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Foreword

The Trading Standards Service

It gives me great pleasure to introduce the Trading Standards Service’s Annual
Report for the year 2007-08. Full details of the operation of the Service are detailed
below, including our performance statistics which are shown in the Appendices at the
rear of the report.

The Service has seen unprecedented changes in personnel following the
restructuring during the latter part of 2006-07, which resulted in the loss of
experienced staff who had served the Consortium over a number of years. In
addition to this, the year saw the introduction of a number of new pieces of
legislation, staff vacancies in key positions and cuts in the Trading Standards
budget. Nevertheless, | am proud to report that the quantity and the quality of the
work carried out by the officers did not diminish and the successes achieved by the
Service have enhanced our reputation even further.

The Consortium agreement between the London Boroughs of Brent and Harrow is
not only long standing, but is also unique in London. This arrangement allows both
Boroughs to share fixed costs for the Service, which provides excellent value for
money and efficient services.

)

B

Gareth Thomas MP, Minister for Consumer Affairs, vi  siting the Service

There are huge advantages in providing services on a consortium basis as costs for
administration, accommodation and equipment can be shared between the
Authorities thus allowing more resources to be put into front line activities. This
arrangement has attracted a great deal of attention in the recent past from other
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Authorities and the Office of Fair Trading who have highlighted our consortium
agreement as a model for the provision of joint services. In fact, central Government
has published a paper which, amongst other things, encourages local authorities to
consider discharging their services through arrangements very similar to the one
operated by the Brent and Harrow Trading Standards Consortium.

The benefits of our arrangement were demonstrated first hand to the new Consumer
Affairs Minister, Gareth Thomas MP, when he visited the Trading Standards offices
in September 2007. Since then, the Minister has, in his official speeches, used the
Consortium arrangement as a best practice model to others for the provision of
shared services. Furthermore, this arrangement has stimulated a great deal of
interest from other Authorities who are keen to set up similar shared services for
Trading Standards and other regulatory functions.

This report contains a great deal of interesting information about the work
undertaken by the Service during 2007-08, including statistical returns for local and
national performance indicators. | hope that you find the report both interesting and
informative. Any comments and suggestions which would improve the report and the
future provision of Trading Standards services would be welcomed.

Finally, | would like to thank all the staff in the Trading Standards Service for their

contribution during this year and for the continued support that the Service receives
from Officers and Members in both Brent and Harrow Councils.

a. Service Policy Statement

The Trading Standards Service Policy Statement is:
“The Trading Standards Service for the London Boroughs of Brent and

Harrow aims to provide its customers with the highest quality of service
in support of the Council’s commitment to serve the community”.

b. Service Aim

The overall aim of the Trading Standards Service is:

“To ensure a safe, fair and equitable trading environment exists for
consumers and commerce alike.”

This aim will be achieved by enforcement of the legislation assigned to the Service,
carried out with due regard to our policy statement and within the terms of our overall
objectives.



c. Service Priorities

The Service priorities have been set following consultation with our stakeholders and
customers, as well as taking into consideration the national and local priorities set
out below. The priorities were detailed the Service Operational Plan 2006-07.

National Priorities for the Service are as follows:-
Informed Confident Consumers.
Informed Successful Businesses.
Enforcement of a Fair and Safe Trading Environment.
Efficient, Effective and Improving Trading Standards services.

Brent's priorities are to enhance the quality of life for all, concentrating on the
following areas: -

A great place
A safe place

A green place
A lively place

Harrow’s corporate priorities are:-
Making Harrow safe, sound and supportive
Getting Harrow moving
Protecting our precious environment
Tackling waste and giving real value for money
Empowering Harrow youth
Giving more choice in sport, leisure and amenities

d. Service Objectives

The Service objectives have been set to reflect national and local strategies and
through consultation with stakeholders:

To enforce the legislation assigned to the Service.

To provide training and development for all staff within the resources
available, which reflect both the needs of individuals and the goals and
objectives of the Service.

To ensure that effective communication systems are in place, both internally
and externally.

Ensure external accreditations are maintained and that best value services
are provided through continuous improvement in service delivery.

To provide an advice, information and educational service and to promote the
Service within the consortium area.

To achieve wider participation of these objectives by reference to both
Councils’ corporate policies, Environment & Culture Services policies, and by
promoting these objectives to existing and potential stakeholders.
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Annual Report of the Director of Trading Standards
for the Consortium of the London Boroughs of Brent
& Harrow

Year Ending 31 *' March 2008

1. Introduction

This Annual Report details the work of the Trading Standards Service from 1% April
2007 to 31% March 2008. Full details of the operation of the Service and statistics
showing actual performance against targets can be seen in the attached
Appendices, including the National Performance Framework which, we as a Local
Weights & Measures Authority, are required to produce for the Department of Trade
& Industry, now known as the Department for Business, Enterprise and Regulatory
Reform (Appendix 2).

There is a statutory duty placed on the London Boroughs of Brent and Harrow as
‘Local Weights & Measures Authorities’ to enforce over forty five Acts of Parliament
and three hundred related Regulations. Both Councils have been providing their
Trading Standards services on a unique basis by operating in partnership as a
Consortium since 1965. In 1995, following the departure of the London Borough of
Ealing from the original partnership, Brent and Harrow Councils signed a new
Consortium agreement under Section 101(5) of the Local Government Act 1972 with
the Joint Advisory Board as the relevant body to discharge the functions of the
Service.

The Service covers a geographical area of 9,361 hectares (Brent — 4,325 & Harrow —
5,046) with a joint population of 493,195 (Brent: 279,195 and Harrow: 214,000).
Brent has a Black and Minority Ethnic population of 54.7% and Harrow 41.2%. The
diverse population has many positive aspects for the local community and commerce
within the two boroughs, but it does set new and interesting challenges with respect
to service delivery for both consumers and businesses alike.

All the staff are employed by Brent, which acts as the ’lead’ Authority in the
partnership. However, both Authorities have shared responsibility for the operation
of the Service through the Joint Advisory Board made up of Members from both
Councils.

The Trading Standards Service is a front line regulatory Service with a statutory duty
to enforce the requirements of criminal legislation that has been passed by
Parliament and the EU to protect local consumers and businesses. All criminal
prosecutions are undertaken by experienced Trading Standards staff, including the
issuing of summonses and appearing as advocates in the Magistrates’ Courts. Apart
from being a very efficient method of processing our cases, it is also estimated that it
saves the Consortium in excess of £150,000 per annum in legal fees. The Service
also provides civil law advice through a Consumer Advice Officer in each Borough,



who provide local residents with practical advice and assistance to obtain redress, in
some cases, through legal action in the County Courts.

