
NORTH LANARKSHIRE COUNCIL 

REPORT ‘ E M  No. ....,....,*,..* L-L 
Subject: SERVICE PLAN MONITORING REPORT TO: HOUSING AND SOCIAL WORK SERVICES 

COMMITTEE -APRIL TO SEPTEMBER 2008 

From: EXECUTIVE DIRECTOR OF HOUSING AND 
SOCIAL WORK SERVICES 

Date: 17 DECEMBER 2008 Ref: 

1 Purpose of the Report 

The purpose of this report is to inform committee on progress up to 30 September 2008 in 
achieving the Service Plan objectives for 2008/09. 

2 Background 

2.1 The Service Plan for Housing & Social Work Services is produced on an annual basis and 
outlines the key strategic and operational improvements planned for the coming year. 
Services are required to provide members with a six monthly update, outlining progress 
against the improvements identified within the 2008/09 service improvement plan. 

2.2 Where the progress of a key action falls short of the level anticipated at this point in the 
financial year, then an explanatory note describing any mitigating circumstances, together 
with a note of any action that can be taken to bring the key action ‘back on track’ are 
provided. Similarly, where the progress of key actions exceeds anticipated levels of 
performance and outcomes, then additional information is provided describing the success 
and highlighting where any further or additional activity will be undertaken during the 
remainder of 2008/09. 

3 Proposals I Considerations 

3.1 The Service identified 1 1 Improvement Actions which would be undertaken as priority areas 
of continuous improvement during 2008/09. A mid year progress report on each of these is 
provided in Appendix One. 

3.2 The Improvement Actions are supported by a series of 59 more detailed key actions which 
must be completed to ensure successful delivery of the Improvement Action and realisation 
of outcome(s). Appendix Two provides a brief summary, by ‘exception’ of key action 
progress. From Appendix Two it can be seen that: 

58 key actions are ‘on track’ as at 30 September 2008; 
0 key actions are ahead of anticipated progress at this stage; and, 
1 key action is behind schedule. 

4 Financial I Personnel I Legal I Policy Implication 

There are no financial, personnel, legal or policy implications arising from this report. 
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5 Recommendation 

It is recommended that members note the content of this report and the current position of the 
actions outlined above and within the appendices of this report. 

Mary Castles 
Executive Director 
Housing and Social Work Services 
17 November 2008 

For further information on this report please contact Lynda Stevenson on telephone 01698 274151 
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Appendix One 

Progress Review of 2008109 Planned Improvement Actions 

Description of Planned Improvement Action: 
Improve access to our services and ensure they are efficient and effective. 

Potential impact 

Improvement of the range of services delivered. - 

Final completion year or date 
Phases or elements for 2008/09 

Contribute to the completion of final design of 
new one-stop shop in Coatbridge and 
commence work on site 
Complete Single Shared Assessment work for 
all care groups. 
Complete child protection messaging system. 

Maintain performance of 74% of equipment 
delivered within 7 days. 
Continue promotion of direct debit for rent 
collection. 
Continue promotion of Home Contents 
Insurance Scheme. 
Complete development of and launch Common 
Housing Register. 
Continue provision of services to tackle Anti 
Social Behaviour including review and 
development of Community Warden Service. 
Implement new repairs process, including 
increasing number of appointments made and 
kept, and full implementation of hand held 
technology. 
Commence implementation of new gas 
servicing module and recommendations from 
Corgi review of ad hoc replacement process. 
Implement new allocation policy including new 
allocation process for sheltered housing. 
Complete independent evaluation of Local 
Housing Strategy. 
Commence preparation of new Local Housing 
Strategy based on revised guidance and 
findings of housing need survey. 
Complete annual Strategic Housing Investment 
Plan. 
Continue progress of development of first-stop 
shop facility at Kilsyth. 
Continue review of facilities and services 
provided at Motherwell First Stop. 

April 2009 
Anticipated outcomes 

Continued development of one-stop shop in 
Coatbridge. 

