
NORTH LANARKSHIRE COUNCIL 

REPORT 5 

Date: 27 FEBRUARY 2008 Ref: 

Subject: HOUSING AND SOCIAL WORK SERVICES 
SERVICE IMPROVEMENT PLAN 
KEY ACTION 2008 / 2009 

1. Purpose of Report / Introduction 

The purpose of this report is to submit the key actions identified for 2008/09 to Committee for 
consideration and approval. 

2. Background 

2.1 At its meeting on 19 December 2007, the Housing and Social Work Services 
Committee approved the integrated service improvement plan 2007/08 to 2009/10 
and revenue budget 200819. The service improvement plan set out a total of 11 
improvement actions which will be undertaken, either wholly or in part, by the Service 
during 2008/09. In some cases, the scale and timespan of these improvement actions 
is such that they will extend into, and indeed beyond, 2009/10. 

2.2 The Committee noted that detailed key actions setting out the individual components 
or activity areas that will be pursued by the Service in support of the improvement 
actions during 2008/09 would be prepared and submitted to the Committee at its next 
meeting for consideration. 

3. Key Actions 2008 - 2009 

3.1 The Service has identified a total of 59 key actions and these are attached as 
Appendix One to this report. Management information on the contribution and impact 
of the key actions in terms of risk management, sustainability and our widening 
equalities agenda is also provided. Efficient Government considerations have been 
addressed by the Service through the identification of service delivery improvements 
including increased efficiency, quality or productivity, coupled with time release or 
other non-cash benefits. 

3.2 Preparation of the key actions for 2008/09 reaffirms the improvement action 
outcomes already approved for 2008/09. Where appropriate, further anticipated 
outcomes have now been identified for future years and these will be reported to 
committee during the scheduled reporting arrangements described below. 

4. Reporting Arrangements 2007/2008 and 2008/2009 

4.1 A year end report summarising performance and progress against the planned 
improvement actions and detailed key actions previously identified for 2007/08 will be 
presented to the Housing and Social Work Services Committee at its meeting on 7 
May 2008. Committee should note that this will conclude the 2007/08 service 
improvement planning arrangements. 
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4.2 During the early part of 2008/09 the Chief Executive’s Office will examine where 
existing reporting arrangements may be further streamlined to integrate more closely 
our corporate planning, service planning and performance management reporting 
mechanisms. Further information on this will be reported via the Policy and 
Resources Committee during the course of the year. In the meantime, however, the 
Housing and Social Work Services Committee should note that the 2008/09 mid year 
service improvement plan progress report (describing performance to date against 
the improvement actions and summarising progress of the key actions - by exception 
only) will be submitted to its meeting scheduled for 22 October 2008 

5. Recommendations 

It is recommended that the Committee: 

(i) approve the 2008/09 key actions, prepared in line with service improvement planning 
arrangements 2007108 to 2009/10 and designed to support successful 
implementation of the over-arching improvement actions; 

(ii) agree that subsequent reports: 

a) concluding the 2007108 service improvement planning process; and 
b) providing a performance update on progress against the 2008/09 improvement 

and key actions; 

will be submitted to the Housing and Social Work Services Committee at is meetings 
on 7 May 2008 and 22 October 2008 respectively; 

(iii) note that the Chief Executive’s Office will complete an exercise in early 2008/09 to 
examine where existing reporting arrangements may be streamlined through closer 
integration; and, 

(iv) otherwise note the contents of this report. 

/ 7  

Mary Castles 
Executive Director 
Housing and Social Work Services 
4 February 2008 

For further information about this report please contact Lynda Stevenson, Strategy Officer on 01236 812752 
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Appendix One 

2008109 Key Action 

Coatbridge and commence work on site. 
I I 

Risk management arrangements 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. 

Efficiency improvements 

Improved local service provision in Coatbridge with introduction of an additional site, incorporating 
additional non-council services. This will facilitate centralised access to services such as housing and 
health by reducing the need for customers to travel between different locations for different services. 

Potential impact on our equalities agenda 

I Improved access to range of services. I 
Potential impact on sustainable development 

Reducing the potential negative impact on North Lanarkshire’s Ecological Footprint caused by increased 
organisational consumption of energy, by reducing possible service user consumption. (Sustainable 
Development Community Indicator 28). 