In recent years, Trading Standards have been the focus of much attention from
Central Government, Parliament and other Government Departments. A number of
changes have already taken place following the publication of the Hampton Report,
including the establishment of Consumer Direct, the creation of the Local Better
Regulation Office and the inclusion of Trading Standards in the Comprehensive
Performance Assessment (CPA). There are four performance indicators relating to
Trading Standards:- consumer satisfaction, business satisfaction, the number of high
risk premises inspected and, the percentage of businesses that are found to be non-
compliant which are then subsequently brought into compliance through Trading
Standards enforcement activity. | am pleased to report that the Service’s
performance during 2007-08 was in the upper threshold for each of the above
performance indicators.

In 2008-09, there will be further changes to the Trading Standards performance
indicators with the introduction of a number of specific national indicators, i.e.
business satisfaction with regulatory services (NI 182) and impact of local trading
standards services on the fair trading environment (NI 183).

The overall aim of the Service is to provide our customers with the highest quality of
service to support and protect the community by ensuring that a safe, fair and
equitable trading environment exists for consumers and commerce alike. This is
achieved by the enforcement of the legislation assigned to the Service, which is
carried out with due regard to our policy and within the terms of our overall
objectives.

The Service carries out its work in association with a number of key partners as
detailed below:-

Voluntary Sector Citizens Advice Bureau

Government/Agencies London Borough of Harrow / Brent Consortium
LACORS
UK Intellectual Property Office
Federation Against Copyright Theft (FACT)
Intellectual Property Owners
Consumer Direct
Office of Fair Trading
Department for Business, Enterprise and
Regulatory Reform
Primary Care Trust
North West London Trading Standards Groups

Justice Metropolitan Police
Fire Brigade
HM Revenue & Customs
Community Legal Service Partnership
The Court Service
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Other Departments Community Safety
Environmental Health
Health, Safety & Licensing
Streetcare

Local work priorities for the Service are:-
Investigation and speedy resolution of consumer complaints
Advice to traders and consumers
Inspection of relevant trade premises, based on risk, to achieve compliance
Partnership working with other organisations
Promotion of these objectives to the community
Verification of trade equipment
Warning and prosecuting offenders where appropriate

Performance management is an integral part of the Trading Standards management
toolkit and all staff have regular assessments to ensure that our targets and
objectives are met. Each officer's key result areas and success criteria reflect the
Service’s priorities and objectives.

The work of the Trading Standards Service plays a vital part in the corporate
strategies of both boroughs, in that what we do affects all sections of the community,
both consumers and businesses alike. The Service aims to protect all sections of the
community from illegal trading and consumer fraud. This is especially pertinent in the
area of crime reduction and community safety, particularly where vulnerable sections
of the community are involved, for example the elderly with doorstep crime and the
young with the illegal sales of age restricted products.

The re-organisation of the Service that took place at the beginning of 2007-08 was
carried out in order to make ‘Gershon’ efficiency savings and for the purposes of
conducting a rationalisation exercise. This involved the reduction of management
posts from eight to four. The savings from the re-organisation would have allowed
for resources to be deployed to front line enforcement to meet the needs of the
community, particularly in the areas of:-

lllegal sales to children of alcohol, knives, cigarettes, solvents and spray cans
lllegal street trading in unsafe and counterfeit goods

Major fraud in selling second-hand cars

Rogue traders

Proceeds of Crime investigations

However, following the decision to restructure, both Councils made further cuts to
the 2007-08 Trading Standards budget which resulted in the deletion of one post
from each borough team. As a result, greater prioritisation of the work was
necessary which meant that many of the Service’s proactive functions had to be
reduced. One area of the Trading Standards work that was greatly affected by this
cut was our ability to conduct investigations under the Proceeds of Crime Act.
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2. Trading Standards Advisory Board

The Trading Standards Advisory Board met on three occasions during the year and
discussed the following reports: -

17 July 2007 Report 1/07 Annual report 2006/07
(Harrow) Report 2/07 Copyright, Designs and Patents Act
27 November 2007 Report 3/07 Half yearly report on the Trading Standards
(Brent) Service: April — September 2007
Report 4/07 Trading Standards Budget 2008/09
18™ March 2008 Report 5/07 Trading Standards Budget 2008/09
(Harrow) Report 6/07 Trading Standards Work Plan 2008/09

The Consortium agreement allows for each Authority to determine its own level of
service reflecting their specific budgetary commitments and priorities, with fixed
costs and variable costs dealt with separately and shared between the two
boroughs. The Joint advisory Board meetings allow officers to consult Members on
the provision of Trading Standards services and report on performance and any
other matters. However, | must report that it has been disappointing to note that two
of the three meetings of the Joint Advisory Board were not quorate which greatly
reduced the opportunity for officers to consult with the respective Members of the
two Councils.

3. Service Improvements and External Accreditation

The Service has retained its accreditations either individually or as part of the
Environment and Culture Department. These accreditations include:-

ISO 14001 Environmental Management

Investors in People (1IP)

Notified Body Status

Charter Mark

ISO 14001 and IIP are accreditations for the whole of Brent Council’s Environment
and Culture Department.

Notified Body Status authorises officers to carry out verification requests of certain
types of weights and measures equipment outside our area under EU legislation. We
are one of only a few authorities in London to have such an accreditation. This year
a total of 68 weighing machines were tested under our Notified Body status.

The Service maintained its Charter Mark status after being assessed in April 2007.
The next surveillance visit for Charter Mark will take place in June 2008. The award
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recognises our commitment to high levels of customer service and the fact that we
strive to improve on that year on year.

The Service works closely with other Trading Standards Services in London, other
Departments in Brent and Harrow and with external organisations, such as the
Police, Her Majesty’s Revenue and Customs, Benefits Agency, Anti Counterfeiting
Group, local Courts, etc.

Members of the Metrology and Safety team receiving theiraw  ard
from Mayor Harshadbhai Patel

Over the years several members of the Trading Standards staff have been
recognised in the Brent Staff Achievement Awards. This year the Metrology and
Safety team were highly commended in recognition of their invaluable work at
Wembley Stadium prior to its formal opening. After discovering that the beer meters
at the new Wembley Stadium were dispensing incorrect measures just a few days
before it officially opened, the team worked with the Secretary of State to get a
special dispensation, whilst discussions took place with the manufacturer of the
equipment to rectify the problem. The team reacted to the crisis by regularly working
12-13 hour days, to bring the meters to within their legal limits, ensuring customers
could enjoy a drink at the opening event and get the quantity they paid for. Due to
the Team’s efforts, a potentially embarrassing situation was avoided.
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4. Environmental Management (1ISO14001)

In October 2007, the Trading Standards Service was audited as part of Brent
Council’'s ISO 14001:2004 environmental management accreditation. A re-
accreditation audit is conducted every three years to ensure that the Council’s
systems continue to meet the requirements of ISO 14001:2004. During the four day
audit, no non-conformities were found within Trading Standards or Brent Council’s
processes. This ensured that the Council retained its accreditation.

During 2007, Trading Standards developed a new working relationship with the ‘His
Church’ charity, which was established with the aim of alleviating the suffering
caused by poverty worldwide. His Church offer a ‘total solution’ for all counterfeit
goods seized by the Service and now assists numerous Trading Standards Services
across the U.K.