Completion of Single Shared Assessment roll 
out for all care groups. 
Completion of child protection messaging 
system. 
Continued rate of equipment delivery to users. 

Increased uptake of payment of rent by direct 
debit and minimised risk of rent arrears. 
Increased uptake of council’s HCI scheme. 

Common Housing Register going ‘live’ 

Continued provision of services to tackle Anti 
Social Behaviour. 

DevelopmentAmprovement of current repairs 
service. 

Efficiencies identified and implemented for gas 
service system. 

Implementation of new allocation policy. 

Completed independent evaluation of LHS. 

The development of the new LHS underway 

Annual SHIP produced. 

Continued development of first-stop shop facility 
at Kilsyth. 
Continued review of facilities and services at 
Motherwell First Stop Shop. 
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Progress or actual outcomes to 30 September 2008: 

Associated Key Action Ref No(s): 

Tender documents underway for one-stop shop in Coatbridge. 
Development of shared information systems complete, staff training complete. 
System now live in the 3 accident and emergency sites in Lanarkshire and children’s’ ward at Wishaw 
General. 

Performance at 30th September =77.7% of equipment delivered within 7 days. 

Uptake of payment of rent by direct debit has increased and is currently at the highest ever level. 

Minimal change to uptake of council’s HCI scheme in percentage terms. 

Common Housing Register on target for launch by end December 08. 

Service provision to tackle Anti Social Behaviour has continued within revised structure 

New process implemented but due to ongoing operation problems with MPC revisions to the process 
being considered. 

Recommendations on Ad Hoc process implemented. Servicing module behind schedule not 
implemented as yet revised date now Jan 09. 

Implementation timetable for allocation policy in place for full implementation end of calendar year. 

Independent evaluation of LHS completed and findings reported. 

LHS Review 2008 underway. New LHS required for submission circa March 201 1 as required by 
Scottish Government LHS guidance (June 2008). Initial Housing Needs Study findings being 
evaluated. 

SHIP to be developed for November submission. 

Development of first-stop shop at Kilsyth progressed: planning permission obtained, tenders received 
for site contract due to commence December 2008. 

Options paper for review of facilities and services provided by Motherwell First Stop Shop completed 
and reviewed by Heads of Service. 

1.1 - 1.16 
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Continue to develop accommodation, advice, support and care services to assist people with particular 
needs to enable more people to live independently in the community. 

Potential impact 

Facilitating better access to improved services provided to people with particular needs. 

Final completion year or date 
Phases or elements for 2008109 

Finalise and implement service agreement for 
all ‘Support at Home’ service users. 
Continue to develop individualised day 
opportunities across all care groups. 
Continue to progress closure programme for all 
long stay hospital and residential units. 
Increase number of people accessing assisted 
living technology by 20%. 
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. 
Maintain number of admissions prevented and 
number of discharges speeded up through rapid 
response and early supported discharge 
services. 
Achieve completion of Airdrie new children’s 
house development as well as progressing 
Cumbernauld and Motherwell developments. 
Achieve increase in foster care resources by 
aiming to recruit a further 12 in year 2008/09. 
Finalise temporary accommodation strategy to 
ensure meeting need of service users. 
Jointly review sheltered housing service and 
adaptations. 
Continue to provide tenancy support to 
homeless persons and other vulnerable groups 
maintaining standards to satisfy Care 
Commission inspection and within resources 
available. 

April 2009 

Anticipated outcomes 
Implementation of ‘Support at Home’ service 
agreements. 
Continued development of day opportunities. 

Achieve discharge programme of residents 
within long stay hospitals/residentiaI units. 
An increase of 20% of people accessing 
assisted living technology. 
Completed review of the Sinclair Integrated Day 
Services and commencement of roll out to two 
new sites. 

Maintained performance through rapid response 
and early supported discharge services. 