I I 

Risk management arrangements 

I Potential risk is covered by the Strategic Social Work Risk Register, specifically, SMT 4, partnerships. I 
Efficiency improvements 

Improved joint working between both internal and external partners and facilitate data sharing. For 
particular care groups will reduce council staff visits to userltenants homes and therefore will improve 
timescales of service provision and additionally provide comprehensive assessment of needs and 
package of support. Will reduce inequalities and promote social inclusion. 

Potential impact on our equaiities agenda 

1 No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

I No significant potential impact on NLC’s Sustainable Development Indicators. I 
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Complete child protection messaging system. Full implementation in the 
3 accident and emergency sites in Lanarkshire and all children’s 
outpatients and wards. Pilot with 2 GP practices and roll out to all GP 
practices. 

Risk management arrangements 

April 2008 March 2009 

Potential risk is covered by the Strategic Social Work Risk Register, specifically, SMT 7 relating to risk of 
injury or death of service user. 

Efficiency improvements 

Improve the ability of the Service to protect children who are recorded on the Child Protection Register 
and additionally those who are believed to be at risk or harm. 

Potential impact on our equalities agenda 

I No significant positivehegative impact on equalities agenda. I 
c_* .. 

Potential impact on sustainable development 

I No significant potential impact on NLC’s Sustainable Development Indicators. I 

I I 

Risk management arrangements 

Potential risk is covered by the Strategic Social Work Risk Register, specifically, SMT 6 relating to 
capacity to deliver core business. 

Efficlency improvements 

I Continued improvement of timescales for individuals/users accessing equipment. I 
Potential impact on our equalities agenda 

Provision of appropriate equipment assists people with disabilities to play fuller role in community and 
family life. 

Potential Impact on sustainable development 
Potential recycling will have a positive impact on North Lanarkshire’s Ecological Footprint Sustainable 
Development Indicator 28). 
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Key activity areas and timescales 
Brief summary of key activity( ies) I Start date I Stop date 

I Continue promotion of direct debit for rent collection. 1 April 2008 1 March 2009 1 
Risk management arrangements 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. In particular the risk of failure or loss of I.T. systems has been considered and 
improved business continuity planning is under development. 

Efficiency improvements 

Reduced risk of rent arrears and increased organisational efficiency. Potential further reduction in costs 
of processing of rent account payments. 

Potential impact on our equalities agenda 

I No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 1 I No significant potential impact on NLC’s Sustainable Development Indicators. I 

I I, 

Risk management arrangements 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. The risk of failure or loss of I.T. systems has been considered improved 
business continuity planning is under development. Additionally the risk of partners/contractors failing 
to deliver as expected or going out of business has been measured. Key controls for this are through 
robust tendering procedures, partnership agreements, default conditions, liaison meetings and regular 
reviews of arrangements. 

Efficiency improvements 

An increased number of individuals to be provided with affordable insurance cover. The affordability of 
cover will provide access to a service for low-income households who are in most need of this type of 
security. 

Potential impact on our equalities agenda 

1 No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

May have a positive impact on council tenants satisfaction in relation to services provided by the Council. 
(Sustainable Development Community Indicator 16). 
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Risk management arrangements 

Continue provision of services to tackle Anti Social Behaviour including 
review and development of Community Warden service. (Subject to 
future f u nd i n g arrangements) . 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. In particular, potential failure or loss of IT systems have considered, key partner 
or contractor failing to deliver as expected, changes to the political, social or economic environment and 
minimal risk of local authority reorganisation. 

April 2008 March 2009 

Efficiency improvements 

Centralised access to NLC/RSL housing waiting lists for service user. Reduction in time spent by 
service user applying for housing and possible increase in housing options for same. 

Potential impact on our equalities agenda 

The use of one application form to access the waiting lists of social housing providers based within North 
Lanarkshire, facilitates opportunities for applicants requiring special needs / amenity housing. 

Potential impact on sustainable development 
Increased resident satisfaction. (Sustainable Development Community Indicator 16) 

Key activity areas and timescales 
Brief summary of key activity(ies) I Start date 1 Stop date 

I I 

I I 

Risk management arrangements 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. In particular, potential failure of capital or revenue budgetary control and an 
unexpected loss of supporting people grant have been measured. 

