modernise the 
way food businesses are regulated in England, Wales and Northern Ireland. Within the 

programme there are three key workstreams; 

1. Modernising the delivery of food regulation-through which the risk rating and 
interventions completed by local authorities are looking to be changed to enable 

resources to be targeted at areas posing the highest risk to food safety. 
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2. Testing new approaches to Regulation-Projects within this workstream include 
Enterprise Level Regulatory Approaches which will test new regulatory models for 
some large businesses that are compliant with regulation by the business being 
regulated as a whole, rather than as multiple small premises. 

3. Designing the blueprint for the future regulatory assurance system-to identify where 
different approaches could be tested or opportunities for future legislative changes 
made. 

It is important that the Service continues to engage with the Food Standards Agency on any 
proposals to ensure the views and experience of the service are reflected.  

Imported Food - The government has produced a draft Target Operating Model, a long-
term border plan aiming to balance the need for a secure border with the needs of business 
for a simple border system which is hoped to be introduced in October 2023. Central to the 
plan is the UK Single Trade Window, providing a single digital point for both importers and 
exporters to provide the necessary data to trade, apply for licences and achieve 
authorisation for trusted trader schemes. Goods will be categorised by a new approach 
focusing on the inherent risk that the commodity poses alongside any risk posed by the 
country of origin. Whilst Industry will benefit from less checks on medium to low risk goods, 

there is concern that this may result in a greater need for enforcement inland. 

Brexit Developments – There are significant implications for SRS as a result of the 
Retained EU Law (Revocation and Reform) Bill which provides ministers with powers to 
amend, retain or revoke any pieces of retained EU law (REUL), of which there are 
thousands.  Originally,  a sunset clause meant that any piece of RUEL would be revoked at 
the end of December 2023 if ministers hadn’t actively saved it by that point, however a 
recent announcement from UK Government has overturned this position.  There will now be 
no fixed ‘sunset clause’ deadline and instead it would appear that officials will continue to 
work through each piece of legislation in turn until this task is complete.   While this 
announcement is welcome, the issue continues to be a cause for concern for regulatory 
services, particularly in legislative areas such as food safety, health and safety and product 
safety which rely heavily on EU law.  The service will continue to lobby alongside 
environmental health and trading standards professional bodies to raise awareness of the 
associated risks stemming from the Bill, in terms of business certainty, compliance and 
enforcement.  

Healthy Weight Healthy Wales – Early in 2023 Welsh Government released its long term 
strategy to prevent and reduce obesity in Wales. The strategy aims to help people live 
longer, better and happier lives and support making the healthier choice the easy choice 
and for people to feel enabled to make positive lifestyle choices to sustain or maintain a 
healthy weight.  This would be achieved by making a number of changes by 2030 across 4 
key themes, namely healthy environments, healthy settings, leadership and enabling 
change and healthy people. In terms of healthy environments, Welsh Government want to 
achieve a level playing field using legislation combined with community action to support 
changes in the food environment and build upon interventions already in place such as the 

lowering of salt content in foods and reducing sugar content in drinks through the Soft Drinks 
Industry Levy.  This will entail consumers being able to access healthier food and drink more 
readily; healthier food and drink being marketed and promoted to give it a competitive 
advantage over less healthy options; and consumers being better informed and have clear 
information to enable them to make healthier choices. While it is unclear on how this may 
impact the work of SRS, there are expectations that the strategy will lead to improvements 
in healthier retail and better consumer information such as changes in the use of price 
promotion and discounting practices and working with UK Government to further improve 
and enhance front of pack nutrition labelling on pre-packed products. 

Public Health (Wales) Act – Special procedures - It is now predicted that implementation 
of the all-Wales licensing regime for special procedures (tattooing, cosmetic piercing, 
acupuncture and electrolysis) in accordance with the Public Health (Wales) Act 2017 will be 
delayed until mid-2024.  This licensing regime will replace the existing registration scheme 
with a more robust regulatory system that will require a personal licence and premises 
approval to be renewed at 3 yearly intervals (or 7 days for temporary events), and the 
completion of a level 2 infection control training course before a licence can be issued.   

At the time of writing this service plan Welsh Government is still in the process of collating 
and analysing the feedback from its first consultation to inform the finalised personal licence 
and premises approval conditions, and will not commence the second consultation, which 
will consider the supporting Regulations, until late Autumn 2023. 

The full impact of this new regulatory regime on resources has yet to be determined, and 
whilst the costs associated with administering the scheme will be recoverable through 
agreed, all-Wales Licensing fees, no additional funding will be made available for Local 
Authorities to fully deliver this piece of work alongside existing statutory functions.  Since 
SRS has the largest number of registered skin piercing practitioners and premises 
throughout all of the Welsh Authorities, it will likely experience the greatest impact from this 
new legislative regime. 

Refugees and re-settlers - Whilst recent international humanitarian emergencies have 
enabled SRS to welcome, and support, refugees and re-settlers into the region, it has 
necessitated the introduction of measures to ensure that diseases endemic in other 
countries are not introduced in the UK.  This is particularly poignant for the importation of 
pets by refugees from countries where Rabies, tick and tapeworm infections, and conditions 

such as Brucella canis are prevalent.   

Many re-settlers and refugees are also re-locating from conditions with limited sanitation; 
poor access to clean food and water; and over-crowded conditions.  This could result in an 
increase of reported cases of Giardiasis; Tuberculosis and Shigella across the region that 
will require the service to formally exclude cases from school or work until medical clearance 
has been achieved; support the funding of cases to remain off work if they are required to 
undergo prolonged and complex medical treatment; and potentially ensure risks to public 

health are mitigated through the ‘request to co-operate’ and Part 2A Order mechanisms. 
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Outdoor hospitality – The covid pandemic saw many hospitality venues investing in 
outdoor seating areas to enable them to operate in a safe way and to recoup losses following 
closure and lockdown restrictions.  This has inevitably resulted in an increase in outdoor 
hospitality that is likely to continue, but is an area that has several implications for SRS as 
a regulatory body.  Large numbers of people seated in outside areas does have the potential 
to create noise nuisance to neighbouring residents, resulting in complaints to our  noise 
service.  Furthermore the safety of structures, in terms of electrical installations for lighting 
and heating will be a key concern in terms of health and safety. SRS recognises the 
significant  impact that the pandemic had on the hospitality industry, but will be mindful of 

the need to balance the needs of the business with those of the residents and patrons. 

Deterioration of private rental properties – The landscape of private sector rental housing 
in terms of property condition appears to be deteriorating and the service is seeing an 
increase in complaints.  While this is believed to be, in part as a result of the covid pandemic 
and the decline in routine maintenance due to the lack of availability of contractors, the cost 
of living crisis is also contributing to the issues being experienced.  Tenants struggling to 
pay for heating, may use it less, which in turn can cause damp and mould in a property 
about which they complain to SRS.   This becomes difficult for officers in telling landlords to 
improve the heating in properties when tenants can’t actually afford to put the heating on 
and there is a need to be mindful of both the needs of tenants and landlords. 

Building Safety – Welsh Government have repeated their commitment to addressing 
building safety in Wales. The vision is to take forward the Welsh Building Safety Programme 
alongside a significant programme of reform to establish a fit for purpose building safety 
regime. SRS represents the Directors of Public Protection Wales group on the Building 
Safety Stakeholder Group which acts as a strategic, independent advisory group for Welsh 
Government on matters relating to the Welsh Building Safety Programme. The first meeting 
of the group took place in January.  A number of different themes are being taken forward 
and this includes working with developers of buildings requiring remediation through the 
Welsh Government Developers Pact. Welsh Government have made it clear that they do 
not expect leaseholders to bear the cost of repairing fire safety issues that are not of their 
making and eleven of the major developers have made a public commitment to address fire 
safety issues in buildings of 11 metres and over which they have developed over the last 30 

years.  

Welsh Government is continuing to develop the Leaseholder support fund for those 
leaseholders who face financial hardship as a result of fire safety issues in their homes and 
are also planning further resident engagement on the various measures being developed. 
SRS will continue to engage with Welsh Government and other stakeholders and report 
back to the Joint Committee on any implications for the three local authorities we serve. 

Smoke free compliance in hospital grounds – The Smoke-free Premises etc. (Wales) 
Regulations 2007 were introduced to protect employees and the public from the harmful 
effects of second-hand smoke. This legislation prevented smoking in ‘enclosed’ or 
‘substantially enclosed’ public places, including workplaces and vehicles. In March 2021 
further changes were made to the legislation which extended the smoke-free requirements 

to more places such as hospital grounds, schools grounds and public playgrounds, as well 
as outdoor day care and child-minding settings to be smoke-free.  SRS is responsible for 
enforcing these regulations and in doing so recognises that the requirement for all hospital 
sites to be smoke-free promotes healthier care environments and supports smokers using 
hospital services, or visiting or working in hospitals, to quit.  The service will therefore 
undertake a programme of engagement with smokers at these sites to reduce the incidence 
of smoking and promote improved health and wellbeing. 

Health Protection - Welsh Government has recently completed a review of the health 
protection system in Wales. The purpose of the system review was to assess its strengths 
against an established benchmark of a high-performing health protection system, and make 
recommendations as to the ways in which the system in Wales could be further 
strengthened. 

 
Building upon the success of the co-production approach of partner agencies throughout 
the COVID-19 pandemic, the report recognises the huge importance of local authorities 
continuing to play a central role in the health protection system moving forward. It is in this 
context that Welsh Government has announced funding to sustain this approach and enable 
partners to make a full and lasting contribution to more equitable health benefits being 
achieved across Wales. 

 

SRS is working with the Health Boards and partner agencies to ensure the necessary 
funding is in place for it to continue to support care homes and other high-risk settings in 
respect of COVID-19 infections. However, in the context of the wider health protection 
agenda and its funding, the work of the service in this regard will be broader than simply 
dealing with COVID. It is understood that Welsh Government is making the newly 
announced funding available on the understanding that 2023-24 will be a year of transition, 
after which there will be an expectation that this work will be mainstreamed into ‘business 
as usual’. 
 
Guidance on air source heat pumps – Currently installation of one air source heat pump 
used solely for heating purposes is normally permitted, under permitted development rights. 
This is subject to it complying with the Microgeneration Certification Scheme (MSC) planning 
standards (or equivalent) which stipulate the noise levels of a pump and is subject to a 
number of conditions.  They must be sited to have a minimal effect on the external 
appearance of a property and the wider amenity of the area. As more properties move over 
to this type of heating, SRS is beginning to receive complaints about noise levels of the air 
pumps from neighbouring properties. Heat pumps are known to be greener than traditional 
boilers as they don’t release carbon emissions into the atmosphere running entirely on 
electricity and grants are available to encourage property owners to move over to this type 
of heating. It is therefore likely that the number of properties with air source heat pumps will 
increase together with the possibility of increased noise complaints.  This does suggest that 
there may be a need to review permitted development rights, however due to the planning 
consultation responses required of SRS, this would significantly increase the work of the 
service in responding to planning applications and would require adequate resourcing.
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What we plan to do next 

** - Cardiff Corporate Plan *** Vale Service Plan 

Improving health and wellbeing Lead 
Responsibility 

The food chain is safe and free from risks 

Develop and adopt the Food and Feed Law Enforcement Plan 
2023/24 and undertake interventions in accordance with the 
plan and the arrangements in place to discharge food safety 
duties. *** 

C Hill 

Engage with the Food Standards Agency’s Achieving 
Business Compliance Programme to modernise the way food 
businesses are regulated.   

C Hill 

Develop and adopt the Port Health Plan 2023/24. C Hill 

Risks in the workplace are managed properly 

Develop and adopt the Section 18 Health and Safety Service 
Plan 2023/24 and undertake interventions in accordance with 
the plan and the arrangements in place to discharge health 
and safety duties. *** 

C Hill 

Engage with smokers using, visiting or working at hospital 
sites to promote smoke free compliance in hospital grounds.  

C Hill 

Noise and air emissions are controlled 

Develop a Noise policy including service standards. W Lane 

Review and explore options for future proofing the Duty 
Officer Rota.  

W Lane 

Extend the enforcement tools available to the night time noise 
service in Cardiff through the issue of Fixed Penalty Notices 
for certain noise offences occurring after 11pm. 

W Lane 

Strengthen relationships with Housing and Anti Social 
Behaviour Unit and develop a Memorandum of Understanding 
(MOU) in Cardiff and Vale. 

W Lane 

 
 

A safe trading environment is maintained 

Undertake seasonal product safety projects encompassing 
products such as contact lenses and fancy dress costumes.  

C Hill 

Conduct firework inspections of licensed premises to ensure 
those holding a licence sell fireworks that meet the relevant 
safety standards, have adequate policies in relation to age 
restricted sales and stored safety in retail premises.  

C Hill 

Licensed premises operate responsibly 

Undertake a weights and measures project in pubs and bars 
to ensure customers are receiving accurate measures. 

C Hill 

Undertake a pre-summer season exercise in Bridgend 
advising pubs on how to minimise noise disturbance. 

W Lane 

The quality of private rented property is improved 

Drive up standards in the private rented housing sector by 
undertaking robust enforcement action to deal with rogue 
agents and landlords letting and managing properties.  ** 

W Lane 

Improve fire safety in our council homes and the private sector 
by continuing to work with Welsh Government and 
stakeholder organisations in the development of their Building 
Safety Programme for medium and high rise buildings in the 
private sector. ** 

W Lane 

Review and harmonise the annex to the SRS Compliance and 
Enforcement Policy in relation to Housing Enforcement. 