New children’s house at Airdrie completed and 
develop men ts at Mot herwel I/Cum berna u Id 
progressed. 
Continued achievement of foster care resource 
targets. 
Final draft of temporary accommodation 
strategy produced. 
Sheltered housing and adaptation service 
reviewed. 
Continued support of homeless persons and 
other vulnerable groups achieving Care 
Commission standards. 
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Progress or actual outcomes to 30 September 2008: 

Associated Key Action Ref No(s): 

a 

a 

a 

a 

a 

a 

a 

a 

a 

a 

a 

2.1 - 2.11 

All new service users receive service agreement at point of service delivery with existing service 
users well receiving theirs as part of ongoing programme. Anticipated completion of April 2009. 
289 people have had day opportunities tailored to their individual requirements. 
Discharge programme ongoing of residents within long stay hospitaMesidentiaI units. 
On target, 191 people have received assistive technology packages. 
Review completed of the Sinclair Integrated Day Services with positive evaluation of outcomes for 
service users. Roll out now progressing in 4 other localities 
Average number supported by rapid response per month = 78.33. Average number supported by 
early supported discharge per month = 41.33. 
Airdrie development delayed due fire safety issues. Revised completion date now 28 November 2008. 
Cumbernauld and Motherwell developments in progress with completion dates estimated for May 
2009. 
The three year plan to recruit 12 new foster carer resources each year is on target with twenty-nine 
carers recruited to date. 
Draft Temporary Accommodation Strategy Approved by committee in August 2008. 
Service review underway for Sheltered Housing. Adaptations-options paper produced for discussion. 

Continued support of homeless persons and other vulnerable groups achieving Care Commission 
standards within revised structure. 
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Description of Planned Improvement Action: 

Final completion year or date 
Phases or elements for 2008109 

I Deliver services to make our communities safer and meet our Public Protection responsibilities. I 

April 2009 
Anticipated outcomes 

Potential impact 

Associated Key Action Ref No(s): 

1 Improved targeting of community safety measures to meet public protection responsibilities. I 

4.1 - 4.2 

Further development of community service, 
especially for women offenders by recruitment 
of additional female supervisors, provision of 
child care, increased range of activities and 
introduction of additional evening sessions. 

0 Development of partnership working with 
Lanarkshire Community Justice Authority. 
Expand supervised attendance orders to 
incorporate mandatory supervised orders by the 
development of a programme of intervention 
and development of links with District Courts by 
around 30 - 40%. 

Continued development of community service 
for women offenders. 

0 Partnership with Lanarkshire Community Justice 
Authority developed. 
Mandatory supervised orders incorporated 
within supervised attendance orders. 

I 

Progress or actual outcomes to 30 September 2008: 
0 Women only squads now in operation; female sessional supervisors appointed and workshop now 

operational four nights per week. 
0 Partnership with Lanarkshire Community Justice Authority continues to be developed. 

Description of Planned Improvement Action: 

1 Continue to deliver our community regeneration priorities. I - -  
Potential impact 

0 Progress regeneration proposals for 
Gowkthrapple and Forgewood. 

o Complete Forgewood demolitions and sale 
of site to Forgewood Co-operative. 

o Finalise housing proposals for demolitions 
site partnership with Garrion Co-operative. 

0 Complete CPO process for Ainslie/Maclehose 

Regeneration proposals developed for 
Gowkthrapple/Forgewood. Forgewood 
demolitions completed and site sold to 
Forgewood Co-operative. 

CPO process completed for Ainslie/Maclehose 

0 CPO process for property in Forgewood initiated. Remaining blocks on target for demolition before 
end of financial year. Revised development proposals include transfer of land to Forgewood Co- 
operative 200911 0. Regeneration proposals for Gowkthrapple continue to be developed. 

0 Legal Process continuing for Ainslie/Maclehose Road. Phase 1 of CPO 15/9/08 - 32 properties. On 
target for completion 08/09. 
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Description of Planned Improvement Action: 

Final completion year or date 
Phases or elements for 2008109 

I Contribute to North Lanarkshire Partnership’s health improvement strategy. I 

April 2009 
Anticipated outcomes 

t Potential impact 

Associated Key Action Ref No@): 

I Influence North Lanarkshire Partnership’s health improvement objectives. I 

5.1 

Final completion year or date 
Phases or elements for 2008/09 

to develop Local Improvement Targets to inform the work of the Locality Planning Groups. 