Brent and Harrow Trading Standards donated six tonnes of seized goods to His
Church, which consisted of DVDs, footwear and clothing. All of these goods go to
worthy causes — clothing may be “de-badged” and sent to the third world, DVDs can
be recycled — rather than going to landfill or being destroyed.

During the course of the year officers from the Service carried out numerous trader
visits and inspections where we were able to offer advice and guidance on
environmental legislation.

In November, Brent officers gave a presentation to the local residents’ street
watchers group on consumer items and excess packaging. We received very
positive feedback after the event and hopefully gave consumers an insight into the
complexities of The Packaging (Essential Requirements) Regulations 2003.

5. Equality and Diversity

Equality is a term used for all work carried out by an organisation to promote equality
of opportunity and eliminate unlawful discrimination in service delivery and
employment practices. Diversity is often associated with the differences between
people and can be used to highlight individual needs.

Furthermore, legislation stresses the need for public authorities to identify and
address not just actual discrimination but potential discrimination as well. For this
reason, Brent and Harrow Trading Standards is committed to making equality and
fairness an integral part of the Service.

We have implemented a program which highlights priority actions and its
performance is assessed through systematic monitoring by conducting Equality
Impact Assessments (EIAs). We have conducted a number of EIAs over the last two
years on a range of our key policies and procedures. During this year we have
successfully updated our existing monitoring system and implemented new systems
for monitoring the users and non-users of the Service.
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6. Staffing & Structure

At the beginning of the year, the Service had an establishment of 32 members of
staff, including two Enforcement Officer posts (one in each borough) that were kept
vacant to pay for the pension and redundancy costs arising out of the restructuring of
the Service that took effect at the beginning of 2007-08.

This major restructuring resulted in a significant reduction in the number of
management posts. Three managers with a combined service with the Consortium
exceeding eighty years left the Service and, in June, another manager with over
twenty five years employment with Brent & Harrow Trading Standards also tendered
his resignation. However, | am pleased to say that this post was successfully filled by
an internal promotion of a Senior Enforcement Officer, thus maintaining some
continuity within the organisation. The vacancy created by this internal promotion
was filled in January 2008 by an experienced Senior Enforcement Officer from
another Authority.

There were other resignations during the year which caused major disruption to the
Service and created additional pressures on the remainder of the staff. Apart from
the post of Assistant Head of Trading Standards mentioned above, three further
resignations were received during the year, namely, Customer Services Officer
(December 2007), Service Development Officer and Enforcement Officer (both
January 2008). Recruitment of qualified and experienced Trading Standards
personnel has continued to be a problem and, combined with the long recruitment
process, these posts remained vacant for the remainder of the year.

Following the re-organisation, it was recognised that the new structure needed some
minor ‘tweaking’ and one specific area that was identified was in relation to the day
to day supervision of staff within the various enforcement teams. It was clear to the
Management Team that the Assistant Heads of Service, who were directly managing
up to twelve members of staff, did not have sufficient time to conduct regular one to
one meetings, or to monitor work outputs of their respective staff. It was also felt that
the lack of Team Leader posts under the new structure did not allow for career
development which would clearly affect future recruitment and retention of staff.
Following consultation with the staff it was decided that four existing Senior Trading
Standards/Enforcement Officer posts would be converted to Team Leader posts
within the two enforcement teams in order to carry out the day to day supervision of
the respective team members. These four Team Leader posts will be ring-fenced for
existing Senior Officers within the Service and financed from the existing Trading
Standards budget. It is hoped that these posts will be filled in 2008-09 following the
normal selection process.
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7. Training & Development
The Service’s mission statement on training and development is as follows:

“The Trading Standards Service of Brent and Harrow is committed
to provide training and development for all staff within the resources
available. Training will reflect the needs of individuals and ensure
each member of staff is equipped to carry out their duties to their full
potential and to reflect the goals and objectives of the Service unit”.

The goals and objectives are to: -

Ensure all staff are fully trained on customer care issues and that staff are
friendly, professional, efficient and helpful to users of the Service

Ensure that all staff are competent in the use of information technology and
the operation of the Service’s systems and database

Ensure staff are properly trained to carry out all their respective duties
including enforcement, legal and administration

Maintain, wherever possible, relevant qualification courses such as the
Diploma in Consumer Affairs and Trading Standards (DCATS); QA Lead
Assessor; NVQ’s; Management; European Computer Driving Licence (ECDL).

The Service provided over 200 days training during the year, which included
day/block release for qualification courses; in-house training for all staff of three
hours per month; and other training as required. Whenever possible, much of this
training was provided by our own staff, including updates on new legislation and
training on customer care issues.

Nationally the profession remains significantly under staffed with more officers
retiring than qualifying, a situation that has existed for a number of years. For this
reason the Trading Standards Institute introduced a new work-based qualification to
allow officers to gain a qualification whilst still working. The qualification is known as
the Diploma in Consumer Affairs and Trading Standards. There are two levels to this
gualification - the foundation level (FCATS) and the diploma level (DCATS).The
Service has been fortunate in the amount of training it could provide for staff and
hence we have a total of six officers currently studying at both levels.

The Service maximizes the benefit of training courses by ensuring they are
cascaded to colleagues within the Service wherever possible; this happens during
our monthly training days. The management team is convinced that training and
performance are closely linked, a fact which is evidenced within the Service and is
also recognised by the Investor in People Award.

Our training is targeted to achieving our aims and objectives as set out in our Service
Operational Plan. The range of the training reflects the diverse range of the skills
demanded by the legislation we enforce and the duties we have to perform.

There are always plenty of new laws that we need to keep abreast of and ensure
officers are trained to deal with. Of particular note this year is the training received on
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the new Consumer Protection from Unfair Practices Regulations which will come into
force at the end of May 2008. This pan European legislation is the biggest change to
trading standards law for 40 years and will take officers and traders alike a little while
to get used to.

| would like to congratulate Senior Enforcement Officer, Lee Wenzel, who has been
accredited as a financial investigator under the Proceeds of Crime Act. He can now
conduct investigations into “career criminals” with the aim of confiscating any illegally

obtained assets. This will enable the Service to continue with the work it has started
in tackling the serious rogue traders and hitting them where it hurts most.

8. Cost of the Service

The agreed budget for the Consortium for 2007/08 was £1,779,000.

The cost apportioned between the boroughs was:-

Brent contribution £963,000 (54.13%)
Harrow contribution £816,000 (45.87%)

Both boroughs paid %/, of their contribution monthly into the Service’s bank account,
which allowed for efficient planning of service delivery through cash flow control. All
the income collected by the Service was directly credited to the Service account.