W Lane 

Review private sector housing complaint process. W Lane 

Develop Works in Default (WID) process in Cardiff. W Lane 

Infectious disease is controlled and prevented 

Secure approval and deliver the Communicable Disease 
Service Plan 2023/24 and undertake interventions in 
accordance with the plan and the arrangements in place to 
discharge these duties.*** 

C Hill 

Prepare businesses and internal procedures in readiness for 
the implementation of the new special procedures licensing 
regime and through the delivery of RSPH Level 2 Infection 
Control Training course for Special Procedures.   

C Hill/J Bale 
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What we will measure  

Performance Measures 2023/24 Target 

% of food businesses meeting food hygiene standards 
(broadly compliant). 

94% 

% of high risk businesses (category A & B) that were liable to 
a programmed inspection that were inspected for food 
hygiene. 

100% 

% of high risk businesses (category C) that were liable to a 
programmed inspection that were inspected for food hygiene. 

90% 

% of high risk businesses that were liable to a programmed 
inspection that were inspected for trading standards. 

100% 

% of significant breaches rectified by intervention during the 
year for trading standards. 

N/A 

The number of private rented sector properties where 
significant hazards (Category 1 and 2) have been removed 
following intervention by SRS. 

Varies 
depending on 

authority 
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In addition, our outcomes also contribute to the following wellbeing goals:- 

A prosperous 
Wales

A resilient 
Wales

A healthier 
Wales

A more equal 
Wales

A Wales of 
cohesive 

communities

A Wales of 
vibrant culture 

and thriving 
Welsh 

Lanauage

A globally 
responsible 

Wales

Our safeguarding work seeks to ensure that children are 

protected from harmful substances and products, that older and 

vulnerable people are protected from unscrupulous individual and 

traders, that illegal money lending activities across Wales, are 

challenged robustly and that the public feel safe when using taxis as 

public transport. We will do this in partnership with our Council 

colleagues and other agencies to help people who need our support. 

Safeguarding the vulnerable is a central theme to many of the 

activities undertaken by SRS. 
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How we performed 
 

 

 

What we achieved 

Older and vulnerable people are protected 
from unscrupulous traders and scams 
 

Fraudster brothers sentenced to prison – In this doorstep crime case, 2 brothers 
travelled from England at the height of the Covid-19 pandemic where they cold called 
elderly residents in the Vale of Glamorgan and persuaded them to having roofing works 
carried out.  When the work had been completed the price had risen to 3 times the amount 
they had originally quoted.  On querying the escalation in price the residents were met 
with threats and intimidation in order to get them to pay the higher price.  The men 
pleaded guilty to the offences with the Judge telling them their offending had been 
planned and had a detrimental impact on the finances of the victims as well as their 
psychological wellbeing.  He added that ‘the victims in this case were both in their eighties 
who were cold called for work which was claimed by the defendants as necessary. The 
approach taken by you has reflected a worrying trend during the period of lockdown in a 
rural area in the Vale of Glamorgan where you travelled from your home addresses and 
set up camp somewhere in Newport and further travelled to dupe the victims in this case. 
You raised the price in a deliberate and false 3 stage tier process. When challenged by 
the victims you bullied them and made them feel intimidated, there was genuine fear felt 
by the victims’.  Both defendants were sentenced to 12 months in prison for each offence 
to run concurrently.  Due to the custodial sentences being received no costs or 
compensation was awarded. 

Convicted fraudster ordered to pay just under £133,500 to his victims or face a 
further three years in prison – A fraudster was sent to prison in December 2021 for six 
years and ten months for scamming elderly and vulnerable victims out of over £500,000 
for shoddy building work which often left buildings unsafe to live in. He conned elderly 
people out of their money by inventing problems they had with their properties, before 
carrying out unneeded building work, at hugely inflated prices and making threats against 
those who questioned him.  The crime spree took place between September 2018 and 
December 2020 - targeting properties in Roath, Barry, Ely, Thornhill, Newport and 

Llanishen.  

At Cardiff Crown Court a Proceeds of Crime Hearing heard that the fraudster from Cardiff 
had just under £133,500 in assets, of which, he agreed that £100,000 had been hidden.  
A full confiscation order was granted which will give each of the fraudster’s 24 victims a 
35.74% share for every £1 that they lost. The full payment must be made within three 
months or a further three years of imprisonment will be added to his existing sentence.  

480 

Cases, enquiries and 

referrals received or 

dealt with by SRS 

Safeguarding Team. 

20 

Victims of doorstep 

crime and scams 

identified.  This work 

included 28 visits to 

consumers and 1 

rapid response made. 

£40,000+ 

Achieved in redress 

for consumers. 
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Safeguarding Week - The 2022 National Safeguarding Week for Wales took place in 
November with the purpose of raising awareness around the importance of safeguarding 
children and vulnerable adults and ensuring that they are protected from neglect, harm 
and other forms of abuse. To coincide with Safeguarding Week, SRS produced a podcast 
on safeguarding for Bro Radio; gave a presentation to approximately 50 volunteers/staff 
at the Age Cymru Hope Advocacy Project and carried out a Rogue Trader Operation 
where advice was given to approximately 8 traders.  In addition, fraud and scam 
awareness training and packs were distributed to Cowbridge hairdressers with South 
Wales Police, a scams presentation was made in Princess of Wales Hospital Bridgend 
and undertook visits to historic safeguarding victims with South Wales Police.  The latter 
consisting of vulnerability and safeguarding checks in light of recent cases of potential 
financial abuse through grooming/coercion coming to light and provision of advice on call 
blockers. 

Safeguarding/Scams –   A series of proactive operations and initiatives were carried out 
through the year to highlight scams and improve awareness.  These included training of 
50 members of the Advocacy Service; the Cowbridge and Penarth Hairdresser Project 
delivering scam advice packs to salons to enable hairdressers to raise awareness 
amongst their customers and a number of rogue trading operations across the region.   

Doorstep crime and Scams – SRS respond to instances of doorstep crime and scams, 
supporting the victims and families where possible.  Often individuals are elderly and 
vulnerable and these crimes can have a devastating effect on the emotional as well as 
the financial wellbeing of residents.  The following examples given an indication of the 
types of interventions undertaken over the course of the year.  

During 2022-23 the service dealt with over 260 doorstep crime cases, 72 scams and 33 
vulnerable civil cases.  A total of 20 residents were identified through the year as having 
suffered a doorstep crime incident or as having been on the receiving end of a scam. 
Some £40,379 in redress was achieved for residents.  

A number of significant cases against rogue traders and doorstep criminals concluded in 
court. Sitting behind each of these cases is a story of residents being defrauded of large 
sums of money, often life savings, for little or no work; or where work has been carried 
out it will have been to a very poor standard. The legacy of COVID related delays in the 
court process meant that fewer cases of this type than normal finally concluded in court. 
Nevertheless, the impact of the  concluded cases is significant. 

Call blockers can put an end to nuisance or malicious calls.  They can be installed at 
the homes of residents being repeatedly targeted by scams and once fitted, prevent all 
calls coming through other than those from recognised friends and family numbers.  SRS 
installed further call blockers during the last year in residents’ homes helping to reduce 
nuisance and scam calls.  Since 2014 SRS has installed a total of 67 call blockers to 

protect older and vulnerable people and each of these is estimated to block up to 5 
nuisance or scam calls a day.  Sor far 47,580 calls have been blocked and an estimated 
77 scams prevented.  Comments received include “This made a huge difference and 
enables my mother to live in her own home for longer”, “My mother no longer gets anxious 
and agitated.  I cannot impress on you the positive impact this has made”, and “Thanks 
for making my phone my friend again”. 

 

Vulnerable people are not subject to 
exploitation, slavery and trafficking 

Raising awareness - Safeguarding is a key issue for all three Councils. SRS will 
continue to play a key role in raising awareness across the partner Councils of the SRS 
role and how it can integrate with the wider Council agendas. The WAO report for the 
safeguarding of children recognised the excellent work undertaken by the SRS 
highlighting that the Council could consider ways in which it could extend its safeguarding 
training offer, for example building on the Child Sexual Exploitation awareness training 
given to taxi drivers and the safeguarding training for those working in the night time 
economy. Each Council is now developing safeguarding plans and SRS will support 
those initiatives as they progress.   

 

Children are protected from harmful 
substances and products 
 
Underage sales operations – During 2022-23, SRS received 196 
complaints/intelligence logs regarding the underage sale of alcohol, e-cigarettes, tobacco 
and knives across the 3 areas.  In response to these, with the assistance of a young 
volunteers, 60 attempts were made to purchase a range of age restricted products during 
the year.   13 of these attempts to purchase resulted in a sale (22%) of either alcohol or 
e-cigarettes/vapes (4 Bridgend, 8 Cardiff and 1 in the Vale) and the circumstances of 
each was fully investigated and appropriate enforcement action taken.   
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During 2022/23 SRS successfully prosecuted 4 businesses for the sale of age restricted 
products, such as alcohol and e-cigarettes.  One such case was that of the operator of a 
Barry Off Licence fined more than £2500 for selling alcohol to an underage 
volunteer. In this case a Trading Standards Officer visited the shop accompanied by a 
15 and 16 year old volunteers.  On approaching the counter, they attempted to buy a box 
of fruit cider priced at £12.99.  The operator asked how old one of the volunteers was 
and on being told 15, explained that a person needed to be at least 18 to purchase 
alcohol.  He then proceeded to charge an additional £1.01 for the cans, which he 
removed from their box, placed in black bags and handed over to the volunteer outside 
the shop where the operator had told the volunteer to wait. This came 3 months after 
concerns were first raised and the operator given verbal and written guidance on the sale 
of alcohol.  The operator also claimed to be a 
Designated Premises Supervisor for the store, 
which turned out to be false, and during 
interview and further investigation it also 
emerged that the operator had provided false 
information to the Vale of Glamorgan Licensing 
department.  The operator was subsequently 
fined £640 for selling alcohol to a person under 
the age of 18, £640 for not having a Designed 
Premises Supervisor Licence and £640 for 
supplying false information.  He was also 
ordered to pay £500 and a victim surcharge of 

£190 making the total amount payable of £2,610. 

Taxi provision is safe and fair 

Public and trade consultation on card payment facilities in Cardiff taxis and 
moratorium on new licences – In February/March, Cardiff Licensing undertook a public 
consultation with the taxi trade and members of the public.  This well received survey 
sought comments on the introduction of mandatory card payment facilities in all taxis, 
following a number of complaints being received about taxis only being able to accept 
cash payments.  In addition it sought views on the lifting of the moratorium on issuing 
new hackney carriage licences. Cardiff is one of the few remaining local authorities in the 
UK with a moratorium which requires those wishing to enter the taxi trade to either rent 
or purchase an existing licensed vehicle.  The survey generated nearly 1000 responses 
and the results will be reported to Public Protection Committee in July making appropriate 
recommendations. 

Driver of unlicensed and uninsured vehicle disqualified from driving and fined – In 
this case the defendant was found to be driving an unlicensed and uninsured vehicle for 
a third party in order to fulfil a school transport contract.  In mitigation he claimed to have 

driven the vehicle for a company previously when it was a public service vehicle and 
assumed he was still able to drive it.  He said that he was simply doing a favour to help 
the holder of the school transport contract. The defendant was fined £100 and 
disqualified from driving for 4 months for the offence of no insurance, with no separate 
penalty for the private hire offence.  He was also ordered to pay £150 costs and £34 
victim surcharge. 

Illegal money lending activities are prevented 

Wales Illegal Money Lending Unit –  The increasing cost of living fills most people with 
fear, and we know from bitter experience that illegal lenders, more commonly known as 
loan sharks, will be looking to exploit people in their moments of crisis. Dealing with the 
personal and ‘social’ fallout linked to the criminality of illegal money lending is difficult to 
quantify. Reporting rates are often low, and victims are sometimes unwilling to name the 
lender for fear of repercussion. In 2022/23, 16 pieces of intelligence were received, 
resulting in 6 operations being carried out, and 9 illegal lenders being identified. The total 
value of all loans given out by these illegal lenders was £54,000. A total of 9 victims have 
been identified and supported as part of the team’s investigations; and approximately 
£11,000 of debt has been ‘written off’ via intervention. In one case a man from Llanelli 
pleaded guilty to illegal money lending and trademark offences regarding counterfeit 
clothing.  At a later sentencing hearing he admitted that he had multiple clients with loans 
commencing at £100 for which 40% interest was charged.  It was estimated that the loans 
totalled £100,000.  He was sentenced to 10 months imprisonment suspended for 12 
months with a forfeiture of £5,052 cash which was seized upon his arrest. 

Illegal Money Lending Education and Training - The Wales Illegal Money Lending 
Unit (WIMLU) is small team covering the whole of Wales. As a result, it is reliant on other 
public agencies, housing providers and third sector organisations to be its eyes and ears.  
These are the ‘front line’ people who will encounter the victims of loan sharks through 
their daily activities and provide the richest vein of intelligence available. To exploit this 
and encourage reporting, WIMLU proactively seeks opportunities to present to these 
organisations on our work and the team receives frequent requests for information and 
training of frontline staff and community-based public facing support services. In 2022/23 
training was delivered to 46 different organisations from all over Wales, reaching 895 
participants (a 36% increase on the previous year). These training sessions were 
attended by colleagues from within local government and credit unions as well as from 
the housing, advice, and charitable sectors. 