Efficiency improvements 

The continued provision of this aspect of the service will contribute to reduction in vandalism and other 
damage; contribute to improving local environments; and contribute to more sustainable communities. 

Potential impact on our equalities agenda 

1 No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

Potential positive impact on crime rate of vandalism and residents satisfaction. (Sustainable 
Development Community Indicator 21 (9) and 16 respectively). 
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Implement new allocation policy including new allocation process for 
sheltered housing. 

Reference number 

I I 

Risk management arrangements 

1.12 Improve access to our services and ensure they are efficient and 
effective. 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. In particular the risks of changes to the political, social or economic environment, 
failure or loss of I.T. systems and failure to properly manage communication with stakeholders effectively 
have been considered. 

Efficiency improvements 

Applicant housing option interviews will ensure applicants will be fully informed of the availability of 
housing within their areas of choice and the operation of the allocation policy. This will ensure proficient 
targeting of applicant need and will reduce the number of refused offers of housing. The widening of 
areas of choice will provide applicants to increase their selections and potentially reduce timescales for 
offers of housing. 

Potential impact on our equalities agenda 

I Policy is non discriminatory and monitoring systems are in place. I 
t Potential Impact on sustainable development 1 
The increase in applicant choice will increase demand in particular areas and reduce the turnover of 
stock. (Sustainable community indicator 14a and 14b.) 

I Complete independent evaluation of Local Housing Strategy. 1 April 2008 1 March 2009 1 
I I 

Risk management arrangements 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. 

Efficiency improvements 

Findings will provide recommendations to inform future policy and decision. This will facilitate efficient 
targeting of aims and objectives for future strategies. 

Potential impact on our equalities agenda 

I No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

1 No significant potential impact on NLC’s Sustainable Development Indicators. I 
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Commence preparation of new Local Housing Strategy based on 
revised guidance and findings of housing need survey. 

April 2008 March 2009 

I I 

RSsk management arrangements 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. 

Efficiency improvements 

PrioritiesAhemes updated to ensure to address current investment requirements within North 
Lanarkshire. 

Potential impact on our equalities agenda 

Potential issues raised through an equality assessment of the strategy will feedback into the Service’s 
equality action plan. This will ensure the continued advocacy of equal opportunities in terms of different 
needs and service requirements of people regardless of sex, race, colour, disability, age, nationality, 

Increased resident satisfaction and positive impact on the demand for social rented housing and tenure 
mix within North Lanarkshire. (Sustainable Development Community Indicator 16, 14 & 15). 

I Complete annual Strategic Housing Investment Plan. I April 2008 I March 2009 1 
I I 

Risk management arrangements 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. 

Efficiency improvements 

I Proficient targeting and maximisation of resources to address identified housing requirements. I 
Potential impact on our equalities agenda 

1 Will help ensure particular housing needs are being met. I 
t Potential impact on sustainable development 
I No significant potential impact on NLC’s Sustainable Development Indicators. I 
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Continue progress of development of first-stop shop facility at Kilsyth. 
Works to commence on building extension mid 2008. 

I I 

Risk management arrangements 

April 2008 1 March 2009 1 
All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. In particular the risk of partnerskontractors failing to deliver as expected has 
been measured. 

Efficiency improvements 

Improved range of services and housing service delivery in Kilsyth area. The centralised location of 
services such as housing and Strathclyde Police will prove beneficiaVadvantageous to service users. 

Potential impact on our equalities agenda 

I No significant positivehegative impact on equalities agenda. I 
I '  Potential impact on sustainable development 
I Increased resident (tenant) satisfaction. (Sustainable Development Community Indicator 16). I 

Continue review of facilities and services provided at Motherwell First 
Stop Shop. Options paper by end of December 2008. 

Risk management arrangements 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. In particular the risk of partnerskontractors failing to deliver as expected has 
been measured. 

Efficiency improvements 

I Improved range of services and service delivery focusing on service user requirements. I 
Potential impact on our equalities agenda 

1 No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

1 Increased resident (tenant) satisfaction. (Sustainable Development Community Indicator 16). I 
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n the communitv. 