The actual expenditure for the year was apportioned as shown below:-

Gross Expenditure i,744,906
Income etc -206,473
Less Government Grant Copyright, Designs and -25,240
Patents Act

Surplus 196,713
Consortium Expenditure 1,779,000
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9. Performance Statistics

Attached as Appendix 3 are the performance statistics relating to the Service for the
2007/8 financial year. They detail the number of infringement reports submitted, the
number of inspections carried out, the number of complaints investigated, the
number of prosecutions completed and our telephone response performance. The
details show both boroughs’ individual performance, and the overall Consortium’s.

This year we completed 5,183 requests for action as opposed to 7,986 last year.
This is largely due to the impact of Consumer Direct who took over the role of
providing civil advice to consumers at the beginning of 2007/8. This is also reflected
in the amount of telephone calls the Service has received, 19,464 as opposed to
26,448 last year.

The Service’s National Performance Framework return is detailed in Appendix 2. We
achieved 100% compliance with Best Value Performance Indicator (BVPI) 166.

Dealing with case management issues, officers submitted 126 infringement reports
during the year against the target of 110. A summary of cases concluded this year,
whether by court attendance or issuing of a simple caution, can be found in
Appendix 4. The total amount of fines imposed by the courts in our cases was
£36,090 and the Service was awarded £52,205 in prosecution costs.

| must congratulate all officers within the Service for carrying out this volume of work,

whilst facing ever increasing demands with limited resources. This outcome could
only be achieved through hard work and the synergy of teamwork.
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10. Age Restricted Sales

Each year the local authority must, by law, review its activities under Children &
Young Persons (Protection from Tobacco) Act 1991, relating to the sale of tobacco
products to children. This function has been delegated to the Director of Trading
Standards. A programmed series of activity involving young people is drawn up at
the beginning of each year for each borough. The programme involves the test
purchasing of a wide range of age restricted goods, including cigarettes. A summary
of the results can be seen in the table below.

Summary of test purchase results for 2007/8

Brent Harrow
Product Attempts Sales Attempts  Sales

Alcohol 136 12 9% 143 5 3%

Cigarettes 30 0 0% 36 0 0%

Knives 13 5 38% 23 2 9%

Fireworks 26 3 12% 26 1 4%
Lottery 15 0 0% 7 1 14%
Video 11 0 0% 17 7 41%

Spray Paint 9 3 33% 16 1 6%

Butane 14 1 7% 11 1 9%
Total 254 24 9.4% 279 18 6.5%

While we are glad that the overall level of sales is still falling, we still
managed to get sales in about 8% of premises visited (42 out of
533). We are hopeful that the expansion of our ‘Age Restricted
Goods Responsible Trader Scheme’, referred to later in this report,
will see that level drop further in years ahead.

Figures in red in the table above highlight where sales levels are
over 10% for particular products. These are obviously areas of
concern and will be targeted in next year’s work programme. Of
particular worry is the high level of knife sales in Brent, especially
given all the publicity that has been given to the many tragic deaths
of young people in London recently.

While there are differences in results between the two boroughs, it is gratifying to
see that the alcohol figure is below 10% in both boroughs and 6% overall. This
compares favourably to the alcohol figure for last year which was 18% overall.

This year has seen the Service involved in the Home Office sponsored ‘Tackling
Underage Sales of Alcohol Campaign’ (TUSAC). This provided funding to carry out
test purchases of alcohol during a set period, particularly looking at repeat sales of
alcohol from the same premises. We will continue to look for extra funding and
partnership working to help maximise the work we do in this vital area.
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11. Fair Trading Team

During the last year, the Brent Fair Trading Team has been staffed by four
Enforcement Officers and one Assistant Enforcement Officer and a fifth Enforcement
Officer joined the team in January 2008. The Harrow Fair Trading Team has seen a
change in staff following the promotion of one of their Enforcement Officers to the
role of Assistant Head and another Enforcement Officer moving to the Safety and
Metrology team to study Weights and Measures law. These posts were filled, making
a total of three Enforcement Officers and one Assistant Enforcement Officer, with a
fourth post currently vacant.

The year has seen a number of changes in the work of the Team resulting from the
new estate agent Home Information Packs (HIPS) becoming law, the enactment of
Section 107 of the Copyright Designs and Patents Act 1988, as well as the
introduction of the Fraud Act 2006, which has proved to be particularly useful in
tackling those who trade in a dishonest manner.

The Service took the Country’s first Proceeds of Crime Act 2002 case against a
limited company, following a successful conviction for trade mark offences. In this
particular case the Service received £133,000 through the Home Office
incentivisation scheme designed to encourage law enforcement organisations to use
the Proceeds of Crime Act. This case demonstrated to us what a powerful tool the
Act can be in tackling rogue traders and is a deterrent to those who think they can
make a quick and easy profit from their criminal activities. | am pleased to report that
we now have a fully trained Accredited Financial Investigator who is able to pursue
convicted criminals who have gained significant assets from their criminal activities.

During the last year, there has been a change in the illegal trade of fake goods, with
the Service seeing an ever increasing number of different products that are being
copied by counterfeiters. Although the typical fake products such as DVDs and
sportswear continue to be prevalent, new counterfeit products are finding their way
onto the market. This year we have seized record numbers of fake training shoes,
batteries, razor blades, printer cartridges, cigarette lighters, branded car number
plates, camera film and even condoms.

Apart from investigating counterfeiters, the team has also been involved in other
areas of work such as the investigation of bogus colleges who award fictitious
gualifications; cowboy builders who prey on the elderly and vulnerable; unroadworthy
and clocked cars; misdescribed goods and services; and the terms and conditions
found on internet sales websites.

However, counterfeiting continues to make up a large percentage of the team’s work
and in view of this, the Service decided to make a fundamental change to the way in
which we deal with those who are involved in the supply of fake goods. The Service
is now trying to focus less on the hundreds of small traders supplying counterfeit
goods at retail level and devote more time and resources in tracking down and
apprehending those at the top of the supply chain.

As a result of the change in our policy we have disrupted and stopped several large,
organised and sophisticated criminal networks who were major suppliers of
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counterfeit goods across the country, including to our own local traders in both Brent
and Harrow. Despite the change in policy, the Service still achieved nearly 100
separate seizures of counterfeit goods in the last 12 months.

Details of some of the cases completed during 2007/8 by the team are outlined
below.

The Service carried out a project across both boroughs in partnership with the
Vehicle and Operator Services Agency (VOSA) checking the road worthiness of cars
being offered for sale. One case resulting from the project involved an undercover
trading standards officer posing as a customer and being taken for a test drive by the
defendant. Following the test drive, trading standards officers and the VOSA
examiners returned to the dealer’s forecourt and after inspecting the car, issued a
prohibition notice preventing the car from being driven, as one of the tyres was worn
well beyond the legal limit. As a result of an inspection of other cars that were being
offered for sale, two further vehicles were also found to have defective tyres. The
Willesden based trader was found guilty of offering for sale three vehicles which had
been deemed to be unroadworthy. He was fined £1,500 and ordered to pay
prosecution costs of £570.