Stop Loan Sharks Wales Launch - In October 2022 the Wales Illegal Money Lending 
Unit rebranded the public face of WIMLU to the more user friendly ‘Stop Loan Shark 
Wales”. The rebranding was promoted with a 4 week media campaign and the creation 
of a social media digital toolkit for stakeholders.  The media campaign included targeted 
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campaigns on major social media platforms 
Facebook, Instagram and Tik-Tok.  In addition the 
unit undertook local targeted action in Wrexham 
and Neath-Port Talbot based on recent 
intelligence of illegal lending activity, with 
additional awareness raising in the form of digi-
vans which used advertising screens on the sides 
of the vehicle, driving on a specific route with 
scheduled stops including supermarkets and town centre locations.  In addition, Stop 
Loan Sharks Wales advertised on the in game LED boards at the Wales v Italy 6 Nations 
game  and Cardiff City/Swansea City football matches, getting national exposure on ITV 

and S4C tv channels. 

As part of the rebranding a new dedicated website was also launched at 
https://stoploansharkswales.co.uk/. This new website provides a range of information 
and resources/ training around illegal money lending. The aim is to ensure that these key 
messages are at the forefront of our partners’ minds, and this will help the unit expand 
its reach and share messages with victims, support groups and members of the public 
throughout Wales so that more people know about illegal money lending, its dangers and 

how to report it.  

Research into Money Lending activities across Wales – In partnership with Welsh 
Government, the first Wales specific research on illegal money lending was 
commissioned by the Unit. This led to Stop Loan Sharks Wales receiving coverage 
across local, national and UK wide media via Wales Online, Wales consumer affairs show 
X-Ray, S4C’s Prynhawn Da, ITN News and The Sun newspaper.  The main finding of 
the research confirmed fears that the cost of living crisis which is undoubtably causing 

financial hardships may drive more people in Wales to borrow from illegal money lenders.  

The key findings of the research indicated that:- 

• Over 50% of people had considered borrowing money in 2022 just to cover the 
costs of everyday essentials, such as food or basic toiletries;  

• Of those respondents who said they had borrowed money in the last 12 months, 
50% stated they needed the funds to cover everyday living expenses; 

• 66% reported needing the money for food; and  

• 53% needed additional funds to cover the cost of their energy bills.   

The information highlighted in the research will allow Stop Loan Sharks Wales to reach 
out into the heart of these vulnerable communities to raise awareness of the support 
available, and to pinpoint the tell-tale signs of illegal money lending activity. Illegal lenders 
identified in this way are investigated by the team leading to the appropriate enforcement 
action being taken against them.  

POCA Community Based initiatives - Monies obtained from loan sharks under the 
Proceeds of Crime Act is used by WIMLU to develop initiatives that raise awareness of 
the problems caused by illegal lending in our communities, and how those affected, and 
the wider public, can report concerns.  Following on from the successful pilot with 
Cambrian Credit Union in North Wales, SRS have worked with Credit Union Wales during 
the last year to develop a new underwritten loan scheme for small (£500) emergency 
loans with 12 month repayment terms aimed at working people.  These express loans 
are fast tracked; easy to apply for; agreed within 24 hours and include a save as you 
borrow element to start building financial resilience.  A monthly prize draw for new 
members joining the Money works scheme for savings or a loan was also launched.  
Another POCA funded project undertaken by the WIMLU team was aimed at promoting 
affordable credit to users of Facebook, Instagram and Tik Tok.  This project continued 
during 2022/23 funding the sponsoring of adverts for the Credit Unions of Wales which 
boosted the social media profile and visibility of the Credit Unions so that the adverts 
were targeted at those searching for small loans utilising the algorithms of these platforms 
and appearing in searches. The targeted advertising also highlighted the dangers of loan 
sharks.   

Emerging issues 

Economic impact on lending - The harsh economic consequences of the Covid 
pandemic and the current cost of living crisis have underlined concerns about the type of 
borrowing undertaken by individuals.  People who are struggling to pay the bills can easily 
fall prey to loansharks and scammers.  Recent research commissioned by The Wales 
Illegal Money Lending Unit (WIMLU) revealed a number of key findings that indicate how 
the crisis is driving people to borrow money.  Of particular concern is that nearly half of 
the respondents who borrowed money did so informally through friends, family or co-
workers, increasing the risk of these financially vulnerable people falling victim to illegal 
money lenders.  In addition the research showed that people aged between 18-34 are 
most susceptible to being targeted by illegal money lenders. The results suggest that this 
age group are most likely to consider borrowing money to pay for essentials and are also 
most likely to have engaged in borrowing in the last 12 months. Research also shows 
that 18–24-year-olds are most likely to have already used an unlicensed money lender 
but are less likely to know that this type of lending is illegal, so may unknowingly borrow 
from a loan shark.  Furthermore the research revealed that illegal lending hotspots, 
including Merthyr Tydfil, Caerphilly, and Swansea, saw the highest proportions of 
respondents aware of potentially illegal lending in their area.  

Cost of living crisis  - The cost of living crisis in the UK has the potential to impact  a 
number of services within SRS.  With rising prices on energy, fuel and other products 
coupled with national insurance increases and interest rises, people will have less 

https://stoploansharkswales.co.uk/
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disposable income.  This plan has already highlighted some of the possible issues in 
terms of improving health and wellbeing, but this theme also runs through our 
safeguarding work.  As people have less disposable income, they may be tempted to 
take on cheaper rogue traders to undertake work in their homes, which could lead to an 
increase in complaints and enforcement action.  Similarly, people could be tempted by 
unregulated forms of credit and fall prey to loan sharks and scammers. 

Buy now pay later deals have increased dramatically during recent years.  This 
unregulated form of credit allows consumers to delay payment for goods, without interest 
and has gained a foothold among the under 30s and those with tight finances.  
Companies such as Clearpay, Laybuy and industry leader Klarna give online shoppers 
options to pay for products via instalments at the checkout and there are concerns that 
people are signing up for credit without fully understanding that this is the case and that 
it is being made easier for consumers to buy more than they can afford.  While the UK 
Government has consulted on the future of the buy now, pay later sector, it will be some 

time before any regulation will take effect. 

Ageing population - On a national level, we are living in an ageing population with 
increasing levels of loneliness and cognitive impairments such as dementia. Nearly half 
of all people over 75 live alone. In addition, the Social Services and Well-Being Act 2015 
creates a duty of care to protect persons at risk from financial abuse; with partnership 
working and cooperation at the heart of this approach.  

Preventing crime, and supporting safe, confident, resilient communities, is a key 
aspiration that SRS shares with the South Wales Police and Crime Commissioner.  
Shared areas of work might include scams and cyber crime, night time economy and 
licensing, victim support and safeguarding, general intelligence sharing and substance 
misuse together with underage sales, including knife crime.  This is putting further strain 
on already stretched resources as the potential number of victims to scams and doorstep 
crime increases and expectations of successful interventions rise.   

The pandemic and government restrictions resulting from COVID-19 highlighted the 
opportunities that fraudsters will seize upon to take advantage of a situation. Within days, 
new scams and frauds relating to Covid-19 were being highlighted including text 
messages designed to obtain bank details or monies.   The cost of living crisis will see a 
reduction in disposable income for many consumers which could result in these 
fraudsters exploiting similar opportunities to take advantage of those seeking more 
affordable options.  There is now a greater need to try and protect more vulnerable 

residents in the face of the likely increase in reporting during the coming year. 

Awareness raising activities are crucial to crime prevention, but they invariably increase 
the demand for the service. We will support South Wales Police as it delivers the Police 

and Crime Plan and will endeavour to enhance the protection available to the most 
vulnerable in our communities.     

What we plan to do next 

** - Cardiff Corporate Plan *** Vale Service Plan 

Safeguarding the vulnerable Lead 
Responsibility 

Support the 3 partner Councils in fulfilling their safeguarding 
responsibilities. ** & *** 

All OMs 

Children are protected from harmful substances 
and products 

Work in partnership to safeguard the vulnerable to ensure that 
children are protected from harmful substances and products, 
older people are protected from rogue traders and scams and 
vulnerable people are not subject to exploitation. *** 

All OMs 

Conduct intelligence led underage sales exercises in relation 
to the sale of tobacco, alcohol, nicotine inhaling products, 
knives and other age restricted products. 

C Hill 

Illegal money lending activities are prevented 

Raise awareness of illegal money lending and support 
individuals to access responsible lenders and debt advice, 
rebuild their finances and make a sustainable transition to 
legal credit. ** & *** 

J Bale 

Sponsor school savings awards to promote saving by the 
young in illegal money lending hotspot areas.  

J Bale 

Learn from illegal money lending research findings and target 
promotions accordingly.  

J Bale 

Taxi provision is safe and fair 

Engage and respond to Welsh Government white paper on 
modernising taxi and private hire services in Wales.  

W Lane 
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Undertake enforcement exercises with the taxi trade including 
mystery shopper exercises to ensure compliance with the 
Equalities Act, vehicle and licensing standards and fare 
refusals for short journeys . 

W Lane 

Review taxi vehicle testing regime in Bridgend. W Lane 

 

 

What we will measure  
 

Performance Measures 2023/24 Target 

• % of reported scams/doorstep crime incidents 
prevented /resolved through intervention.   

80% 

• % of licence holders receiving disciplinary action 
following receipt of notifications of safeguarding 
concerns.   

Not applicable 

• No. of people reached through education or training on 
scams and doorstep crime.  

500 
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In addition, our outcomes also contribute to the following wellbeing goals:- 

A prosperous 
Wales

A resilient 
Wales

A healthier 
Wales

A more equal 
Wales

A Wales of 
cohesive 

communities

A Wales of 
vibrant culture 

and thriving 
Welsh 

Lanauage

A globally 
responsible 

Wales

Protecting the environment is a core strategic priority of SRS. Many 

of the activities listed here such as water sampling, monitoring air quality, 

and remediating contaminated land contribute toward promoting a better 

environment which in turn means better long term prospects for the health 

and wellbeing of our communities. However, the work in protecting the 

environment goes further, we ensure communities are protected from 

nuisance and are safer by investigating noise complaits, dealing with stray 

dogs and horses. We have a key role to play in the wider climate change and 

future generations agendas through our enforcement role on energy 

efficiency controls on properties and products. The impact of these activities 

is less apparent in the short term for communities,  but has an important 

role for future generations. 
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How we performed 

 

 

No. of Air Quality Samples taken during 2022/23  
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What we have achieved  

The environment is protected from harmful 
emissions to land, air and water 

 
Air Quality - The issue of Air Quality is never far from the headlines and the impact of 
poor air quality on health is well documented. Indeed air pollution continues to be the 
largest environmental risk linked to deaths in the population with long term exposure 
(over several years) contributing to a reduction in life-expectancy primarily due to an 
increased risk of mortality from cardiovascular and respiratory causes.   In March 2023, 
Welsh Government laid before the Senedd the Environment (Air Quality and 
Soundscapes) (Wales) Bill.  This Bill is a key step in bringing forward measures that will 
contribute to improvements in the quality of the air environment in Wales and reduce the 
impacts of air pollution on human health, biodiversity, the natural environment and our 
economy and will amongst other aspects amend the Local Air Quality Management 
regime.  
 
In Bridgend, the 2022 Annual Progress Report (APR) highlighted continued non-
compliance of the annual average air quality objective in 2021 for Nitrogen Dioxide (NO2) 
with concentrations of 46 µg/m3 being recorded at two locations within the Park Street 
Air Quality Management Area (AQMA).    The APR demonstrated that all other monitoring 
locations within Bridgend County Borough continued to meet the relevant air quality 
objectives.  
 
SRS in conjunction with colleagues from BCBC Communications Team undertook a 12-
week consultation on the updated Park Street AQMA Action Plan. This ran from the 29th 
of August until the 21st of November 2022.  The purpose of the consultation was to seek 
the views of the residents, businesses and other interested parties on the proposed 
measures set out to reduce NO2 concentrations on Park Street.  The results of the public 
consultation were positive and in general supportive of the key priority areas of 
intervention and air quality actions developed in the AQAP.  
 
The draft AQAP has been updated following the consultation and from technical feedback 
from Welsh Government.  A final assessment will be undertaken to identify when 
compliance would ‘naturally’ be predicted to finalise the AQAP and this will then be taken 
to Bridgend CBC Cabinet for approval prior to being submitted to Welsh Government.  
Measures within plan may then be implemented through 23/24.  
 

In Cardiff, the 2022 APR highlighted that in 2021 no monitoring sites recorded 
concentrations in exceedance of the annual average objective set for NO2 of 40 µg/m3.  
The results were indicative of the continued impacts of the COVID lockdowns and 
restrictions at the start of 2021 on pollution levels in Cardiff. Overall it appears that traffic 
volumes have decreased by approximately 20%  to pre-covid levels, which continues to 
have a positive impact on overall air quality in Cardiff.   SRS continues to  support the 
delivery of the Cardiff Council Clean Air Plan in line with the additional Legal Direction 
from Welsh Government. Further detailed transportation and air quality modelling work 
was progressed.  These results were reported to Cabinet in April 2023, whereby a 
decision, subject to Welsh Government funding, is to allow all traffic to remain on Castle 
Street. 
 
An expanded real-time monitoring network was installed in quarter 3 which has resulted 
in a further 47 monitors installed across the City. The monitors identify levels of NO2 and 
Particulate Matter (PM10and PM2.5) on a 24/7 basis and will further improve how Cardiff 
Council measures air pollution and identify measures to reduce pollution. 
 