Following completion of service review of the Sinclair Integrated Day 
Services, begin roll out of the integrated day service model to two further 
localities with subsequent improved outcomes for service users and 
carers. 

Key activity areas and timescales 
Brief summary of key activity( ies) 1 Start date 1 Stopdate 

I I 
April 2008 March 2009 

I I 

Risk management arrangements 

Potential risk is covered by the Strategic Social Work Risk Register, specifically, SMT 6 relating to 
capacity to deliver core business. 

Efficiency improvements 

Integrated services contribute to the capacity of local community groups and organisations by offering 
support to sustain activities as well as linking them with potential new ParticipanWmembers 

Integrated services contribute to the capacity of local community groups and organisations by offering 
support to sustain activities as well linking them with potential new participants/members 

Potential impact on our equalities agenda 

I Staff within localities make links with and support Black Minority Ethnic groups wherever appropriate I 
Potential impact on sustainable development I 1 No significant potential impact on NLC’s Sustainable Development Indicators. 1 

I I 

Risk management arrangements 

Potential risk is covered by the Strategic Social Work Risk Register, specifically, SMT 6 relating to 

~~ 1 No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

I No significant potential impact on NLC’s Sustainable Development Indicators. I 

35 



to live independently in the community. 
Key activity areas and timescales 

Brief summary of key activity(ies) I Start date 1 Stop date 
I I 

Achieve completion of Airdrie new children’s house development as well 
as progressing Cumbernauld and Motherwell developments. I March2009 I April 2008 

I I 

Risk management arrangements 

Potential risk is covered by the Strategic Social Work Risk Register, specifically, SMT 6 relating to 
capacity to deliver core business. 

Efficiency improvements 

I New facilities will meet best practice in terms of running costs and design. I 
Potential impact on our equalities agenda 

I No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

I No significant potential impact on NLC’s Sustainable Development Indicators. I 

12 in year 2008/09. 
I I 

Risk management arrangements 

Potential risk is covered by the Strategic Social Work Risk Register, specifically, SMT 6 relating to 
capacity to deliver core business. 

Efficiency improvements 

Recruitment of additional foster parents improves the likelihood of better outcomes for children and 
younger people compared with other alternatives. 

Potential Impact on our equalities agenda 

I No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

No significant potential impact on NLC’s Sustainable Development Indicators. 
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2.11 Continue to develop accommodation, advice, support and care 
r needs to enable more people 

inspection and within resources available. 

Risk management arrangements 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. In particular, the risk of failure to ensure the safety of vulnerable tenants or other 
stakeholders, unexpected loss of supporting people grant, failure to comply with key legislative and 
regulatory expectations, and increased uncertainty over future funding levels and financial pressures 
have been considered. 

Efficiency improvements 

Continued increase of temporary accommodation at various locations within North Lanarkshire to 
address requirements of homeless households. Continued support of former homeless and vulnerable 
groups within their accommodation to promote sustainment and reduce recurring homelessness. 

Potential impact on our equalities agenda 

I No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

I Reduction of recurring homelessness within North Lanarkshire. (Sustainable organisation indicator 12). I 

child care, increased range of activities and introduction of additional 
evening sessions. 

Potential risk is covered by the Strategic Social Work Risk Register, specifically, SMT 6 relating to 
capacity to deliver core business. 

Efficiency improvements 

Community service can deliver efficiency savings for Council services by provision of flexible workforce 
to work on small scale projects. 

Potential impact on our equalities agenda 

I Key feature of community service is a challenging anti-discriminatory programme for all participants. I 
Potential impact on sustainable development 

I No significant potential impact on NLC’s Sustainable Development Indicators. I 
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Development of partnership working with Lanarkshire Community 
Just ice Authority . 

I I 

Risk management arrangements 

April 2008 March 2009 

ically, SMT 6 and SMT4 

Lanarkshire Community Justice Authority will be responsible for monitoring of justice budget and will 
develop more efficient partnership working. Easier access to services for service users involved in 
offending behaviour, particularly in access to work. 