On their way home one evening after having worked at Wembley Market seizing
counterfeit goods, officers spotted a market trader’s van being unloaded into a self
storage warehouse. The officers took immediate action, resulting in the arrest of one
individual, the seizure of over 3,500 counterfeit pairs of training shoes and hundreds
of items of branded clothing, with a total street value of approximately £140,000. The
investigation resulted in several houses, vans, storage units and other markets stalls
being searched
from where more
counterfeit training
shoes and items of
clothing were
seized. A total of
five key suspects
were identified as
operating this well
organised criminal
operation, all of
whom have now
been charged with
conspiring to
commit trade mark
offences. They are
now awaiting trial at
Harrow Crown Court. A lorry load of seized Nike training shoes

Car traders who reduce the mileages of motor vehicles (commonly known as
“clocking”) are again becoming prevalent within the borough. Two successful
investigations involving car clockers were concluded this year. In the first case, three
defendants operating from numerous locations within West London were sentenced
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to a six month suspended jail sentence and 150 hours community service, a three
month suspended sentence and 100 hours community service, and a one year
community order and 80 hours community service, respectively. The defendants
were also ordered to pay the prosecution a total of £23,877.

The investigation commenced when we received a tip-off from a member of the
public who had bought a motor vehicle from the defendants, and shortly afterwards
discovered that it had been clocked from 314,000 miles to 79,000 miles. During the
investigation that followed, a pattern began to emerge whereby high mileage cars
would be purchased, by the defendants, from individuals who legitimately sell on the
internet. These cars were then clocked and offered for sale, with false service
histories containing forged vehicle manufacturer service stamps in order to legitimize
the mileage, enabling large profits to be generated.

Trading Standards Officers spent over a year gathering the necessary evidence
which included posing as consumers and attempting to test purchase known clocked
cars. Officers also used covert recording equipment in order to establish the
identities of the individuals behind the fraud. Over 50 statements were taken from
witnesses, some of whom had unknowingly bought clocked cars and, as a result,
suffered a financial loss. The victims included a solicitor and an ex-police officer.

In the second case, three defendants operating from Dollis Hill pleaded guilty to
conspiracy to defraud. The three men were each sentenced to 16 months
imprisonment having admitted defrauding consumers into buying clocked cars. The
team investigated the mileages of 83 clocked cars in what is believed to be the
country’s largest car clocking investigation. The Judge in the case gave a special
commendation to Senior Enforcement Officer, Lee Wenzel, for his skills in bringing
the investigation to a successful conclusion.

In a case concerning counterfeit DVDs, two defendants operating a business in
Ealing Road were found guilty of supplying pirated DVDs. Officers raided the
premises with a representative from the British Phonographic Industry (BPI), seizing
a total of 1250 DVDs. Brent Magistrates Court ordered each of the defendants to
undertake 100 hours of community service and pay prosecution costs of £950.

During August 2007, following a tip off concerning counterfeit goods, officers from
the Service simultaneously executed entry warrants at premises in Harrow and
Hertfordshire. The investigation continued with further searches taking place in
different parts of Hertfordshire and Slough. More intelligence was obtained that the
counterfeiter was due to receive another consignment of goods and officers were
able to intercept the delivery of over 8,000 pairs of branded training shoes from two
articulated lorries.

More training shoes belonging to the defendants were stopped through customs and
those too were taken into the Service’s possession. In total the Service seized over
18,000 pairs of counterfeit training shoes as part of this investigation, with an
estimated street value of £720,000, creating a Service record for the largest ever
seizure. The investigation is still ongoing with four individuals having been charged,
one of whom has been remanded in custody while awaiting trial at Harrow Crown
Court.
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A consumer complained to us about an estate agent who operates in the Belmont
area of Harrow. The company sold a consumer an insurance policy which was
supposed to offer protection if the tenants to whom she was letting her property
defaulted on their rental payments. Following problems with her tenant’s payments, it
became necessary to claim on the insurance but she discovered that the policy had
not been registered, despite the fact she had a receipt proving she had paid for it.
Following our investigation, the company and its director pleaded guilty to offences
under the Trade Descriptions Act 1968. They were each fined £1,000 and ordered to
pay prosecution costs of £1197.

During September 2007, an e-bay trader was sentenced to 12 months imprisonment
after pleading guilty to 21 offences under the Trade Marks Act 1994 and 1 offence
under the Trade Descriptions Act 1968 for selling counterfeit telephone accessories
to officers who carried out covert test purchases of fake and misdescribed goods.
The investigation led to the officers seizing a large number of counterfeit mobile
telephone accessories, including over 1,500 phone batteries, over 2,000 charger
cables, 360 phone facias, 460 headsets, a number of phone cases and a quantity of
fake Nokia security holograms. The defendant has since been released from prison
but failed to attend court for a confiscation hearing under the Proceeds of Crime Act
2002. A warrant has now been issued for his arrest.

The DVD sellers who plague St Ann’s Road, Kilburn High Road and other areas of
the consortium continued to be a persistent problem for the team and a constant
source of complaint from consumers and businesses. Working individually and, on
other occasions, with our partners at the Police, CCTV Operators and the Federation
Against Copyright Theft, the team increased patrols during the weekends and
conducted numerous seizures of counterfeit products.

There are considerable difficulties when conducting investigations into these itinerant
traders, as all too often they are of no fixed abode, speak very little English and have
a tendency to run off as soon as they are approached by an officer. Despite these
and other difficulties, | am pleased to report that numerous successful seizures have
taken place. Many of the traders have faced prosecution with penalties ranging from
conditional discharges to 28 day custodial sentences and Anti Social Behaviour
Orders. As a result of our actions, | am pleased to report that the level of street
sellers trading in counterfeit DVDs, in areas such as St Ann’s Shopping Centre, has
reduced.
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12. Metrology and Safety Team

The main functions of this team are to ensure that:-
Consumers are not sold or supplied with unsafe goods.
Children are not sold age restricted goods.
Consumers are not misled as to the price of goods or services.
Consumers who buy goods based on quantity receive the correct amount.

The protection of children has always been of paramount importance to the Service
which reflects the views of the wider community and Central Government. In fact a
number of current Government initiatives are concerned with the reduction of youth
knife crime and anti-social behaviour which is often related to underage drinking. To
this end, the Service has always been extremely proactive in the enforcement of
legislation that restricts the sale of goods such as knives, alcohol, solvents,
cigarettes, lottery tickets and DVDs. To ensure that this message is made
abundantly clear to businesses that continue to sell these products to children, the
team aimed to carry out in excess of 500 underage test purchases in both boroughs
and across the range of goods which children are not allowed to purchase. | am
pleased to report that despite the reduction in the number of officers in the respective
teams, we achieved this particular milestone having completed 533 test purchase
visits for the year which resulted in 42 sales of age restricted products to children.
This equates to 8% of traders selling age restricted goods to underage children.
While this figure is still too high, it is a reduction from last year’s figure of 11%. A
more detailed analysis can be found in the section on age restricted sales on page
19.