In the Vale of Glamorgan, the 2022 APR demonstrated that no monitoring sites recorded 
concentrations in exceedance of the annual average objective set for NO2 of 40 µg/m3.  
Monitoring within the previously declared Windsor Road Air Quality Management Area 
(AQMA) showed continued compliance concerning the applicable air quality objectives 
for NO2.   
 
Environmental Sampling – SRS completed the assessment and sampling of all 
statutory private water supplies across the region and ensured statutory returns were 
supplied to the Drinking Water Inspectorate as required.   This involved 64 visits across 
the region to take water samples at private water supplies. 7 Compliance Notices were 
served for private water supplies improvements; 48 environmental samples were taken 
at beaches and lakes across the region and 11 water samples were taken at events 
across the region.   

Animals are treated humanely 
 
Bonvilston man sentenced to another 6 months 
for animal welfare offences – This case involved 
the mistreatment of horses and dogs and breaching 
a lifetime ban on keeping animals following a 
prosecution by SRS.  The defendant in the case was 
found to be mistreating horses, which were forced to 
stand in deep mud with no water or forage.  They 
were kept in areas strewn with hazards such as sharp 
metal and barbed wire, and in some cases in 
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overcrowded filthy conditions with nowhere to lie down.  A number were significantly 
underweight and others had long-standing wounds caused by ill-fitting rugs.  The hearing 
resulted in the defendant returning to prison for 6 months, having previously been given 
a 6 month sentence and permanently disqualified for keeping animals for 32 counts of 
animal cruelty relating to sheep and horses in April last year.  His 17 year old son also 
admitted 25 charges and disqualified from keeping animals, apart from in very strict 
circumstances for a period of 5 years, after if emerged that the defendant had transferred 
ownership of horses and other animals to his son who was just 16 at the time.  A total of 
71 improvement notices for animal health and welfare offences were served, relating to 
concerns around the suitability of the environment, overcrowding, restricting normal 
behaviours, failing to supply water and failing to supply food.  The notices related to 
horses, dogs and birds and were consistently ignored. 
 
BBC Panorama and UK Defenders -illegal dog 
breeding – During the year, SRS officers contributed to 
TV programmes highlighting the shocking issues 
associated with illegal dog breeding and the links to 
organised crime, often at the expense of animal welfare.  
The BBC Panorama programme gave a compelling 
insight into the world of illegal dog breeding and 
highlighted the limitations of the current legislation 
which requires licensing of breeding bitches and litters 
but not the keeping and provision of stud dogs, supply 
of semen, fertility testing and other linked services.  One 
of the cases featured was an SRS prosecution against Karl and Victoria Shellard who 
committed animal welfare offences through overbreeding of bulldogs while running their 
highly profitable (but unlicensed) dog breeding business.  This case resulted in the couple 
being fined £19,000 each together with costs of £44,000, and the requirement to pay 
over £300,000 in Proceeds of Crime. The BBC UK Defenders programme featured the 
case investigated by SRS that resulted in Christopher Mae being convicted of illegal 
breeding, animal mutilation, causing unnecessary suffering to an animal and illegal 
importation of dogs.  In that case, American Bully puppies were sold through Facebook 
under the name ‘Bulletproof Bullies’ and the offender was sentenced to 16 weeks 
custody, fined £1200 and ordered to pay costs of £9775.  He was also banned from 
keeping animals for 8 years and an order made to deprive him of the 8 puppies that were 
seized. 
 
Illegal dog breeding – The service continued to receive complaints about illegal dog 
breeding and a number of investigations are ongoing.  In one case, a concerned 
neighbour reported concerns about the welfare of bulldogs apparently abandoned at a 
domestic property.  When officers arrived at the property the same day, they found 20 
dogs unattended and in a very poor state.  The dogs were removed to safety and given 

the necessary veterinary attention before being placed into care.  Once the owner was 
identified, the dogs were signed over and a criminal investigation commenced. 
 
RSPCA PawPrints Award – 2022 saw our Animal Health and Welfare Team recognised 
via the RSPCA PawPrint Awards Scheme for their work in animal related licensing, stray 
dog provision and kennelling.  It was particularly pleasing to see that the service, for the 
first time achieved the gold standard for animal related licensing, not only improving on 
previous performance but becoming the only service in Wales to achieve gold standard 
in animal licensing.  A further gold award was received for stray dog provision and a 
bronze award for kennelling.  
 
Welsh Government Consultation on Animal related Licensing – In January, SRS 
responded to a consultation from Welsh Government on the legislative framework for the 
licensing of animal related activities.  This consultation provided the opportunity to 
provide feedback on the many shortcomings of the current legislation on behalf of 
Bridgend, Cardiff and Vale of Glamorgan Councils.  SRS is responsible for a range of 
animal related licensing and submitted feedback in respect of riding establishments, dog 
breeding, animal boarding and performing animals, identifying issues and gaps 
associated with the various outdated pieces of legislation and activities.    Many of which 
have been highlighted within this section of the plan, particularly in relation to dog 
breeding.  It is hoped that the feedback received from SRS, other LAs and professional 
bodies such as the Directors of Public Protection Wales will be taken on board to provide 
effective solutions to this hugely important area of animal welfare. 

People will use energy efficient buildings and 

products 

Empty Homes – In Bridgend, SRS is currently working on 121 active residential cases 
and 6 commercial cases of empty homes. Resources are targeted on the top 20 worst 
cases. Of the top 20 properties 3 are now occupied, 2 are sold and undergoing 
renovation, 1 property is up for sale, and another 2 are progressing through probate to 
be sold at the earliest opportunity. There are 6 properties subject to ongoing enforcement 
action, all of these being subject to enforcement notices (of these there have been 2 
successful prosecutions, one work in default completed and further work pending, one 
pending Compulsory Purchase Order (CPO) and one pending prosecution). Work also 
continues on properties outside the top 20 utilising the 5 stage escalation letter process. 
We have also established links with a registered social landlord to explore opportunities 
to work closer together in bringing properties back into use. 
 
In Cardiff, through a combination of dialogue, incentives and enforcement action, 91 
empty properties were returned to use in 2022/23.  Welsh Government approved Cardiff 
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Council’s Empty Homes action plan, which identifies 13 long term derelict problem empty 
properties as top targets and progress is being made on several of these key targets.   In 
addition to the day to day work to support and advise owners of empty properties an 
Empty Homes Working group, chaired by the Cabinet member for Housing & 
Communities has been established which has helped to secure effective working across 
all empty home disciplines. SRS also held a workshop with Council Housing officers to 
ensure the best package of measures are offered to empty property owners, in the most 
attractive and timely way possible which will include property loans, leasing scheme and 
buy back/purchase where appropriate.  

Communities are protected from nuisance and 
are safer 

Straying horses and dogs - Our Animal Health and Welfare team has continued to work 
proactively across the area to reduce the instances of straying horses and associated 
welfare issues.  Regular patrols have been carried out and stray dogs and other animals 
picked up, while at the same time, officers have taken every opportunity to work with 
residents across the region to improve responsible ownership. 

Student Liaison – The Student Liaison Officer (SLO) is a role that sits in the Cardiff 
Student Community Partnership (CSCP) and is jointly funded by the universities in Cardiff 
and Cardiff Council.  The role focuses on facilitating work between Higher Education 
Institutions, the Local Authority, Police and Health Board including initiatives to address 
student-community issues and to collaborate with elected Members on strategic 
ambitions for the city.  
 
Work continues to strengthen the new governance structure of the partnership, which 
was established in 2021, and embed a work programme that reflects the partnership’s 
four priority areas: 1) Community Life, 2) Student Health and Wellbeing, 3) Economic 
Development and 4) Net Zero. One of the key focuses this year has been student housing 
and how the wider housing and cost of living crises are impacting students. The SLO has 
been tasked with developing a report on student housing in Cardiff to understand the 
current environment and to help inform future approaches by partners.  
 
The SLO has also focused on improving communications and increasing engagement 
with students and local communities. In the past year, this has included officers engaging 
with over 6700 students through in-person events and initiatives. A further 8000 student 
households received information and advice during the student arrival and move-out 
periods regarding noise awareness, waste management, community safety, parking and 
transport. Over 2000 landlords and 150 property management companies were 
supported with information to help manage student properties, and the Cardiff Digs social 

media channels received over 14,000 impressions on the student arrival and housing 
information campaigns. The SLO is working with university partners to increase the reach 
of the partnership’s campaigns further.  
 
The SLO continues to contribute strategic input into a range of groups, meetings, plans 
and consultations including the Cathays and Plasnewydd Operations Board, the U.K. 
Town and Gown Association, WRAP Cymru, Keep Wales Tidy/Caru Cymru and help to 
facilitate links between the University/Students’ Unions and Local Authority Teams on 
specific case work. 
 

Emerging issues 

The Domestic Minimum Energy Efficiency Standard (MEES) Regulations set a 
minimum energy efficiency level for domestic private rented properties requiring 
properties that need an energy performance certificate (EPC) to have a minimum ‘E’ 
rating on their EPC assessment, or have a valid exemption registered.  If a property has 
an F or G rating, owners are required to improve the property’s rating to E or better, or 
register an exemption. The cost of making improvements is capped at £3500 (including 
VAT), so if owners cannot improve their property to an EPC E for this amount or less, 
they are required to make all the improvements they can make up to that amount, then 
register an ‘all improvements made’ exemption.  Although these regulations have been 
in place for some time, they now apply to all private rental contracts, not just those that 
are new.  Delivering on this area of work now has even greater urgency, given the need 
to improve energy efficiency and reduce carbon emissions, and also as a result of the 
recent energy price rises, which are already impacting tenants of such properties. 

Avian Influenza is an infectious disease of birds caused by the influenza A virus. Birds 
are the hosts for most avian influenza viruses and domestic poultry are especially 
vulnerable and the virus can rapidly cause epidemics in flocks.  Human infections with 
avian influenza are rare, however, some viruses, have been associated with human 
disease.  Following a number of detections of avian influenza (bird flu) in wild birds across 
Great Britain, the Chief Veterinary Officers from Wales, England and Scotland declared 
an Avian Influenza Prevention Zone (AIPZ) across the whole of Great Britain to mitigate 
the risk of the disease spreading amongst poultry and captive birds.  When such a zone 
is declared, owners must put in place a range of disease control measures to prevent the 
disease spreading to poultry and other domestic birds.  While these controls are effective 
in domestic and commercial settings, it can become particularly challenging when the 
influenza is present in the wild bird population where traditional controls used in these 
situations are ineffective and difficult to manage.  An example of this is when a member 
of the public buried 3 dead swans, and arrangements had to be made to dig up the swans 
and provide the member of the public with the appropriate vaccination.   
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Dog ownership –During the covid pandemic the UK saw a significant rise in dog 
ownership as individuals and families who found themselves spending more time at 
home, sought the companionship of a dog.  There were concerns during this time, that 
as people returned to work, this could lead to issues with separation anxiety, and that the 
economic fallout from the pandemic would result in a spike of straying and abandoned 
dogs which owners are no longer able to look after.  Currently, the cost of living crisis is 
giving further cause for concern and we are seeing a rise in the number of dogs being 

housed in rescue centres, some finding their way there as ‘fake strays’.   

Increase in Illegal dog breeding – As demonstrated by the successful prosecutions 
carried out by SRS, the high value of certain dog breeds together with the increase in 
consumer demand for puppies has led to an increase in complaints to the Service. On-
going investigations show that a number of these cases are complex, with multi agency 
involvement and links to organised crime.  The largest illegal dog breeding case 
uncovered evidence of unlicensed breeding, the over-breeding of dogs, illegal 
importation and mutilation.  We are also now seeing incidences of cuckoo breeding where 
breeding bitches are left with other people, then if puppies are not up to standard, the 
breeders refuse to take the puppies leaving them with the person looking after them.  
Investigations into illegal dog breeding have highlighted a hidden industry with a 
particular area of concern being that of ‘backyard’ breeding.  As a result, there appears 
to be an increasing incidence of unlicensed breeding and sick puppies. Officers will 
continue to work with partner agencies to investigate such reports and take appropriate 
enforcement action. 

Seeking effective controls on activities linked to dog breeding – Current Welsh 
Government legislation requires that a person holds a dog breeding licence if they breed 
3 or more litters of puppies on their premises in any 12 month period, and those puppies 
are supplied to customers. During the course of our investigations into illegal dog 
breeding, it has become apparent that a number of practices allied to breeding can 
legitimately take place without the need for a dog breeding licence. For example, no 
licence is needed for the supply of stud services or the sale of semen, nor for the 
advertisement of puppies produced as a result of those stud services. Similarly, no 
licence is needed where bitches are acquired when already pregnant. It is clear that these 
‘linked’ practices can be hugely lucrative, serve to fuel the illegal dog breeding market 
and associated animal welfare concerns, and yet they are completely unregulated. 