April 2009 

Anticipated outcomes 

Description of Planned Improvement Action: 
Achieve housing market balances by increasing the supply of affordable homes, and make best use of 
existing stock. 

Potential impact 
1 An improved processing of vacant stock and clearer methodology of developing future housing stock. 1 

Implement review of void letting process. 
Develop procedures for Affordable Housing 
Policy in conjunction with Planning. 
Finalise sites and progress tender for 125 

New process for void letting implemented. 
Progressed development of procedures for 
Affordable Housing Policy. 
Sites identified for council new build. 

Draft proposals for void letting process being worked on. 
Development of procedures for Affordable Housing Policy in progress. 
Sites identified for council new build and currently being evaluated. Site investigation works 
comdeted for initial 3 sites and tender DreDaration in Droaress. 

, I  I ”  

Associated Key Action Ref No@): I 6.1 - 6.3 I 
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Description of Planned improvement Action: 

Improve the condition of existing housing stock. 

Potential impact 

The continued improvement of the condition of stock and meeting of interim targets to achieve SHQS by 
201 5.  

Final completion year or date 
Phases or elements for 2008109 

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

0 Review capital programme priorities in light of 
information from stock condition survey. 

0 Continue to monitor and review HRA Business 
Plan and progress in achieving the Scottish 
Housing Quality Standard (SHQS) by 201 5. 

0 Achieve full spend on non HRA programme. 
0 Develop scheme of assistance to enable 

owners to maintain and improve private sector 
housing following receipt of guidance from 
Scottish Government . 

April 2009 

Anticipated outcomes 
~~ 

Full spend on HRA Capital programme 
achieved. 

0 Reviewed Capital Programme priorities. 

0 Continued improvement of housing stock. 

Full spend on non HRA programme achieved. 
0 Guidance from Scottish Government received 

and development of scheme of assistance 
underway. 

5s to 30 September 2008: 
0 Overall HRA Capital Programme on target to achieve spend. 

Initial review of Capital Programme priorities has commenced. 
0 Business-planning assumptions reviewed and updated to reflect 2007108 outturn and changes in 

capital resource projections in the current year. 
0 On target to achieve full spend on non HRA programme. 
0 Full response to draft guidance sent August 2008. Awaiting final guidance before publishing Scheme 

of Assistance. Development of future scheme ongoing. 
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Description of Planned Improvement Action: 

Continue to develop effective performance management frameworks. - 

Potential impact 

Improved performance monitoring of services and improved reporting to Scottish Government. 

Final completion year or date 
Phases or elements for 2008109 

April 2009 
Anticipated outcomes 

0 Continue to produce quality performance 
Scorecard for Social Work Services and 
communicate to all staff. 

0 Develop ways of demonstrating what better 
outcomes are being achieved for older people 
using the community networks. 

0 Continue progressive review of performance 

0 Continued production of quality performance 
scorecard. 

0 Ability to demonstrate achievement of better 
outcomes for older people. 

Progressed of review of performance 

0 Performance scorecard produced on quarterly basis and reported to Continuous Improvement Group 
and management team for further dissemination. 

0 Continuing to develop health and social work systems to better capture evidence on outcomes. 
Anticipated completion April 2009. 
Continued review of performance monitoring: Quality and Performance Manager appointed, team 
appointments in phase 2 service review. 
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Description of Planned Improvement Action: 

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

Potential impact 

Investment in staff and systems will produce a better quality service and facilitate the Service’s ability to 
meet its overall objectives. 

Final completion year or date 
Phases or elements for 2008/09 

Develop local member’s informal complaints 
and enquiries recording. 
Continue to roll our video conferencing facilities 
in first-stop shops. 
Undertake review of service delivery and 
organisational structure within Housing 
Services. 
Continue to implement and monitor 
recommendations of SRF action plan. 