One notable case arose when a major national retailer sold a 15 rated film, from its
premises in Harrow, to an 11 year old child. It transpired that this was the first
occasion that the retailer had stocked age restricted films and had not considered
the legal implications. The company agreed to accept a simple caution in this matter
and agreed to introduce systems to prevent such sales from occurring in the future.

Another case involved the sale of age restricted video games from a video game
store in Central Harrow. During the course of the investigation, it became apparent
that the seller had a condition described as a ‘global learning disability’ which meant
that he had the mental capacity of a 9-10 year old child. The investigating officer was
extremely mindful of the need to investigate the case thoroughly while being
sensitive to the person’s condition. The company, a national retailer, had not
provided the seller with any special training to compensate for his condition and was,
therefore, issued with a simple caution. They have since reviewed their procedures
to give greater training and support in such situations in future.

Apart from our enforcement role, it was felt that an important
tool in reducing the sales of age restricted products was trader
education. After careful preparation, and consultation with
various stakeholders a feasible and workable format was finally
put together and the team launched its “Age Restricted Goods
Responsible Trader Scheme” on 7" September 2007. The
launch was well attended by local businesses and dignitaries,
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including the respective Mayors of Brent and Harrow Councils, together with partners
such as the police.

The Scheme was developed as a way of working with retailers by providing clear
information about the law and guidance on how best to train their staff. It provides a
number of strategies on how to safely deal with unruly behaviour from children who
have been refused a sale. Retailers who meet the membership criteria are awarded
a certificate to display at their premises, together with a window sticker giving a clear
message to children not to ask for age restricted goods. This will be particularly
important to traders as the age at which they can legally sell cigarettes and knives
rose from 16 to 18 on 1% October 2007. All the members of the Scheme were
informed of this important change and offered additional training and advice. The
local newspapers published the Service’s press releases informing the wider
business community within the two boroughs.

Ravi Raveendran , Chair of the local branch of the National Federat ion of
Retail Newsagents, with Mayors Jean Lammiman and Ha  rshadbhai Patel
and Service Director Bill Bilon, at the launch of t he

Age Restricted Goods Responsible Trader Scheme
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The theme of protecting children and vulnerable members of our society can be seen
in other aspects of the team’s work. The team successfully continued its invaluable
work by providing child car seat testing. As the law changed in the previous year, the
event was particularly useful in reinforcing the importance of using the correct car
seat and fitting it properly. The take up of this free service was greatly improved this
year, with an increase of almost 150% of local residents having their child car seats
expertly examined. Our expert was able to correct 87% of the failures on site as well
as giving practical advice to drivers, potentially saving many young lives.

“Shrek” at the free child car seat testing

Another annual project completed earlier this year was the free testing of electric
blankets. In the main, the vast majority of electric blanket users are elderly members
of the community. Very often they continue to use them long after the blankets are
past their best due to wear and tear which can expose live electric wires. This year
22% of those tested were found to be seriously dangerous and potential death traps.

The increase in the volume of toys and electrical goods being imported from
overseas has resulted in some highly publicised safety alerts from major importers
and suppliers. In view of this, and the Service’s ongoing activities in this area of
work, the team bought and tested a number of products. Examples of some of the
items include toy mobile telephones, which were tested for excessive noise levels,
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and transformers used in radio controlled cars. A number of failures were found
which has resulted in some of the traders being issued with simple cautions and a
number being prosecuted, the results of which will be reported in next year’s report.

As part of a project carried out with Trading Standards partners across North West
London, the Service purchased and tested a variety of cosmetic products. Every
product bought had something wrong, either because it was labelled incorrectly or
because it contained a banned ingredient as a constituent of the product. The
manufacturers and importers of the products with labelling issues have been asked
to correct them. Appropriate enforcement action will follow for those traders
supplying products containing banned ingredients.

Weights and Measures is also an important and traditional area of work for the
Service. Over £1 billion worth of retail trade is carried out by reference to quantity
every day and it is important to ensure that ordinary consumers receive the quantity
that they have actually paid for. Inspectors have issued several warnings to
importers and wholesalers of goods which are sold by weight for failing to carry out
adequate checks to ensure that the quantity of the goods are what they purport to
be. On a slightly different note, the team was congratulated by a large contractor
involved with Wembley Stadium for their tireless dedication and professionalism in
ensuring that over 650 beer meters installed in the Stadium were working accurately
before its first competitive big match. This ensured that spectators were able to
purchase beer at the stadium as soon as it opened to the public.

As more and more consumers are buying goods and services online, the team
carried out several projects in this area of work. The first of these was in relation to
online travel companies to establish whether those offers that seem too good to be
true are actually available, or are just used as a lure to attract consumers. The
findings of the project were that the majority of retailers did in fact have those
bargain holidays available. A few of the websites visited during the project contained
an unfair contract term or did not strictly comply with their legal obligations with
respect to e-commerce. Those traders have been advised accordingly.

Another project conducted with online retailers was in relation to the availability of
age restricted products to children.
Our volunteer child was able to
successfully apply for a prepaid debit
card and then use it to purchase
alcohol from a number of websites
and, in one case, a 2-feet long
machete. The results of the project
formed the basis of an article in a
national newspaper. Officers also
carried out checks on the accuracy
and quantity of online grocery sales
from major supermarkets and found
that these, on the whole, were fine.

The full results of these projects will

be reported next year. The machete bought by a 13 year old
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A project that was concluded earlier this year concerned the safety of tyre repairs.
An astonishing 50% of traders failed to repair the punctured tyre submitted for repair
in accordance with the British Standard, endangering the drivers and other road
users. A number of traders were prosecuted as a result of the project which
highlighted the importance of conducting proactive work in this area of consumer
protection. Having originally pleaded not guilty, one of the traders reconsidered and
pleaded guilty on the date of the trial. He was ordered to do 100 hours of unpaid
community work and to pay our costs of £1225. Another trader, who pleaded not
guilty, is set to have his case heard in July 2008.

Our expert examining a repaired tyre

While we work with traders to help them comply with the laws that we enforce, it is
inevitable that some traders will be prosecuted for failing to comply with their legal
obligations. Details of some of the completed cases are outlined below.

A car clamper who charged a driver a tow away fee even though the driver was not
towed, pleaded guilty at Harrow Crown Court. He was fined £1000 and ordered to
pay £1425 in costs and £200 in compensation to the consumer. The Judge stated in
open court that he was particularly pleased to see that Trading Standards were
protecting the interests of local consumers. Another clamper, who has pleaded not
guilty to similar offences, is due to appear at Harrow Crown Court for his trial early
next year, the results of which will be provided in next year’s report.
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A Kilburn shopkeeper and his assistant pleaded guilty to supplying two bottles of
alcohol to a 15 year old school girl. The shopkeeper was fined £1000 and ordered to
pay costs of £629, whilst the assistant was fined £80 and ordered to pay costs of
£50.