Environmental Protection (Single-use plastic products) (Wales) Bill is legislation 
that will make it a criminal offence to supply or offer to supply (including for free) specific 
single-use plastic products to consumers in Wales. The law will be introduced in phases 
to allow businesses time to use up existing stock and to buy or make alternatives.  The 
law will stop the sale or supply of plates, including paper plates with laminated plastic 
surface, cutlery, drink stirrers, cups and takeaway food containers made of expanded or 
foamed extruded polystyrene, sticks for balloons, plastic stemmed cotton buds, drinking 

straws (with exemptions so people who need them to eat and drink safety and 
independently can continue to have them) in the first phase. Plastic single-use carrier 
bags, polystyrene lids for cups and takeaway food containers and oxo-degradable plastic 
products will be banned in the second phase as these products are often found littered 
in parks, streets, seas and on beach and have reusable or non-plastic alternatives. Welsh 
government released a consultation document in April 2023 on enforcing bans and 
restrictions on certain single -use plastic products with the emphasis being on local 

authority regulation.  

South Wales Metro Construction – During 2023-24 SRS will be working closely with 
Transport for Wales on controlling noise from works associated with the South Wales 
Metro Construction.  The work includes the installing of cabling for the electrification, 
removal/replacement of footbridges, platform alterations and the construction of the new 
stations.  As most of the work needs to be undertaken when there are no trains running, 
works tend to occur at night and on weekends/public holidays which are outside usual 
construction hours Mon-Fri 08:00-18:00, Sat 08:00-13:00, no noisy works on 
Sundays/Public Holidays. As a result this requires Transport for Wales to apply for 
permission to conduct the work outside these hours and SRS needs to ensure that they 
are using the best practicable means to reduce disturbance to residents as much as 
possible and to ensure they are effectively communicating with residents.  Transport for 
Wales are providing 12 months funding of an officer to support this work. 

Review of Technical Advice Note 11 (TAN 11) – In October Welsh Government 
commenced a consultation on the review of TAN 11 seeking views on draft revised 
planning guidance in respect of air quality, noise and soundscape.  The proposed 
guidance provides a more joined up approach between planning and air and noise 
pollution issues recognising the need to take an integrated approach and give early 
consideration to air quality, noise and soundscape issues in the planning process.  The 
proposals include updating and replacing existing advice on noise currently contained in 
TAN 11:Noise 1997, adding advice relating to air quality and soundscape and providing 
a supporting document on the subject of soundscape design.   

The Environment (Air Quality and Soundscapes) (Wales) Bill was introduced in the 
Senedd on 20 March 2023.  The new bill will give Welsh Government greater ability to 
tackle air and noise pollution and is part of a package of measures to improve the quality 
of the air environment in Wales.  It proposes to provide a framework for setting national 
air quality targets; amend existing legislation relating to the national air quality strategy; 
local air quality management; smoke control; clean air zones/low emission zones and 
vehicle idling; place a duty on Welsh Ministers to promote awareness of air pollution, and 
publish a national soundscape strategy. While the bill has yet to be passed, any new 
legislation could impact the SRS in terms of resource and workloads. 
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What we plan to do next 

Protecting the environment 
Lead 
Responsibility 

The environment is protected from harmful 
emissions to land, air and water 

Undertake local air quality assessments and review the data to 
ensure that national air quality objectives continue to be achieved.***  

J Bale 

Use feedback from the public consultation to report back to Bridgend 
Cabinet to agree a finalised Air Quality Action Plan for Park Street 
and start work on the measure to improve air quality.  

J Bale 

Contribute to good air quality in Cardiff by:  
• Reviewing real-time air quality data to assess and identify trends in 
pollution to assess further interventions that will further reduce air 
pollution. ** 

J Bale 

Review planning consultation process in respect of Noise and Air 
complaint practices and procedures.  

W Lane 

People will use energy efficient buildings and 
products 

 

Work with landlords to return empty properties back into use helping 
to increase the availability of affordable housing for sale or rent. 

W Lane 

Working closely with other partners identify empty properties suitable 
for leasing and buy back scheme, continuing to target enforcement at 
the worst longer term problem empty homes, using existing funding 
for works in default , or by drawing down funding available for Welsh 
Government. 

W Lane 

Engage with landlords and lettings agents to improve the energy 
performance ratings of private rented properties under the Minimum 
Energy Efficiency Standard (MEES) Regulations. ** &*** 

W Lane 

Support the 3 partner Councils in fulfilling their climate change 
responsibilities through the delivery of regulatory activities that 
contribute to the reduction of carbon emissions. ***  

All OMs 

Animals are treated humanely  

Review information on SRS website in relation to animal licensing.  J Bale 

Co-ordinate dog and equine clinics in the region to include 
microchipping and castration.  

J Bale 

Modify animal welfare vans to facilitate seizure of rabies dogs.  J Bale 

Engage with Welsh Government regarding the welfare of stud and 
imported dogs and wider animal welfare issues related to dog 
breeding and sales.  

J Bale 

Communities are protected from nuisance and are 
safer 

Engage with students and residents during Freshers Week in Cardiff 
providing community advice on housing, environmental and social 
issues. 

W Lane 

 

What we will measure  

Performance Measures 2023/24 Target 

• % of domestic noise and air complaints responded to within 3 
working days 

90% 

• % of commercial and industrial noise and air complaints 
responded to within one working day 

75% 

• % of alarm complaints responded to within one day. 90% 

• % of empty private sector properties brought back into use 
during the year through direct action by the local authority . 

TBC 

• Number of additional dwellings created as a result of bringing 
empty properties back into use. 

TBC 

• The number of private rented properties where energy 
efficiency has been improved through direct action from SRS. 

Baseline being 
set. 
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In addition, our outcomes also contribute to the following wellbeing goals: 

A prosperous 
Wales

A resilient 
Wales

A healthier 
Wales

A more equal 
Wales

A Wales of 
cohesive 

communities

A Wales of 
vibrant 

culture and 
thriving 
Welsh 

Lanauage

A globally 
responsible 

Wales

A strong local economy is a key component in the quality of life 

experienced by local people. The work of SRS has a significant, but often 

unseen, impact upon the local economy. The provision of timely advice and 

guidance on regulation can benefit the economic viability of businesses 

resulting in improved business practices; our growing role in the field of 

Primary Authority is testament to this assertion. Much of our market 

surveillance activity focuses upon maintaining balance in the “marketplace”; 

the equitable enforcement of regulations helps businesses to compete on 

equal terms ensuring a fairer trading environment.  Our role as regulator also 

extends to information and education to support consumers to enable them 

to become better informed and confident. In an age where people can 

purchase goods and services without leaving home, the importance of the 

principle of “caveat emptor” has never been more relevant.   
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How we performed 

 

 

 

What we have achieved 

A fair trading environment is maintained 
 

Trading Standards Impacts and Outputs - Since the launch of the Association of Chief 
Trading Standards Officers (ACTSO) Impacts and Outcomes framework back in 2018, 
the impacts and outputs of Trading Standards work is reported annually as a means of 
demonstrating the vital contribution of trading standards services in England and Wales 
in tackling detriment and preventing harm, supporting the local economy and promoting 
health and wellbeing.  The latest report detailing the work of local authorities in Wales 
during 2021-22 demonstrates the significant contribution made by SRS.  The report 
contains a number of case studies, based on the work of SRS, and its influence is 
apparent in the statistics presented throughout the report.  Across Wales, 468 months 
(39 years) worth of prison (or suspended) sentences were handed down as a result of 
Trading Standards Prosecutions.  Of these 128 months (11 years), equating to 27% of 
the Wales total were cases arising from SRS.  Similarly SRS cases led to the convictions 
of 18% of defendants convicted across Wales, 33% of the fines imposed and 74% of all 
costs imposed by the Courts. 

Vale of Glamorgan cowboy builder jailed– In this case a repeat offender who had been 
prosecuted previously for similar offences, was sentenced to 12 months imprisonment 
for theft and fraud offences.  The defendant in the case attended a property in Rhoose 
quoting residents a figure of £1100 for rendering a rear garden wall.  He requested that 
half of the cost be paid in advance to cover materials and said he would return the 
following weekend to complete the work, signing a handwritten receipt.  He subsequently 
failed to return to carry out the works, return the deposit or provide any materials and at 
one point claimed he had repaid the money. In sentencing the Judge stated that while 
the defendant might be described as a rogue trader, he was in fact a criminal and thief 
who exploited the trust of reasonable people.  In addition to the 12 month imprisonment 
sentence, the Judge ordered that the defendant pay the required statutory surcharge and 

he made a Compensation Order for the victims in the case in the sum of £550. 

Vale car trader masquerading as private seller fined – In this case, a car trader posed 
as a private seller when he sold a Mini Cooper to an unsuspecting purchaser.  The car 
soon developed problems which led to the true status of the seller becoming known, in 
that he was a trader attempting to avoid his legal responsibilities to the purchaser. The 
trader engage in a number of misleading and unfair commercial practices which included, 
stating that the vehicle had a full service history and that it was used as a second personal 
vehicle, which were both false.  He failed to give his trading name, status and 
geographical address and falsely represented himself as a consumer by advertising the 
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vehicle in such a way.  Magistrates imposed a fine of £958 and ordered the payment of 
costs of £1568 and a victim surcharge of £96.  A £500 compensation order was also 
made for the victim. 

Illicit tobacco – Illegal tobacco continues to present a problem 
in our communities, and the most recent market research 
available indicates that at least 15% of all tobacco and tobacco 
products supplied are illegal (either counterfeit or non-duty paid). 
Many smokers appear to be comfortable in purchasing illegal 
tobacco, presumably under the misapprehension that the only 
impact of its widespread use is the loss of revenue to HM 
Treasury. This thinking ignores the most serious harms caused 
by illegal tobacco. At around half the cost of legitimate product, 

illegal tobacco removes the price incentive for smokers to quit the otherwise expensive 
habit. In addition, the way in which illegal tobacco is supplied means that mainstream 
tobacco control measures such as minimum age of purchase and the tobacco display 
ban are undermined. Finally, supply chains for illegal tobacco are sufficiently profitable 
to appeal to organised crime groups (OCGs). Part of this attraction has been the much 
lower penalty associated with the selling of illegal tobacco when compared to other 
supply chains such as those for drugs, weapons, etc.   SRS officers regularly carry out 
exercises often involving partner agencies including South Wales Police and Wagtail who 
provide tobacco detection dogs to assist with the location of the product whilst on site. 
This allows officers to locate ‘hides’ that are used by retailers to conceal the products that 
often require specialist skills to detect and open. During the year 32 seizures of illegal 
tobacco were made from vehicles, residential and retail premises.  13,834 packets of 
cigarettes and 957 packets of hand rolling tobacco was seized during these operations 
with a total retail value estimated to be £184,501.   

Counterfeiting - Counterfeit products are fake replicas of the real product and are often 
produced with the intent to take advantage of the superior value of the imitated product.  
The word counterfeit frequently describes the imitations of goods such as clothing, 
handbags, shoes, pharmaceutical, watches, electronics, software, toys and films. 
Counterfeit products tend to have fake company logos and brands, and have a reputation 
for being low quality, unsafe and may even include toxic chemicals.  Counterfeit goods 
are sometimes considered ‘victimless’ crimes, but this is far from the truth as fake 
products can endanger the local economy and can potentially cause injury.  Furthermore 
the huge profits can be used to fund other serious organised crimes such as people 
smuggling, drugs, guns, child pornography and even terrorism.  During 2022/23 there 
were several investigations and seizures surrounding counterfeit goods, including Wonka 
bars being sold from a confectionery retailer in Cardiff, Apple Ipod Pros being sold by a 
retailer in Maesteg, counterfeit dog clothes and leads with counterfeit trademarks such 
as Chanel and Dior, being sold from a shop in Barry and another retailer selling 

counterfeit vapes.  All but one of these cases resulted in the goods being signed over for 
destruction and a warning letter issued.  One case is being considered for formal action.   

Improved business practices and operation 

Training provision - The Service has continued to consolidate 
its excellent reputation as a training provider, training 206 
delegates on accredited courses during the year.  Courses 
covered a wide range of themes including Levels 1-4 Food 
Safety/Management in Catering and food safety refresher 
training, Level 3 Health and Safety in the Workplace and the 
newly introduced Level 2 Award in Infection Prevention and 
Control in Special Procedures.  Level 2 Underage Sales 
Prevention training was also provided to a Primary Authority 
partner.  The feedback from the delegates on the training 
received has been extremely positive, with 100% indicating they feel the training they 
receive will help them improve standards of compliance in their business, and benefit 
their business.  Similarly 100% indicated that would recommend the training to a 
colleague, employee or friend.  99.5% rated the training as good to excellent. 

Accessible services responsive to business 
needs 
 

Primary Authority - The Primary Authority scheme enables a 
business to enter into a statutory partnership with a local 
authority through which it can receive assured advice. Provided 
this advice is followed, the Primary Authority (PA) is able to 
challenge intended enforcement action by other local authorities.  
SRS now has some 34 Primary Authority partnerships in place 
with both local and national businesses and is able to charge for 
the work done as part of these arrangements on the basis of full 
cost recovery.    Furthermore during the last quarter, SRS 
reconfigured its long standing partnership with a national chain meaning the service is 
now responsible for food hygiene and all referrals from other local authorities in England 
and Wales. 

‘Ask the regulator’ podcasts – In order to make information and advice on regulatory 
matters as easy as possible to access, SRS launched a new podcast service in August 
2021. The aim of these podcasts is to hold dialogues and discussions between 
regulators, businesses and members of the public on matters concerning environmental 
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health, trading standards and licensing with a view to providing useful advice and 
guidance on things that matter to businesses across the SRS region.  Produced by Bro 
Radio, the local community radio station focussed on the Vale of Glamorgan, SRS have 
so far produced 12 podcasts (6 during 2022/23) on a range of topics relating to food and 
allergens, safeguarding, Buy with Confidence scheme, illegal money lending, trading 
standards and health and nutrition. Such has been the success of the podcasts, they 
were nominated at the National Community Radio Awards for best podcast. These 

podcasts can be accessed via the SRS website and are also available on Spotify. 