Continue installation of I.T. system to sheltered 
housing warden service 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. 
Formulate a consolidated business continuity 
plan. 
Review process of recovery of non heritable 
debt within HSMS: lockups, court fees, HCI. 
Continue to develop HSMS rents in relation to 
arrears processing and court progression. 

Progress or actual outcor 

April 2009 

Anticipated outcomes 
Informal complaints/enquiries system 
developed. 
Additional first-stop shops with video 
conferencing facility. 
Reviewed Housing Services structure. 

Continued implementation of SRF 
recommendations. 
Additional sheltered housing wardenkoncierge 
staff with access to I.T. system. 
Increased number of staff meeting qualification 
requirements of SSSC. 

Consolidated business plan produced. 

Process of recovery of non heritable debt 
revised and implemented. 
HSMS rents module updated. 

BS to 30 September 2008: 
CRM introduced, management information reporting to follow. 
Project brief has been submitted to expand the on-line interpreting service in first-stop shops, which 
would involve installation of webcam facilities; however Telecoms need to review the impact of 
expansion on existing broadband facilities. 
Phase 1 of service/organizational review of Housing Services completed and Phase 2 underway. 
Continued implementation of SRF Action Plan and quarterly review of outstanding actions 
undertaken. 
Phase 1 of additional I.T. access for sheltered housing warden completed. 
Housing services staff training needs identified in respect of SSSC requirements. Training due to 
commence of 34 members of staff in October 2008 with anticipated completion of March 2009. 
Social Work services - only 23 Home Support Workers and 1 Home Support Manager have 
completed courses in first part of 2008/9. 

D Templates finalised and returned to eGASD for development of plans. 
D Development of recovery of non heritable debt within HSMS on hold pending completion of current 

HSMS priorities. 
1 Development of HSMS rents on hold pending completion of current HSMS priorities. 

0 

D 
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Description of Planned Improvement Action: 

Phases or elements for 2008/09 

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

Anticipated outcomes 

Potential impact 

including planned programme of roll out of Key 
Impact Assessment on key services and 
Policies. 

Improved stakeholder engagement. 

Associated Key Action Ref No(@: 

Final completion year or date 
Phases or elements for 2008109 

11.1 

Continue to support involvement of carer and 
user groups in partnership structures and 
consider ways to obtain independent support for 
these groups. 

0 Develop carers’ strategy for 2008/2011 in 
collaboration with carers groups and other 
partners. 

0 Review the tenant led inspection process with 
the tenants’ federation. 

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

0 Put in place new Service level Agreement with 
TIS for 18 months from April 2008 to continue 
support for tenants groups to increase their 
caPacitv to contribute to housina service. 

I Y 

Progress or actual outcor 

Anticipated outcomes 
0 Support of careduser groups within partnership 

structures continued 

0 Carer’s strategy produced. 

0 Review of tenant led inspections completed and 
implemented. 

0 Feedback processes for housing services 
updated. 

0 Revised tenants group support implemented. 

es to 30 September 2008: 
0 Proposed structure for independent support agreed with anticipated implementation by April 2009. 
0 Draft carers’ strategy produced and circulated for consultation in September 2008. 
0 Regular meetings established with North Lanarkshire Federation to facilitate review of Tenant Led 

Inspections. 
0 Quality and Performance Manager appointed. Review in conjunction with CRM developments to 

follow. 
0 Service Level Agreement in place with TIS and Project Monitoring Group established. - 

Associated Key Action Ref No(s): 1 10.1 - 10.5 

Description of Planned Improvement Action: 
Implement Service Equalities Action Plan, including contributing to the Corporate Race, Disability and 
Gender Equality Schemes. 

Potential impact 

._ I 

Progress or actual outcomes to 30 September 2008: 
0 Equalities monitoring framework introduced. Equalities Reporting and Action Plan Framework 

1 amroved. Proaramme of imDact assessments in Place. I 
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