Potential impact on our equalities agenda 

1 No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

No significant potential impact on NLC’s Sustainable Development Indicators. 

supervised orders by the development of a programme of intervention 
I and development of links with District Courts by around 30 - 40%. I I I 

I I 

Risk management arrangements 

Potential risk is covered by the Strategic Social Work Risk Register, specifically, SMT 6 and SMT4 
relating to capacity to deliver core business and partnerships, respectively. 

Efficiency improvements 

Increased pool of staff resources allows for faster resolution of compliance issues, reduction in 
bureaucracy and improved communications. 

Potential impact on our equaiities agenda 

Will reduce number of females receiving custodial sentence. 

No significant potential impact on NLC’s Sustainable Development Indicators. 
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Progress regeneration proposals for Gowkthrapple and Forgewood. 

0 

0 

Complete Forgewood demolitions and sale of site to Forgewood 
Co-operative. 
Finalise housing proposals for demolitions site at Gowkthrapple 
in partnership with Garrion Co-operative. 

Risk management arrangements 

April 2008 I March 2009 I 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. In particular, the risk of key partner or contractor failing to deliver as expected or 
going out of business, and failure of capital or revenue budgetary control and/or financial management 
have been considered. 

Efficiency improvements 

Effective use of housing stock and maximisation of land resources to meet housing requirements of 
residents within North Lanarkshire. 

Potential impact on our equalities agenda 

I No significant positive/negative impact on equalities agenda. I 
Potential impact on sustainable development 

Increase demand for social rented housing (within Forgewood and Gowkthrapple). (Sustainable 
community indicator 14). 

Key activity areas and timescales 
Brief summary of key activity( ies) I Start date I Stop date 

I Complete CPO process for Ainslie/Maclehose Road. I April 2008 I March 2009 1 
I I 

Risk management arrangements 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. 

Efficiency improvements 

I Facilitation of improved housing provision on site of existing properties. I 
Potential impact on our equalities agenda 

I No significant positive/negative impact on equalities agenda. I 
I Potential impact on sustainable development 
I Increased residents’ satisfaction. (Sustainable community indicator 16). I 
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Increase number of people being supported by community substance 

Risk management arrangements 

Potential risk is covered by the Strategic Social Work Risk Register, specifically, SMT 6 and SMT4 
relating to capacity to deliver core business and partnerships, respectively. 

Efficiency improvements I I For some users, support services will assist in achieving or maintaining employment I 
Potential impact on our equalities agenda 

I No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

No significant potential impact on NLC’s Sustainable Development Indicators. 

I I 

Risk management arrangements 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. 

Efficiency improvements 

Increased effectiveness of processes and ensuring that standard of house letting maintained whilst 
ensuring shortest possible timescales achieved. 

Potential impact on our equalities agenda 

I No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

No significant potential impact on NLC’s Sustainable Development Indicators. 
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Develop procedures for Affordable Housing Policy in conjunction with 
Planning. 

I I 

Risk management arrangements 

April 2008 March 2009 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. 

Efficiency improvements 
Increase supply of affordable housing within Cumbernauld SHMA to address mismatch in 
supply/demand and increase diversification of tenure. 

Potential impact on our equalities agenda 

I No significant positivehegative impact on equalities agenda. I 
I Potential impact on sustainable development 

No significant potential impact on NLC’s Sustainable Development Indicators. 

Reference numbei 6.3 Achieve housing market balances by increasing the supply of 
affordable homes. and make best use of existinn stock. I - 

Key activity areas and timescales 
Brief summary of key activity( ies) I Start date 1 Stop date 

I I I Finalise sites and progress tender for 125 council new build. I April 2008 I March 2009 I 
I I 

Risk management arrangements 
All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. In particular, the risks of changes to the political, social or economic environment 
and local authority reorganisation have been measured. 

Efficiency improvements 

Potential increase in the provision of local authority rented accommodation contributing to the addressing 
of housing need within North Lanarkshire. 

Potential impact on our equalities agenda 
I No significant positivehegative impact on equalities agenda. I 

Potential impact on sustainable development 1 I No significant potential impact on NLC’s Sustainable Development Indicators. I 
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I I 7.1 Improve the condition of existing housing stock. I 

Achieve spend on HRA Capital Programme in 2008/09 in line with 
approved programme and 10 year Investment Plan. 