Informed and confident consumers 

As part of its Safeguarding role, the Service provides assistance to residents identified 
as being vulnerable in resolving difficulties encountered as a result of marketing scams 
and also more straightforward ‘shopping’ problems. In providing this service, the aim is 
not only to resolve the immediate difficulty facing a resident but to equip them as well as 
their families and carers with the knowledge and awareness to avoid similar issues 
arising in the future.  This Plan has highlighted several prosecutions undertaken by SRS 
against rogue traders that have scammed individuals of money for work not completed 
and these examples demonstrate where SRS has been able to make a real difference to 
the lives of residents needing assistance to resolve problems of this type.  With the 
investment of officer time to provide tips on avoiding similar problems in the future, the 
legacy of these interventions is one where even our more vulnerable residents and their 

families are far better equipped to make informed decisions. 

Emerging issues 

New Food Businesses –Food businesses are required to register with the service if a 
new business is planned,  the nature of an existing  business changes or if there is a 
change of ownership following the creation of new legal entities such as a new limited 
company, sole trader and partnership.   All new businesses are required to be inspected 
and the Food Law Code of Practice requires that where possible, they be inspected within 
28 days of opening.  This requirement places a significant impact on the resources of the 
Food Safety and Trading Standards functions due to the large number of applications 
received.  During 2022/23 885 food business registration applications were received, 504 
in Cardiff, 181 in Bridgend and a further 200 in the Vale of Glamorgan all of which are 
required to be inspected alongside the planned programme of inspections.  This is further 
exacerbated if businesses have poor compliance on initial inspection, requiring the need 

for further intervention.     

Major events - SRS plays an important role in the successful staging of major events 
across the three local authority areas. In addition to dealing with any licensing matters 

associated with a particular event, SRS plays an essential role in ensuring that food sold 
at these events is safely prepared and stored, and that it is labelled correctly. In the case 
of stadium concerts and sporting events, input may be required to assist brand holders 
to protect trademarked goods and safeguard against the supply of counterfeits. Major 
events staged through the participant Councils go through a detailed planning process 
via the respective Events Safety Advisory Group in Bridgend and the Vale of Glamorgan, 
and in Cardiff via the Events Liaison Panel. SRS plays a role throughout the planning 
stages with respect to food safety, health and safety and brand protection.  While summer 
is traditionally the busiest time for events, the summer of 2022 was exceptionally busy. 
This is due in part to the success of the City of Cardiff Council in promoting itself on the 
world stage as the home of successful events and also to a degree of event organisers 
and promoters making up for the time lost during the various spells of lock down. All of 
this has an impact on the service in terms of meeting demand from other areas of 
responsibility, at a time of diminishing staff resource, and in covering weekend and 
evening work.   

On-line retailing  - The internet is undeniably driving change, and large retailers have 
responded by embracing multi-channel sales strategies. While the high street has not, 
as yet, been put out of business, there is a danger that traditional, physical stores will 
increasingly become secondary outlets to this strong online presence. It would seem 
inevitable that, in the longer term, the size and composition of the high street will be 
significantly impacted, as on-line shopping becomes a far more mainstream activity. 
Information technology and the fast developing digital environment are also causing a 
change in the way people interact, including in the way they interact commercially.  
Modern consumers increasingly access goods and services across the world through the 
tap of a phone screen or the click of a mouse. The internet presents an enormous 
opportunity for consumers and this became even more evident during the covid 
pandemic, as shops were required to close, and customers relied heavily upon the ability 
to shop online, whether it be to order groceries, or other consumer products.  The Office 
of National Statistics reported that the proportion spent online soared to 35.2% in January 
2021 from 19.5% in January 2020, though this has decreased since to 26.6% in January 
2023.  The internet expands the size of the market and therefore gives access to more 
providers and more choice. It also makes it possible to compare products, suppliers and 
prices on an unprecedented scale. The internet is the most empowering tool consumers 
have ever had. A consequence of this for the law enforcement agencies like the SRS is 
that the “visible” high street has moved to an activity undertaken behind closed doors.  
Monitoring the market place through traditional market surveillance methods thus needs 
to change else the SRS will only be able react to incidents and not prevent them.  
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What we plan to do next 

** - Cardiff Corporate Plan *** Vale Service Plan 

Supporting the local economy 
Lead 
Responsibility 

A fair trading environment is maintained 

Conduct intelligence led operations to investigate and disrupt 
businesses selling illegal tobacco products and raise public 
awareness of how to report it.   

C Hill 

Strengthen illegal tobacco enforcement by exploring the feasibility 
of introducing Closure Orders as a more effective means of 
enforcing illegal tobacco premises. 

C Hill 

Incorporate regular surveillance and review of online sales 
platforms into trading standards work due to the volume of goods 
being sold on line. 

C Hill 

Informed and confident consumers 
Continue to promote the ‘Buy with Confidence’ (responsible 
trader) scheme across the region including working to ensure 
inhouse trades people are registered with the scheme.  

J Bale 

Improved business practices and operation 

Extend training provision through the delivery of RSPH Level 2 
Infection Control Training course for Special Procedures.    

J Bale/C Hill 

Re-commence the issue of the SRS Food and Safety newsletter. J Bale 

Accessible services responsive to business 
needs 

Review the primary authority framework to ensure the advice and 
support requirements for our current Primary Authority partners 
are appropriate.  

H Picton 

Extend the scope of the ‘Ask the regulator’ podcasts to 
encompass other regulatory activities undertaken by SRS. 

J Bale 

Explore options for extending training to include underage sales 
training provision to support people who have committed offences 
for underage sales.  

J Bale 

 

What we will measure  

 

Performance Measures 2023/24 Target 
• % of new businesses identified which were subject to 

risk assessment visit or returned a self-assessment 
questionnaire during the year for food hygiene. 

90% 

• % of new businesses identified which were subject to 
risk assessment visit or returned a self-assessment 
questionnaire during the year for Trading Standards 

80% 

• % of businesses who felt that interaction with SRS has 
helped them improve standards of compliance in their 
business. 

85% 

• % of individuals who feel that the training they received 
through SRS will benefit their business. 

95% 
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In addition, our outcomes also contribute to the following wellbeing goals:- 

Maximising the use of resources was the original catalyst 

for creating SRS, and our work in this area continues.  Reducing 
“triplication” of effort, introducing better processes, making our 
systems work without constant intervention, improving access 
into the service will all benefit our business and increase customer 
satisfaction.   

We are generating income, where possible, to underpin service 
delivery; activities like marketing our metrology laboratory, 
offering paid for advice services, building Primary Authority 
partnerships and extending our training provision to business are 
examples of our more “commercial” culture.   

Above all, we recognise that crucial to the success of SRS are the 
people who work within the service. We will ensure that our 
officers are effective in their roles by investing in learning and 
development opportunities, by engaging them fully in the 
development of the service, and by fostering an environment 
where people are encouraged to think, lead and innovate.   
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How 

we 

performed 

 

 

 

 

 

 

 

 

 

What we have achieved 

SRS operates effectively and efficiently 
across all 3 areas 

Customer Satisfaction – SRS delivers a diverse range of regulatory services on behalf 
of Bridgend, Cardiff and the Vale of Glamorgan Councils and we place great importance 
on receiving customer feedback which enables us to understand what we are doing well 
and what can be improved.  As well as monitoring customer satisfaction through surveys, 
the results of which can be found throughout this plan, we also receive specific feedback 
from individuals or groups that we have helped expressing their gratitude for our 
intervention.  During the last year, we received a number of such compliments, a 
selection of which can be found below- 
 
“Firstly I’d like to say that I haven’t always been satisfied with local authority services… 
However my dealings with your officers has been extremely positive.  I can’t imagine how 
difficult their jobs must be, trying to achieve results and deliver a service, under what I’d 
imagine are very difficult circumstances and seem to be so restricted by laws that do not 
seem fit for purpose…Your officers are extremely professional and seem very passionate 
about fulfilling their roles, whilst acting within the restrictions of the law and policies.  It 
would be great to see more of this competence in other local authority departments”. 
Animal Health and Welfare complainant. 
 
“I wanted to highlight to you the joint work undertaken by Shared Regulatory Services 
with this Team in the last year which I believe is an excellent example of inter-
departmental work which helped to safeguard and improve the life choices and home 
conditions of an extremely vulnerable gentleman”. Cardiff Social Worker highlighting the 
partnership working to assist in a serious hoarding case where the property had no 
heating or running water, a rat infestation, rooms crammed with belongings and in a filthy 
condition with overgrown front and back gardens. 
 

Public and stakeholders are able to access our 
services 
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Access to SRS services – The ease with which the public and stakeholders are able 
to access SRS services is extremely important for SRS and the use of technology to 
highlight and promote our services is utilised wherever possible. 

The following examples show how SRS ensures access to services. 

• SRS website – The improvement of the SRS website is an ongoing process 
which sees web pages being added or updated to provide valuable up to date 
information for SRS customers.  During the last year, the website had 52,665 
users, many of which were repeat visitors and 141,142 page views.  Our Noise 
and Air Pollution web pages consistently receive the most page views.  

• Twitter account – Since launching our own Twitter account @SRS_Wales in 
2017, the SRS continues to increase the number of followers which stood at 
719 in March 2023.  This means of communicating with our customers enables 
the service to share with the legacy authorities (to retweet to their followers) 
promoting the service and conveying key messages to residents and 
businesses alike. 

• Noise app – This app can be downloaded by customers making a complaint 
about noise enabling them to record short bursts of the disturbance and submit 
to the service to determine if a nuisance has occurred.  This app enables 
complaints to be triaged, reducing the need for officers to visit homes to monitor 
disturbances. 

 
Taxi trade meetings– During the year, the Vale Licensing Team, in line with similar 
meetings held in Cardiff, introduced taxi trade meetings to enable the trade and the 
Council to discuss issues affecting them and act as a liaison between other Council 
departments on taxi related issues.   So far, representatives from Transport have 
attended to explain the vehicle testing process and school contracts; a representative 
from Engineering attended to hear representations on adopting new taxi ranks and 
adding the trade to general consultations; and the Enforcement Manager attended to 
explain camera car rules, appealing parking fines and parking enforcement generally.  
More recently discussions have been held on the Welsh Government Consultation on 
the Taxi White Paper. 

Income generation underpins sustainable 
service delivery 
 
UKAS Accredited Metrology Laboratory - The Metrology laboratory based in Cardiff 
undergoes an annual audit by the United Kingdom Accreditation Service (UKAS) to 
maintain its accreditation. The metrology laboratory was first established in 1995, but 
since the creation of SRS there has been a drive to enhance the income generating 

capacity of the laboratory. Calibration work has been undertaken for a significant number 
of businesses, the majority of whom are regular and returning customers. These 
businesses represent a broad range of sectors including avionics, food, pharmaceutical 
and medical where accuracy and confidence in their weighing equipment is fundamental 
to their operations.  In August, UKAS undertook an audit of the Lab and found the 
management system to be well established, clearly defined and working effectively, 
expressing their confidence in the results being reported.   
 
Income generation – Income generation – A key priority for 
SRS, is the further development of our commercial approach by 
increasing our ‘paid for’ services and marketing them to 
business.  These commercial activities are aimed at 
complementing existing services whilst also providing income 
generation.   We do this by developing Primary Authority 
partnerships with businesses of which we currently have 34 in 
place.  Furthermore, the Service provides accredited training in 
areas such as food safety, health and safety and allergens and 
officers within the Industry Team have recommenced delivery of these courses  through 
a mixture of online and face to face opportunities. SRS has been the first training centre 
in Wales to deliver the RSPH Level Two Award in Infection Prevention and Control for 
Special Procedures Practitioners.  Income is also generated via our UKAS accredited 
Metrology Lab services and we are expanding our environmental services with an 
increase in Air Quality Monitoring Services/Local Site Operator Licences successfully bid 
for in 22/23.  As a result during 2022/23 the income generated by SRS was £88,030 
 

Staff are effective in their roles 

Investing in Staff Learning and Development – SRS is committed to developing staff 
to ensure they are effective in their roles.  Learning and development can take many 
forms from traditional study to the taking up of secondments.  During the last year, the 
service has invested in a number of learning and development activities to support the 

business including the following examples:- 

• SRS continues to encourage SRS officers to engage in further study leading to 
recognised, higher level qualifications.  For the past few years, support has 
been offered to a small number of staff by way of match funding, who have 
successfully demonstrated the benefits their desired qualification would bring 
to the service and to them personally. This has resulted in a number of 
employees pursuing academic qualifications such as M.Sc. qualifications in 
Environmental Health, Health and Safety and Public Service Management, 

£88,000+ 

Income 

generated 
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several of whom have now successfully completed their studies and are able 
to apply their learning in the workplace.  

• Secondments provide development opportunities for both the employee who is 
seconded and the employee who fills the empty position.  Within SRS we now 
have one team manager seconded to a different stakeholder which has enabled 
their role to be filled on a temporary basis by an existing employee. Furthermore 
we have two officers seconded to the Health Protection Partnership performing  
a co-ordinating role across the wider public health network. The ability to ‘act 
up’ provides valuable development opportunities and experience for officers, 
whilst also contributing to the effective management and resilience of the 
service.    