A Wealdstone trader pleaded guilty to selling ‘Shisha’ tobacco to a child. To make
matters worse, the tobacco was not labelled with the required health warning. The
defendant company was ordered to pay £2,600 in fines and costs of £784, while the
company secretary, who sold the tobacco, was fined £500.

A Kilburn based greengrocer pleaded guilty to selling tobacco products without the
required health warnings, displaying his prices only in imperial measures, not
indicating a selling price for certain goods and not displaying business ownership
details. The company was fined a total of £900 and ordered to pay £682 in costs,
while the director was fined £500 for selling the tobacco.

With the increase in violent crimes involving young people, the team increased its
activities in carrying out underage test purchasing of knives. The director of a
Stanmore DIY business pleaded guilty to an offence of supplying a knife to an 11
year old girl and was fined £750 and ordered to pay £476.50 in costs.

On 13" February, a licensee and director of a bar in Willesden Green pleaded guilty
to offences under the Weights and Measures Act 1985 for using inaccurate and
illegal equipment for dispensing spirits, despite being warned about their use. The
fines totalled £3,600 and the director was ordered to pay prosecution costs of £576.
On the same date, he was also due to attend a licensing review hearing, a procedure
introduced by the Licensing Act 2003, for non Trading Standards matters. Officers
from the Service gave evidence to support the review, which resulted in the licence
for the bar being suspended for a period of 7 days.

On a similar note, an off-licence in Willesden had its licence revoked in March. The
shop had sold alcohol to an underage boy in a test purchase operation in July 2007.
The shop was visited by the Police later in the year who found other offences being
committed, which were then repeated. This led to a review under the Licensing Act
where the trader’s licence was revoked. Both these cases highlight the fact that
people who Trading Standards find committing offences are often breaking other
laws as well.

A major change in consumer protection legislation due to be introduced in May 2008
will have a profound effect on the manner in which misleading pricing issues will be
dealt with and should close some of the loopholes in the current law. The protracted
‘closing down’ sales used to regularly entice consumers to part with their hard
earned cash on the basis that they think they are getting a bargain will be outlawed
together with other misleading practices.
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13. Development and Support Team
The Development and Support team are responsible for:-

Investigating and mediating complex civil law complaints

Giving initial consumer advice for residents of Brent and Harrow
Education programmes

Performance and service development

Consumer & business consultations and surveys

Managing the weights and measures laboratory

Managing the IT facilities

Administration

Finance

It has been a busy year especially with the reorganisation, resignations and shortage
of staff due to maternity leave. This team has dealt with 770 requests for action from
both traders and the public, including personal visits from customers seeking help
and assistance on a wide range of legal issues.

Officers have given talks to interested groups on the work of Trading Standards and
other related matters. As well as regular monthly displays in Brent and Harrow, we
have had stands at the Under One Sky and Respect festivals. We have given talks
to a variety of people including faith groups and residents associations amongst
others. We also attended an over 50s event in partnership with the Community
Safety Team on doorstep crimes and other issues affecting this age group. A
doorstep crime strategy has been developed to address this issue which mainly
affects older vulnerable groups in both boroughs and this has been incorporated into
our Service Plan for 2008/9.

Highlighted below is a summary of some of the key work areas.
Customer Services

The day to day role of the Customer Services team is to offer basic consumer advice
to the public and to provide administration support to the rest of the Service. The
Service attends the North & South East London consumer advice group to share
information and intelligence and coordinate work activities where appropriate.

This year has seen most consumer advice for Brent and Harrow residents being
given by Consumer Direct, the Government’s national helpline service, rather than
Trading Standards. As well as advising the consumer, they record the details and
forward the information to us in the form of a referral to be investigated, either under
the civil or criminal law, or as a notification that requires no further action. These
notifications can then be used as intelligence to target the most complained about
traders and sectors of trade. This has lessened the workload of the team, leading to
the team reducing in size from three full-time and one part-time member of staff to
two full-time officers. The team is managed by the Customer Services Manager.
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Finance

This year, the Service has employed a dedicated Finance and Administration Officer
whose duties include developing and supporting financial systems within the Service,
and providing financial support to the Director of Trading Standards. Another part of
this Officer’s role is to ensure that our financial systems comply with the Council’s
requirements by proper management of the departmental records.

More specifically the duties of the post holder include book-keeping functions, using
sales and purchase ledgers, cash book and nominal ledger, petty cash and banking
of both cash and cheques.

Consumer Advice

The team has two Consumer Advisors, one for each borough, who deal with the
more complex cases, particularly from those residents who are deemed to be most
vulnerable. This year they have helped Brent and Harrow consumers obtain refunds,
exchanges, repairs and negotiated final payments totalling over £45,000. Examples
of the type of work are shown below.

An elderly lady was having trouble with a utility company, who despite cashing her
cheque, refused to acknowledge that her bill had been paid. The lady spoke and
wrote to the company numerous times but to no avail. Only after some chasing by
Trading Standards did the company finally acknowledge that the bill had been paid
and stopped chasing the lady for money she did not owe.

An elderly Brent gentleman called a company to unblock his drain and obtained a
guote. The company visited his address on two occasions, even though they had
been told he would not be home at the time, before they finally turned up and carried
out the work when he was there. Despite not being able to gain access on those two
occasions, the visits had been added to the bill which totalled £393, well above the
original quote. After contact from our Consumer Advisor, this payment was
negotiated down to a more reasonable £176.

A man from Harrow had damp proofing work carried out by a trader at a cost of
£1500. Shortly afterwards he found that the damp on the walls had returned but the
trader refused to rectify the work. After intervention from our Consumer Advisor the
trader agreed to do the damp proofing work again at no extra cost to the consumer.

A Brent woman ordered a new front door, specifically requesting that the entire door
should be UPVC. Unfortunately the one that was installed was simply a UPVC insert.
The consumer was unhappy with this so refused to pay the company, who then
issued a County Court claim against her. With our help the consumer successfully
defended the claim, the Court ruling that the trader had not been specific enough in
their description of the door, saving her £685.53.

A lady from Harrow bought some sofas but not only did the company charge her
twice for delivery but also delivered the wrong goods. The company then refused to
give her a refund. With our help, the consumer took the company to court and was
awarded £4,500, which has since been paid in full.
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Someone purporting to be a representative from their mobile telephone network
provider called one local resident offering them a ‘cash back’ contract and new
handset. Unfortunately the consumer found out later on that the ‘cash back’ contract
was with a business that was no longer trading. After our Consumer Advisor
negotiated on the consumer’s behalf, the service provider agreed to cancel the
contract and provide a refund of line rental charges of £30 and waive £900 in
cancellation fees.