1 
Key activity areas and timescales 

Brief summary of key activity( ies) 1 Startdate I Stop date 
I I 
April 2008 1 March 2009 I 

I I 

Risk management arrangements 
All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. 

Efficiency improvements 

I The effective targeting of requirements to ensure full spend is achieved. I 
Potential impact on our equaiities agenda 

I No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

I Improved domestic energy efficiency. (Sustainable Organisation Indicator 5) I 

I 

Key activtty areas and timescafes 
Brief summary of key activity( ies) I Startdate 1 Stopdate 
Review capital programme priorities in light of information from stock 
condition survey. 

1 April 2008 1 March 2009 1 
Risk management arrangements 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. 

Efficiency improvements 
I Will ensure the effective targeting of resources to improve stock condition. I 

Potential impact on our equallties agenda 
I No significant positivehegative impact on equalities agenda. I 

Potential impact on sustainable development 
I No significant potential impact on NLC’s Sustainable Development Indicators. I 
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Continue to monitor and review HRA Business Plan and progress in 
achieving the Scottish Housing Quality Standard (SHQS) by 201 5. 

I I 

Risk management arrangements 

April 2008 I March 2009 1 
All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. 

Achieve full spend on non HRA programme. Maximise resources 
available and ensure ability to progress key priorities including owners in 
counci I contracts. 

Efficiency improvements 

April 2008 March 2009 

Will ensure that effective measures and procedures are in place to facilitate corrective action to ensure 
completion of delivery plan. 

_II__. 

Potential impact on our equalities agenda 

I No significant positive/negative impact on equalities agenda. I 
Potential impact on sustainable development 

I No significant potential impact on NLC’s Sustainable Development Indicators. I 

Reference number 1 7.4 Improve the condition of existing housing stock. I I 
Key activity areas and timescales 

Brief summary of key activity(ies) I Startdate 1 Stopdate 
I I 

Risk management arrangements 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. In particular the risk of failure of the revenue budgetary control and/or financial 
management, major fraud or corruption, key partner or contractor failing to deliver as expected have 
been considered. 

Efficiency improvements 

I The effective targeting of requirements to ensure full spend is achieved. I 
Potential impact on our equalities agenda 

Priority given to funding adaptations to assist people with disabilities to live as independently as possible 
in their own homes. 

Potential impact on sustainable development 
Increase in average NHER rating through energy efficiency works. (Sustainable Development 
organisation Indicator 5b). 
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I 

Key activity areas and timescales 
Brief summary of key activity( ies) I Startdate I Stopdate 

I I 
April 2008 Develop Scheme of Assistance to enable owners to maintain and 

improve private sector housing following receipt of guidance from 
Scottish Government. 

March 2009 

I I 

Rlsk management arrangements 
All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. 

Efficiency improvements 
Improve the maintenance and repair of private sector accommodation and improve the quality of this 
type of housing. 

Potential impact on our equalities agenda 
1 No significant positivehegative impact on equalities agenda. I 
t Potential impact on sustainable development 
I Increase residents’ satisfaction within North Lanarkshire. (Sustainable Community Indicator 16) I 

8.1 Continue to develop effective performance management frameworks. 

I 

Risk management arrangements 
Potential risk is covered by the Strategic Social Work Risk Register, specifically, SMT 2 and SMTI 1 
relating to inspection, regulation, performance and professional standards, respectively. 

Efkiency improvements 
Development and roll out of Scorecard will allow for easier identification of any areas requiring attention 
and earlier remedial actions. 

Potential impact on our equalities agenda 
I No significant positivehegative impact on equalities agenda. I 

Potential impact on sustainable development 
No significant potential impact on NLC’s Sustainable Development Indicators. 1 
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achieved for older people using the community networks. 

L 

Risk management arrangements 

I 

Risk management arrangements 

Potential risk is covered by the Strategic Social Work Risk Register, specifically, SMT4 relating to 
partnerships. 

Efficiency improvements 

Potential impact on our equalities agenda 

I No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

1 No significant potential impact on NLC’s Sustainable Development Indicators. I 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. In particular the risks of failure to comply with key legislative and regulatory 
expectations, failure to manage public and other expectations, and failure to achieve expected inspection 
results have been considered. 

