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Building Standards
'National Building Standards
Performance Excellence Award
Winners 2016 and 2017'
How to Contact Us
Opening hours are
Monday to Thursday 9am to 4.45pm
and Friday 9am to 4.30pm,
except for public holidays.
Building Standards are within the Council’s
Headquarters at
Cunninghame House,
Friars Croft, Irvine KA12 8EE
Telephone Number (01294) 324348 Fax
Number (01294) 324304
www.north-ayrshire.gov.uk
buildingstandards@north-ayrshire.gov.uk
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Building Standards Customer Charter
Who are we and what we do?
Building Standards forms part of Economic Development
and Regeneration and operates from North Ayrshire
Council’s headquarters at Cunninghame House, Irvine. Our
main job is to apply the law to buildings to ensure they are:

• Safe and ﬁt for purpose
• Energy efﬁcient

The level of service you can expect when dealing with
North Ayrshire Council’s Building Standards Service are:

Customer Care
We will:
• Be polite, respectful and helpful;
• Assist in a fair and equal manner;
• Provide an efﬁcient and effective service from the
ﬁrst point of contact, through to conclusion;
• Observe privacy and conﬁdentiality in all matters;
• Monitor and evaluate our performance; and
• Wear name badges so you can recognise us.

Telephone calls
We will:
• Answer calls promptly and give you our name;
• Only transfer your call if it is necessary;
• Transfer calls quickly and correctly. We will tell you who
you are being transferred to, and tell the person taking
the call who you are and why you are calling; and
return any messages that may have been left within or
outwith normal working hours within 2 working days.

If you contact us by letter,
fax or e-mail
We will:
• Acknowledge all written correspondence within 5 calendar
days of receipt, and we will provide a full written response
within 28 calendar days. In cases where there is going to
be a delay, we will send you an interim reply explaining the
position.
Ver Q2- 22/23

Personal Callers

We will:
• Meet with you and provide general information or advice.
However, if you wish to make an appointment with a
speciﬁc member of staff you can do so;
• Try to arrange meetings where possible that are
convenient for you; and
• Provide facilities for meetings if necessary and ensure
that our accommodation is clean and safe.

Performance Standards
Building Standards will try to provide the following standards
of performance at all times, but please note that very large or
complex projects may take longer. A more accurate estimate
of the expected response times can be discussed with any
member of staff at the time of enquiry or submission:
We will:
• Respond to applications for Building Warrants within
15 working days where possible;
• Issue Building Warrants within 3 working days of
receiving all of the information we have asked for;
• Respond to the request for a Completion Certiﬁcate
within 10 working days; and
• Issue Completion Certiﬁcates within 3 working days of
being satisﬁed that the work complies with the warrant
and building regulations.
After winning the inaugural National Building Standards Performance
Excellence Award in 2016, our building standards team have again won the
'National Building Standards Performance Excellence Award' for a medium
sized Local Authority presented by the Scottish Government's Building
Standards Division at the 2017 LABSS Annual General Meeting.

Complaints
If you are not satisﬁed with our service please discuss
the matter as quickly as possible with the member of
staff you have been dealing with or the Senior
Manager Protective Services. This is the quickest and
easiest way to get the matter sorted. If you wish to
make a written complaint please write to the Senior
Manager Protective Services
or ﬁll in a listening & learning form (available at our
reception) you can also complain on-line by visiting
the contact us section of the council’s web site,

www.north-ayrshire.gov.uk

We will:
• Let you know we have received your complaint by writing
to you within ﬁve calendar days
• Reply to your complaint in writing within 28 calendar days;
• Apologise to you, if appropriate, and take action to
solve the problem; and
• Consider your complaint when we review our service
and our staff.

Help Us to Help You
Building Standards aims to provide a helpful, professional
and informative service to all our customers to help them to
comply with the law. So it’s important that we get your
views on the service we provide.
To do this we will:
• Carry out customer satisfaction surveys;
• Listen and learn from any suggestions, comments
and complaints made;
• Ask you to help us by using a reference number in
all correspondence; and
• Ask you to make an appointment if you wish to meet
with a member of our staff

e-Building Standards

Building Warrants are now able to be submitted and
processed electronically via:www.ebuildingstandards.scot