• Training in food standards work continued amongst our food safety officers to 
enable them to undertake low risk food standards interventions at the same 
time as a food hygiene inspection.  This training and the concept of generic 
working not only provides team members with learning and career development 
opportunities but benefits the service by building a more cohesive and resilient 
approach to inspections. 

 

Staff Survey – During the year, SRS undertook a staff survey, the first since 2020.  The 
purpose of the survey was to carry out a wellbeing ‘temperature  check’ on staff as they 
adjust to a more normal way of life after Covid-19.  The other main area of interest was 
to seek views around recruitment and retention, and what would make SRS an attractive 
employer.  The survey received a good response rate with 62% of staff responding.  Staff 
were asked to agree/disagree with a range of statements and given the opportunity to 
contribute and make comments under various headings.  Results were generally positive 
with 56% of the results falling into the very good to excellent range. Positive themes 
emerging from the survey were around flexibility and working from home, management 
and colleagues and work/roles, while improvement themes included workload and 
resources, pay and benefits and communication and engagement.  A survey action plan 

is currently being prepared as part of the wider review of the SRS Workforce Plan. 

Recruitment initiatives – The recruitment and retention pressures experienced by SRS, 
and the environmental health and trading standards professions in general is well 
documented and as a consequence the service endeavours to provide opportunities for 
students and encourage recruitment.  During the last year, SRS was approached to 
scope out opportunities for environmental health officers completing their portfolio of 
professional development in line with Chartered Institute of Environmental Health (CIEH) 
qualifications.  The CIEH were exploring ways to make it easier for graduates to gain the 
experience they need to become registered practitioners by establishing a Directory of 
Student Training Opportunities.  This is a compendium of one-off training visits to 
employers where the student/graduate can accompany an EHO on a visit to gain 
experience to satisfy their professional practice portfolio.  When approached, SRS 

agreed to support this initiative and offered to provide opportunities for students.  As a 
result SRS is the only employer that offers a ‘clean sweep’ of opportunities, offering visits 
in every intervention. SRS subsequently received 
appreciation from the CIEH who said “I want to thank your 
team in SRS for their support, and to thank SRS and it’s 
constituent authorities for being so willing to work with us to 
address the issue of graduate practical training and through 

the current recruitment crisis”.  

In addition, representatives from SRS attended a career fair 
run by Cardiff Metropolitan University to support recruitment 
of students when they become graduates.  Furthermore a 
number of environmental health students recruited during the 
Covid pandemic to assist with additional work demands that 
presented, notably around support for Test, Trace and 
Protect and the enforcement of Covid restrictions have joined 
SRS on a permanent basis in areas of food safety, housing 
and licensing enforcement.   

Emerging issues 
Recruitment and retention – Recruiting to vacancies continues to be challenging and 
SRS has struggled to recruit suitable individuals into certain areas of the service. The 
shortage of applicants with the right skills, abilities and experience in the different 
professions has created a more competitive market. These shortages, attributable to an 
aging professional demographic, increasing turnover as people secure positions 
elsewhere, and lack of a recognised regulatory apprenticeship, have to be addressed if 
we are to deliver effective regulatory services. Across Wales, the Directors of Public 
Protection Wales has identified immediate issues of capacity and resilience along with 
challenges for the future as the demands and expectations on regulatory services 
continue to grow. The Building for the Future report details the key issues confronting 
local government regulatory services; the challenges faced in terms of workforce 
pressures, the need for better coordination and oversight.  It presents a case to Welsh 
Government for increased investment over the medium term, in terms of budget, funded 
public protection workforce development programmes and the introduction of a 
Regulatory Compliance Officer type apprenticeship in Wales.  SRS fully supports these 
recommendations, however we also recognise that it will take some time for the effects 
of such proposals to come into fruition.  Given the pressures the service currently faces, 
it will be essential for SRS to consider other short to long terms solutions that make 

working for SRS an attractive proposition. 
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ICT Interface with Legacy Authorities – Since the inception of SRS, officers have been 
provided with access to the systems of the 3 legacy authorities of Bridgend, Cardiff and 
the Vale of Glamorgan.  This enables officers to access the essential IT systems they 
need to fulfil their duties for the relevant authorities.  While this has worked well, more 
recent updates to systems and software have impacted on the continuity of current 
arrangements affecting connectivity and access.  SRS maintains good relationships with 
the ICT departments of the legacy authorities to deal with issues as they arise in the short 
term, however it has become evident that there is a need to consolidate the long term 
access requirements of SRS to ensure continued access and smooth running of systems 
in order to provide seamless delivery of essential services.   

Review of ICT and mobile working solutions – An essential component of the 
operating model for SRS was the introduction of technical and mobile working solutions 
that enable employees to work remotely.  This has contributed to the success of the 
service, but as agile working becomes the norm for many within the service, we are 
finding that the technology deployed is becoming outdated.  The Covid-19 outbreak 
reinforced this as many more staff transitioned to working from home.   It is clear that as 
technology improves, better facilities now exist which could further enhance the work of 
SRS and its remote working capabilities as we move forward. SRS will continue working 
with staff and ICT to explore options for improving equipment and systems to ensure that 
we deliver services both efficiently and effectively 

Customer engagement – Customer engagement is key to understanding the needs and 
expectations of our customers.  It helps us know what we are doing well and what we 
could do better and informs policy development and procedural changes within the 
service.  Within SRS we engage with customers in a number of ways via public 
consultations, customer satisfaction surveys, citizens panels and the monitoring of 
complaints and compliments.  While response levels via these various mechanisms has 
traditionally been low, the last year has seen a huge reduction, particularly via customer 
satisfaction surveys which is of concern.  It is likely that this reduction is as a result of 
moving surveys online, as opposed to the sending out of hard copy questionnaires which 
whilst more cost effective for the service, requires a level of effort by customers to 
navigate their way to the relevant questionnaire.  SRS recognises the need to improve 
customer engagement in this area during the coming year to maximise the important 
feedback we receive and will take steps to address this. 

Office footprint – The changes to working practices brought about as a result of the 
covid pandemic saw organisations adapt to facilitating employees working from home. 
Whilst the majority of SRS staff were already accustomed to these arrangements due to 
our agile/remote working culture, others quickly adjusted.  As restrictions have relaxed, 
there is now a greater call for employees to return to the office and organisations are 
considering how best to facilitate this so they meet the needs of employees in relation to 
greater work/life balance while reducing their accommodation footprints.  Hybrid working 

is a relatively new concept that is being seen by many as a way of preserving pre-
pandemic office work cultures and office space investments while meeting employee 
expectations for greater flexibility, striking a balance between employee and employer 
preferences.   Local government is no different and SRS are already seeing the office 
space provided by the partner authorities reducing as the authorities move over to hybrid 
working.    SRS occupies office space in Bridgend, Cardiff and the Vale of Glamorgan 
and it will be necessary to continue to work with these authorities to adjust to new 

arrangements while ensuring adequate office space is maintained and fit for purpose. 

Public health and adapting to world events –SRS played a vital role in ensuring public 
health and public safety through the way in which we responded to the Covid-19 crisis 
and demonstrated how SRS is central to the public health agenda.  It highlighted how, 
as a service our ability to adapt quickly and respond to emerging world events is key to 
delivering public health and safety, and how important it is to be able to respond in the 
same way going forward as issues emerge.  We are already playing our part in supporting 
Ukrainian refugees through the undertaking of checks on Homes for Ukraine, and 
continuing to work with health boards and partner agencies providing support to care 
homes and other high risk settings in respect of Covid-19 and the wider health protection 
agenda through our Health Protection team.   These rising demand pressures, together 
with ongoing pandemic management support will require effective prioritisation to ensure 
that the capability of the service is effectively deployed and managed.   
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What we plan to do next  

** - Cardiff Corporate Plan *** Vale Service Plan 

Maximising the use of 
resources 

Lead 
Responsibility 

SRS operates effectively and efficiently across all 3 
areas 

Work with officers and ICT to explore options for exploiting newer 
technologies that ensure officers can continue to operate as 
efficiently as possible, for example, consolidating the ICT interface 
between the partner authorities, agile working, mobile devices for 
inspections and improved communication mechanisms *** 

H Picton 

Explore options to implement online payment facilities for fixed 
penalty notices.  

J Bale 

Extend the scope of the Intelligence Operating Model across 
further SRS services, for example private sector housing 
complaints. 

H Picton 

Further develop a recruitment strategy together with a range of 
initiatives that address recruitment and retention pressures within 
the service such as apprenticeships and other HR related 
approaches.*** 

H Picton 

Consider the feasibility of obtaining accreditation for forensics 
capability.  

J Bale 

Engage with partner authorities on accommodation requirements 
as a result of hybrid working arrangements. 

C Hill 

Public and stakeholders are able to 
access our services 

 

Improve engagement and consultation with stakeholders including 
service users and residents and review the effectiveness of 
current mechanisms used to access Shared Regulatory Services. 
*** 

All OMs 

Staff are effective in their roles  
Complete the PDR process with all SRS employees. All OMs /TMs 

Review Workforce Development Plan. H Picton 

Develop a Staff Survey Action plan.  H Picton 

Promote and encourage involvement in staff engagement and 
wellbeing initiatives and proactively support staff development. *** 

All OMs 

Income generation underpins sustainable service 
delivery 

Review all available options for cost recovery and income 
generation to ensure this approach underpins sustainable service 
delivery.*** 

 J Bale 

Consider increasing weight range capability of Metrology Lab to 
provide higher accuracy levels.  

J Bale 

 

What we will measure  

Performance Measures 2023/24 Target 

Average days sickness per FTE. 8.00  

% of Staff Performance Development Reviews completed. 100% 

% of staff who feel they are able to achieve the right balance 
between work and home life. 

100% 

% of staff working in SRS who are satisfied with their job in SRS. 100% 

% of customers satisfied with their ability to access the facilities 
and services they need from SRS.   

90% 

% of SRS investigations resulting in prosecution that were 
successfully concluded. 

90% 
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Appendix  1 – Risk Register  
 
 

 
 
 
 
 
 

 
Risk Description Inherent Risk Score  

(April 2022) 
 Risk Comments 

What SRS are doing to mitigate risks 
 

Residual Risk Score Risk 

Likelihood Impact Likelihood Impact 

RR1: Insufficient resources, 
and capacity to deliver 
planned services will result 
in loss of service provision 
and reduction in 
performance.  

4 3 

 
 
 
 
High 12 

The creation of SRS generated significant cost 
savings at its inception and the service continues to 
deliver services with a reducing budget.  The Covid-
19 pandemic placed substantial demands on the 
service.  This coupled with the latest budget 
savings and other factors, are all severely 
impacting our performance and ability to deliver 
planned services. These other factors include new 
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Catastrophic  

4 

MEDIUM 

  8 

MEDIUM/HIGH 

12 

HIGH 

16 

VERY HIGH 

 

High 

3 

MEDIUM/LOW 

6 

MEDIUM 

9 

MEDIUM/HIGH 

12 

HIGH 

 

Medium 

2 

 LOW 

4 

MEDIUM 

6 

MEDIUM 

8 

MEDIUM/HIGH 

 

Low 

1 

VERY LOW 

2 

 LOW 

3 

MEDIUM/LOW 

4 

MEDIUM 

Low 1-2 

Low/Medium 3 

Medium 4-6 

Medium/High 8-10 

High 12-16 

Very Unlikely Possible Probable Almost Certain 

Likelihood/Probability of Risk Occurring 
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Risk Description Inherent Risk Score  
(April 2022) 

 Risk Comments 
What SRS are doing to mitigate risks 
 

Residual Risk Score Risk 

Likelihood Impact Likelihood Impact 

and emerging legislation, the impact of the cost of 
living crisis on our activities, the rise in 
infringements and the recruitment and retention 
pressures.   To mitigate this, the Service is 
examining new ways of prioritising services and 
using risk based approaches to activities in line 
with reduced resources, and through the 
recruitment of temporary staff and graduates but 
significant backlogs remain which is affecting 
performance. 
 

RR2: Inability to recruit 
professional officers to 
vacant posts. 

 
4 

 
3 

High 12 Recruiting to vacancies, particularly to those roles 
that require professionally qualified officers 
continues to be challenging, particularly as we are 
seeing a number of our officers leaving the service 
to secure positions elsewhere. The shortage of 
applicants with the right skills, abilities and 
experience in the different professions has created 
a more competitive market. The traditional supply 
of professional officers from universities has 
greatly reduced, and it now takes longer to qualify 
which has resulted in a shortage of applicants for 
vacancies within the service.  SRS has made a 
commitment to ‘grow our own’ practitioners and 
to this end has been forging excellent links with 
academic institutions and with the relevant 
professional bodies. In addition the service 
continues to take the lead on development of the 
much needed regulatory apprenticeship for Wales.    
Clearly this approach will take time and in the 
meantime SRS are therefore considering other 

 
3 

 
3 

 
Medium/
High 9 
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Risk Description Inherent Risk Score  
(April 2022) 

 Risk Comments 
What SRS are doing to mitigate risks 
 

Residual Risk Score Risk 

Likelihood Impact Likelihood Impact 

short to medium term solutions to alleviate some 
of those pressures. 

RR3: The complexities of 
resource allocation may 
result in a lack of 
understanding and 
misalignment of resources. 

3 3 

 
 
Medium/
High 9 

Dedicated accountant appointed for the Service. 
Governance arrangements in place to address lack 
of understanding. Review and standardisation of 
financial processes ongoing. 