Efficiency improvements 

Ensure the effective monitoring of housing service performance through SMART targets and accuracy of 
information. 

Potential impact on our equalities agenda 

I No significant positivehegative impact on equalities agenda. I 
I Potential impact on sustainable development 
1 No significant potential impact on NLC’s Sustainable Development Indicators. I 
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service objectives. 
Key activity areas and timescales 

Brief summary of key activity( ies) I Start date I Stop date 

I Develop local member’s informal complaints and enquiries recording. I April 2008 1 March 2009 I 
Risk management arrangements 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. 

Efficiency improvements 

Introduce a formal method of recording local member’s general enquiries and facilitate the monitoring of 
the processing of these to their conclusion. 

Potential impact on our equalities agenda 

I No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

I No significant potential impact on NLC’s Sustainable Development Indicators. I 

9.2 Continue velop our organisational capacity to better meet our 

I Continue to roll our video conferencing facilities in first-stop shops. 1 April 2008 1 March 2009 1 
All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. In particular the increased uncertainty over future funding levels and financial 
pressures and the security of NLC infrastructure has been considered. 

Efficiency improvements 

Facilitate ease of access to services for deaf service users and deal with enquiries through broadband 
and video conferencing technology, between Deaf Connections and First Stop Shops. 

Potential impact on our equalities agenda 

I Increase ability of deaf service users to receive same level of service as other users. I 
Potential impact on sustainable development 

I Increased resident satisfaction. (Sustainable Community Indicator 16). I 
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service objectives. 
Key activity areas and timescales 

Brief summary of key activity(ies) 1 Start date 1 Stop date 

Undertake review of service delivery and organisational structure within 
Housing Services 

April 2008 March 2009 

I I 

Risk management arrangements 

Continue to implement and monitor recommendations of SRF action 
plan. 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. 

April 2008 I March 2009 1 

Efficiency improvements 

I Streamlining of staff structure to best meet the current and future demands of service users. I 
Potential Impact on our equalities agenda 

I No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

I No significant potential impact on NLC’s Sustainable Development Indicators. I 

service objectives. 
Key activity areas and timescales 

Brief summary of key actlvity(1es) I Start date I Stopdate 
I I 

I I 

Risk management arrangements 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. 

Efficiency improvements 

1 The continued improvement of service delivery and processes to complete the SRF action plan. I 
Potential impact on our equalities agenda 

I No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

I No significant potential impact on NLC’s Sustainable Development Indicators. I 
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9.5 Continue to develop our organisational capacity to better meet our 

and concierge service. 

Progress implementation plan to meet Scottish Social Services Council 
requirements. Continue to increase number of Home Support Workers, 
Home Support Managers and residential staff attaining registration 
requirements, including approximately 140 Home Support Workers and 
5 Home Support Managers. 

I I 

Risk management arrangements 

April 2008 March 2009 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. In particular the risk of failure or loss of I.T. systems or infrastructure has been 
measured. 

Efficiency improvements 

I Increase availability of access to I.T. system located within workplaces. I 
Potential impact on our equalities agenda 

I No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

I No significant potential impact on NLC’s Sustainable Development Indicators. I 

ue to develop our organisational capacity to better meet our I 

I I 

Risk management arrangements 

Potential risk is covered by the Strategic Social Work Risk Register, specifically, SMT 5 and SMTI 1 
relating to recruitment and retention and professional standards, respectively. 

Efficiency improvements 

Attainment of SSSC requirements will result in improved knowledge and skill base for staff with resultant 
improvement in quality of services provided. 

Potential impact on our equalities agenda 

1 No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

I No significant potential impact on NLC’s Sustainable Development Indicators. I 
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Reference number 

I Formulate a consolidated business continuity plan. I April 2008 I March 2009 I 

9.7 Continue to develop our organisational capacity to better meet our 
service objectives. 

I I 

Risk management arrangements 

Review process of recovery of non heritable debt within HSMS: lockups, 
court fee, HCI. 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. 