After seeing an advertisement in a magazine for a college’s plumbing course, a
Brent resident got in touch with the college to enquire about enrolling on the course.
He was subsequently visited by a sales representative at home and signed a credit
agreement for £3,950 and handed over a £100 deposit. He verbally agreed with the
representative that, as he was relying on funding from a local refugee centre, if he
didn't get the funding he would be able to cancel the agreement. Unfortunately, he
did not receive the funding and so attempted to cancel the course, but neither the
college nor the finance company were willing to accept his explanation. When we
brought the matter to the finance company’s attention and supplied them with
documents proving the consumer’s income and expenditure, the company agreed to
cancel the agreement. Although the college refused to refund the £100 deposit, the
consumer did not mind as he got to keep the plumbing textbooks he had been given.

An elderly gentleman ordered a specialist walk in bath from a company. After it was
installed he discovered dirty markings in it. When he complained to the company he
was told that the problem was due to light refraction and was not a manufacturing
defect. We sought the opinion of an independent expert and negotiated with the
company who then agreed that it was actually a manufacturing defect and gave the
consumer a replacement worth £1,400.

Another consumer entered into a ‘cash back’ contract and duly sent back the
required information within the required time to get the cash back. However the
trader concerned refused to pay the cash back, stating the terms and conditions of
the contract had not been adhered to. We proved to them that the consumer had
done everything correctly and they finally agreed to refund the £420 ‘cash back'.

Computers & IT

Due to policy requirements by the Finance Department, all supplies of computers,
printers and photocopiers after 1 April 2007 are made through Brent's Information
Technology Department. There is now a regular life cycle of five years for IT
equipment rather than buying new computers when there is finance available. There
is now an annual charge for each computer, printer, server and telephone connected
to the network.

In July we received fifteen new computers and thirteen new 19” LCD screens. Most
staff now have a computer purchased in 2006 or 2007 and all have a 19" LCD
screen. All these new computers have been configured internally before use.

The old computers and screens were returned to IT, where the screen will be re-

issued and the computers given to a charity who supply working, second hand
computers to schools in Africa.
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Metrology

The Service undertakes the testing of the following weights & measures equipment
under contract for the London Boroughs of Barnet, Kensington & Chelsea,
Hillingdon, Ealing & Camden:-

Working Standard weights (every 12 months)
Glass capacity measures (every 24 months)
Liquid fuel measures (every 6 months)
Balances (every 6 months)

Out of the thirty two London Boroughs we are one of only seven that hold ‘Notified
Body’ status for testing non-automatic weighing machines and liquid fuel measuring
instruments. As a ‘Notified Body’ we can test this type of equipment in surrounding
authorities which can generate extra income for the Service. This year we have
generated income of over £12,000 by testing weights and measures equipment.

Service Development

Due to resignation, the Service Development Officer post was vacant from January
2008 until the end of the financial year.

The trading standards website is currently hosted by the Trading Standards Institute.
In the future this will be hosted by Brent but will continue to reflect the Consortium
arrangement and will have links to the Harrow Council website. Work on this should
finish in the next financial year.

Consultation continues on a monthly basis with consumers and businesses that
come into contact with the Service. The average consumer satisfaction with the
Service, as measured by the National Performance Framework, was 83.6% on
average across both boroughs. For businesses the satisfaction level was 84.4%.

There have been four formal complaints made by consumers against the Service this
year all of which were investigated by senior managers in line with the corporate
complaints procedure. Two of the complaints were actually in relation to Consumer
Direct and so those complainants were advised to take their complaint up with
Consumer Direct directly.

Of the remaining two, one person was unhappy with the advice they had been given.
Following our investigation, we found that the advice given by the officer was in fact
correct and the complaint was, therefore, not upheld. The other person complained
about telephone access to Trading Standards and, as a result, the greeting message
when customers contact the Service by telephone has been altered. None of these
complaints proceeded to stage two of the procedure.

A number of informal complaints have also been received by the Service during the
year. While these are not dealt with using the formal complaints procedure, we
welcome feedback about the service we offer and take them very seriously. A
member of senior management will always look into them and speak to the officers
and consumers concerned.
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On a positive note, we received 37 written compliments about the work we do from
satisfied customers.

The Service continues to take part in various benchmarking activities and is an
active member of the London Trading Standards Authorities Service Development
and Benchmarking Group. The Service was successful in maintaining its Charter
Mark accreditation in June, through the dedication and hard work of all members of
staff, who must be congratulated for their input.

14. Conclusion

| hope that the diverse nature of the work carried out by the Trading Standards
Service and the very wide range of the customers that we serve is reflected in this
report. Despite the fact that Trading Standards is a relatively small Service it has,
nevertheless, one of the largest potential customer bases of any Local Authority
Department. As such, it is often very difficult to raise the profile of our Service, both
within central and local Government circles.

This situation is exacerbated by the fact that there are a number of Government
Departments who place statutory responsibilities on the Service and, as such, we
have to adapt to differing priorities and the continuous introduction of new legislation.
This can be readily seen by the changes brought about by the new Licensing Act
with respect to the sale of alcohol to underage children and the introduction of the
requirements relating to ‘Home Information Packs’, both of which have had a major
impact on our limited resources.

The recommendations of the Hampton Report are now beginning to be implemented
and the formation of the Local Better Regulation Office has had a major impact in the
way Trading Standards and other Local Authority Regulatory Departments carry out
their duties and functions. A Statutory Code of Practice for Regulators has been
published by the Department for Business Enterprise & Regulatory Reform which
codifies many of the recommendations made by Phillip Hampton in his report in 2006
(Reducing Administrative Burdens: Effective Inspection and Enforcement). In
addition to the general principals of the Enforcement Concordat, regulators will now
have to have due regard to the new Statutory Code of Practice for Regulators. The
aim of the Code is to promote efficient and effective approaches to regulatory
inspection and enforcement, which improve regulatory outcomes without imposing
unnecessary burdens. The Code will fundamentally change the traditional way in
which trading standards functions have been carried out in the past and replace it
with what is considered to be a less bureaucratic and nationally focused system.

The Bill to enact the Unfair Commercial Practices Directive will be enacted in May
2008 and will replace some of the criminal legislation enforced by this Service,
including the Trade Descriptions Act 1968 which has been the cornerstone of
consumer protection legislation for forty years. The introduction of this new
legislation will provide additional measures to protect consumers from malpractices
that have become common place, including international scams, doorstep crime and
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mis-selling. Training for all staff has already started so that we will be ready to
commence enforcement of the new provisions in 2008.

These are indeed exciting times for consumer protection in the UK and the recent
changes to the legislation will provide new challenges for the Trading Standards
Service. Nevertheless, | am confident that with the unique nature of our consortium
arrangement, combined with the enthusiasm and dedication of our staff, we have the
foundations to meet these and any future challenges.

This report contains details of both the quantity and quality of the work that has been
carried out by the Service during 2007-08, none of which would be possible without
our dedicated members of staff. | would like to express my congratulations to all my
colleagues for yet another successful year despite the changes that have taken
place and thank them for their invaluable contribution. The staff and | are just as
grateful to Members from both Councils, particularly those who sit on the Joint
Advisory Board, for the enthusiasm and support that they continue to give to their
Trading Standards Service.
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