 
 
2 

 
 
2 

 
 
Medium 4 

RR4: The lack of functioning 
ICT systems could hinder 
the ability to work as a 
single service unit and 
affect the Service’s ability to 
work smarter and more 
efficiently. 

 
3 

 
3 

 
 
 
 
 
Medium/
High 9 

The service utilises a web based database that 
facilitates remote working and all staff have been 
issued with laptops and mobile devices which 
enables more agile working.  The technology used, 
however, has become outdated and there is a need 
to improve our remote working capabilities and 
the IT interface between the SRS and the legacy 
authorities to deliver services efficiently and 
effectively across all 3 areas.  We are liaising with 
ICT on access requirements and on the sourcing of 
suitable devices, however current demands placed 
on ICT have resulted in delays in progressing some 
issues.    

 
2 

 
2 

 
 
 
 
 
Medium 4 

RR5: Failure to identify and 
resource staff learning and 
development needs to 
address changes in roles 
and immediate needs and 
long term goals of the 
service could result 
capability issues amongst 
staff which would affect the 

3 3 

 
 
 
 
Medium/
High 9 

SRS is committed to the resourcing of training to 
develop people to ensure competency and the 
corporate appraisal process #it’saboutme ensures 
performance reviews are undertaken annually and 
learning and development opportunities identified. 
A match funding offer to staff for personal 
development has resulted in a number of officers 
being supported in further development studies. 

 
 
1 

 
 
3 

 
 
 
 
 
Medium/
Low 3 
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Risk Description Inherent Risk Score  
(April 2022) 

 Risk Comments 
What SRS are doing to mitigate risks 
 

Residual Risk Score Risk 

Likelihood Impact Likelihood Impact 

Service’s ability to deliver 
services. 

RR6: Implementation of 
new legislation may create 
additional demands on 
service delivery. 

 
 
4 

 
 

3 

 
 
High 12 

Whilst workloads are reviewed and monitored and 
processes are in place to regularly report to 
partner authorities, it is not always easy to predict 
the impact that new legislation may have on 
resources.  This was particularly evident during the 
Covid-19 pandemic. SRS became responsible for 
enforcing the Coronavirus Regulations across the 3 
areas which has required a change of focus and 
placed additional demands on the service.  As 
restrictions have been relaxed, we have seen our 
commitment reduce, however the impact of the 
legislation has impacted our planned “business as 
usual” activities, and the service now has a 
significant backlog of work.  The pressure 
continues with the new special procedures 
legislation and proposals for single use plastics 
which are examples of increased demand in an 
area where SRS is struggling to recruit competent 
professionals. 

 
 
4 

 
 
3 

 
 
High 12 

RR7: An inability to recruit 
officers to the Duty Officer 
regime may result in 
inadequate cover and 
failure to deal with 
emergencies out of hours. 

3 2 

 
 
 
 
 
 
 
Medium 6 

The Duty Officer regime operates on a 24/7 basis 
over 365 days a year providing a single point of 
contact out of office hours dealing with SRS 
emergencies. Cover is provided by officers on a 
voluntary basis however there have been periods 
where it has become difficult to recruit officers 
resulting in shortage of cover which has required 
managers to step in a short notice.  Steps have 
recently been taken to address this lack of 
resilience following the recruitment of new officers 

 
 
 
2 

 
 
 
2 
 
 

 
 
 
 
 
 
 
Medium 4 
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Risk Description Inherent Risk Score  
(April 2022) 

 Risk Comments 
What SRS are doing to mitigate risks 
 

Residual Risk Score Risk 

Likelihood Impact Likelihood Impact 

to the service who have subsequently volunteered 
to work the rota.  While this alleviates the problem 
short term, a longer term solution is still required.  

RR8: The positioning of 
Shared Regulatory Services 
under a host authority, 
together with unique 
branding may result in the 
Service becoming divorced 
from its constituent 
Councils or marginalised. 

2 2 

 
 
 
 
Medium 4 

The Service remains relevant to all 3 authorities 
through links into Corporate Plans of 3 authorities, 
attendance at the various Council/Executive 
meetings and maintaining strong links with 
members and senior officers within each legacy 
authority with opportunities to promote successes 
taken where possible.   The Covid-19 pandemic has 
seen the critical involvement of SRS in the Test, 
Trace and Protect system and enforcement of 
Coronavirus regulations which has brought greater 
attention and recognition from the 3 authorities 
we serve. We continue this approach with our 
work on minimum energy efficiency standards 
which contributes to the climate change agendas 
of the partner authorities. 

 
 
 
 
 
1 

 
 
 
 
 
2 

 
Low 2 
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Appendix 2 – Action Plan   
Improving health and wellbeing 

Lead 
Responsibility 

The food chain is safe and free from risks 

Develop and adopt the Food and Feed Law Enforcement Plan 2023/24 and undertake interventions in accordance with the plan and the arrangements in place 
to discharge food safety duties. *** 

C Hill 

Engage with the Food Standards Agency’s Achieving Business Compliance Programme to modernise the way food businesses are regulated.   C Hill 

Develop and adopt the Port Health Plan 2023/24. C Hill 

Risks in the workplace are managed properly 

Develop and adopt the Section 18 Health and Safety Service Plan 2023/24 and undertake interventions in accordance with the plan and the arrangements in 
place to discharge health and safety duties. *** 

C Hill 

Engage with smokers using, visiting or working at hospital sites to promote smoke free compliance in hospital grounds.  C Hill 

Noise and air emissions are controlled 

Develop a Noise policy including service standards. W Lane 

Review and explore options for future proofing the Duty Officer Rota.  W Lane 

Extend the enforcement tools available to the night time noise service in Cardiff through the issue of Fixed Penalty Notices for certain noise offences occurring 
after 11pm. 

W Lane 

Strengthen relationships with Housing and Anti Social Behaviour Unit and develop a Memorandum of Understanding (MOU) in Cardiff and Vale. W Lane 

Undertake seasonal product safety projects encompassing products such as contact lenses and fancy dress costumes.  C Hill 

Conduct firework inspections of licensed premises to ensure those holding a licence sell fireworks that meet the relevant safety standards, have adequate 
policies in relation to age restricted sales and stored safety in retail premises.  

C Hill 

Licensed premises operate responsibly 

Undertake a weights and measures project in pubs and bars to ensure customers are receiving accurate measures. C Hill 

Undertake a pre-summer season exercise in Bridgend advising pubs on how to minimise noise disturbance. W Lane 

The quality of private rented property is improved 

Drive up standards in the private rented housing sector by undertaking robust enforcement action to deal with rogue agents and landlords letting and managing 
properties.  ** 

W Lane 
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Improve fire safety in our council homes and the private sector by continuing to work with Welsh Government and stakeholder organisations in the development 
of their Building Safety Programme for medium and high rise buildings in the private sector. ** 

W Lane 

Review and harmonise the annex to the SRS Compliance and Enforcement Policy in relation to Housing Enforcement. W Lane 

Review private sector housing complaint process. W Lane 

Develop Works in Default (WID) process in Cardiff. W Lane 

Infectious disease is controlled and prevented 

Secure approval and deliver the Communicable Disease Service Plan 2023/24 and undertake interventions in accordance with the plan and the arrangements in 
place to discharge these duties.*** 

C Hill 

Prepare businesses and internal procedures in readiness for the implementation of the new special procedures licensing regime and through the delivery of 
RSPH Level 2 Infection Control Training course for Special Procedures.   

C Hill/J Bale 

Safeguarding the vulnerable 
Lead 
Responsibility 

Support the 3 partner Councils in fulfilling their safeguarding responsibilities. ** & *** All OMs 

Children are protected from harmful substances and products 

Work in partnership to safeguard the vulnerable to ensure that children are protected from harmful substances and products, older people are protected from 
rogue traders and scams and vulnerable people are not subject to exploitation. *** 

All OMs 

Conduct intelligence led underage sales exercises in relation to the sale of tobacco, alcohol, nicotine inhaling products, knives and other age restricted products. C Hill 

Illegal money lending activities are prevented 

Raise awareness of illegal money lending and support individuals to access responsible lenders and debt advice, rebuild their finances and make a sustainable 
transition to legal credit. ** & *** 

J Bale 

Sponsor school savings awards to promote saving by the young in illegal money lending hotspot areas.  J Bale 

Learn from illegal money lending research findings and target promotions accordingly.  J Bale 

Taxi provision is safe and fair 

Engage and respond to Welsh Government white paper on modernising taxi and private hire services in Wales.  W Lane 

Undertake enforcement exercises with the taxi trade including mystery shopper exercises to ensure compliance with the Equalities Act, vehicle and licensing 
standards and fare refusals for short journeys . 

W Lane 

Review taxi vehicle testing regime in Bridgend. W Lane 

Protecting the environment 
Lead 
Responsibility 
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The environment is protected from harmful emissions to land, air and water 

Undertake local air quality assessments and review the data to ensure that national air quality objectives continue to be achieved.***  J Bale 

Use feedback from the public consultation to report back to Bridgend Cabinet to agree a finalised Air Quality Action Plan for Park Street and start work on the 
measure to improve air quality.  

J Bale 

Contribute to good air quality in Cardiff by:  
• Reviewing real-time air quality data to assess and identify trends in pollution to assess further interventions that will further reduce air pollution. ** 

J Bale 

Review planning consultation process in respect of Noise and Air complaint practices and procedures.  W Lane 

People will use energy efficient buildings and products  

Work with landlords to return empty properties back into use helping to increase the availability of affordable housing for sale or rent. W Lane 

Working closely with other partners identify empty properties suitable for leasing and buy back scheme, continuing to target enforcement at the worst longer 
term problem empty homes, using existing funding for works in default , or by drawing down funding available for Welsh Government. 

W Lane 

Engage with landlords and lettings agents to improve the energy performance ratings of private rented properties under the Minimum Energy Efficiency 
Standard (MEES) Regulations. ** &*** 

W Lane 

Support the 3 partner Councils in fulfilling their climate change responsibilities through the delivery of regulatory activities that contribute to the reduction of 
carbon emissions. ***  

All OMs 

Animals are treated humanely  

Review information on SRS website in relation to animal licensing.  J Bale 

Co-ordinate dog and equine clinics in the region to include microchipping and castration.  J Bale 

Modify animal welfare vans to facilitate seizure of rabies dogs.  J Bale 

Engage with Welsh Government regarding the welfare of stud and imported dogs and wider animal welfare issues related to dog breeding and sales.  J Bale 

Communities are protected from nuisance and are safer 

Engage with students and residents during Freshers Week in Cardiff providing community advice on housing, environmental and social issues. W Lane 

Supporting the local economy 
Lead 
Responsibility 

A fair trading environment is maintained 

Conduct intelligence led operations to investigate and disrupt businesses selling illegal tobacco products and raise public awareness of how to report it.   C Hill 

Strengthen illegal tobacco enforcement by exploring the feasibility of introducing Closure Orders as a more effective means of enforcing illegal tobacco 
premises. 

C Hill 
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Incorporate regular surveillance and review of online sales platforms into trading standards work due to the volume of goods being sold on line. C Hill 

Informed and confident consumers 
Continue to promote the ‘Buy with Confidence’ (responsible trader) scheme across the region including working to ensure inhouse trades people are registered 
with the scheme.  

J Bale 

Improved business practices and operation 

Extend training provision through the delivery of RSPH Level 2 Infection Control Training course for Special Procedures.    J Bale/C Hill 

Re-commence the issue of the SRS Food and Safety newsletter. J Bale 

Accessible services responsive to business needs 

Review the primary authority framework to ensure the advice and support requirements for our current Primary Authority partners are appropriate.  H Picton 

Extend the scope of the ‘Ask the regulator’ podcasts to encompass other regulatory activities undertaken by SRS. J Bale 

Explore options for extending training to include underage sales training provision to support people who have committed offences for underage sales.  J Bale 

Maximising the use of resources 
Lead 
Responsibility 

SRS operates effectively and efficiently across all 3 areas 

Work with officers and ICT to explore options for exploiting newer technologies that ensure officers can continue to operate as efficiently as possible, for 
example, consolidating the ICT interface between the partner authorities, agile working, mobile devices for inspections and improved communication 
mechanisms *** 

H Picton 

Explore options to implement online payment facilities for fixed penalty notices.  J Bale 

Extend the scope of the Intelligence Operating Model across further SRS services, for example private sector housing complaints. H Picton 

Further develop a recruitment strategy together with a range of initiatives that address recruitment and retention pressures within the service such as 
apprenticeships and other HR related approaches.*** 

H Picton 

Consider the feasibility of obtaining accreditation for forensics capability.  J Bale 

Engage with partner authorities on accommodation requirements as a result of hybrid working arrangements. C Hill 

Public and stakeholders are able to access our services  
Improve engagement and consultation with stakeholders including service users and residents and review the effectiveness of current mechanisms used to 
access Shared Regulatory Services. *** 

All OMs 

Staff are effective in their roles  
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Complete the PDR process with all SRS employees. All OMs /TMs 

Review Workforce Development Plan. H Picton 

Develop a Staff Survey Action plan.  H Picton 

Promote and encourage involvement in staff engagement and wellbeing initiatives and proactively support staff development. *** All OMs 

Income generation underpins sustainable service delivery 

Review all available options for cost recovery and income generation to ensure this approach underpins sustainable service delivery.***  J Bale 

Consider increasing weight range capability of Metrology Lab to provide higher accuracy levels.  J Bale 
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