1 March2009 I April 2008 

Efficiency improvements 

I Improved risk management arrangements for risks recorded within the service register. I 

I No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

I No significant potential impact on NLC’s Sustainable Development Indicators. I 

service objectives. 
Key activity areas and timescales 

Brief summary of key actSvky(ies) I Start date I Stop date 
I I 

I I 

Risk management arrangements 
All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. 

Efficiency improvements 
1 Process reviewed to ensure maximisation of pursuit of non heritable debt outstanding. I 

Potential impact on our equaiities agenda 
I No significant positivehegative impact on equalities agenda. I 

Potential impact on sustainable development 
No significant potential impact on NLC’s Sustainable Development Indicators. 
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Continue to develop HSMS rents in relation to arrears processing and 
court progression. 

I I 

Risk management arrangements 
I March2009 I April 2008 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. In particular, the risk of failure or loss of I.T. systems or infrastructure has been 
measured. 

Efficiency Improvements 

I The continued improvement of HSMS to facilitate an effective management of tenancy arrears. I 
Potential impact on our equalities agenda 

I No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

I No significant potential impact on NLC’s Sustainable Development Indicators. I 

I I 

Risk management arrangements 

Potential risk is covered by the Strategic Social Work Risk Register, specifically, SMT 4, relating to 

Further development will result increase in number of people, who may be marginalised, playing active 
role in making demands on services. 

Potential impact on sustainable development 

No significant potential impact on NLC’s Sustainable Development Indicators. 
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Develop carers’ strategy for 2008/2011 in collaboration with carer 
groups and other partners. 

I I 

Risk management arrangements 

Potential risk is covered by the Strategic Social Work Risk Register, specifically, SMT 4 relating to 

I No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

I No significant potential impact on NLC’s Sustainable Development Indicators. I 

10.3 Continue to develop how we involve our service users, carers and 

I Review the tenant led inspection process with the tenants’ federation. I April 2008 I March 2009 I 
Risk management arrangements 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. In particular the risk of key partner or contractor failing to deliver as expected or 
going out of business has been considered. 

Efficiency improvements 

I Facilitate a more effective inspection process based on service user requirements. 1 
Potential impact on our equalities agenda 

I No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

I Increased resident satisfaction. (Sustainable community indicator 16). I 
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10.4 Continue to develop how we involve our service users, carers and 

Review feedback processes for house letting and repairs (and other 
housing services). 

1 April 2008 1 March 2009 

Put in place new Service Level Agreement with TIS for 18 months from 
April 2008 to continue support for tenants groups to increase their 
capacity to contribute to housing service. 

All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. 

April 2008 March 2009 

Efficiency improvements 

The continued development of the feedback performance monitoring tool to ensure corrective action is 
based on evidence. 

Potential impact on our equalities agenda 

I No significant positivelnegative impact on equalities agenda. I 
t Potential impact on sustainable development 
I No significant potential impact on NLC’s Sustainable Development Indicators. I 

I 1 10.5 Continue to develop how we involve our service users, carers and I 
other stakeholders in the planning and delivery of services. 

Key activity areas and timescales 
Brief summary of key activity(ies) I Start date I Stopdate 

I I 

I I 

Risk management arrangements 
All generic risks contained within the Housing Division Risk Register which is reviewed annually. In 
addition, service plan objectives are specifically reviewed and newly identified high risks are then 
included in the register. 

Efficiency improvements 
1 The increased ability for tenants groups to play a role in the development of the housing service. I 

Potential impact on our equalitles agenda 
I No significant positivelnegative impact on equalities agenda. I 

Potential impact on sustafnabie development 
I Increased resident satisfaction. (Sustainable community indicator 16). I 
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Development of Equalities Action Plan, including planned programme of 
roll out of Key Impact Assessment on key services and policies. 

I I 

Risk management arrangements 

1 March2009 I April 2008 

Potential risk is covered by the Strategic Social Work Risk Register, specifically, SMT 3, SMT 4, SMTI 1 
and SMTl3 relating to regulation, partnerships, professional standards and new legislation respectively. 

Efficiency improvements 

I Increased staff awareness of legislative and policy responsibilities and access to appropriate resources. I 
Potential impact on our equalities agenda 

I No significant positivehegative impact on equalities agenda. I 
Potential impact on sustainable development 

I No significant potential impact on NLC’s Sustainable Development Indicators. I 
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