
NORTH LANARKSHIRE COUNCIL 

To: HOUSING AND SOCIAL WORK SERVICES 
CO M M ITTE E 

Subject: PUBLIC SERVICE IMPROVEMENT 
FRAMEWORK (PSIF) - HOUSING 
SERVICES 

From: HEAD OF HOUSING SERVICES 

1. Purpose of Report I Introduction 

The purpose of this report is to inform Members of the outcome of the Housing Services 
Public Service Improvement Framework [PSIF] self-evaluation exercise, which took place 
during April 2010. 

2. Background 

2.1 Members will be aware of the council's commitment to self assessment as a key 
element of our business planning process and a requirement of the BV2 
arrangements announced by Audit Scotland. 

2.2 In April, 2008 the council joined a number of other Scottish local authorities and 
public sector organisations in adopting PSlF as the preferred self assessment model 
to be used across council services where no statutory self assessment model was in 
place (e.g. VSE for Learning and Leisure and SWlA for Social Work). 

2.3 PSlF is a self-evaluation framework which encourages organisations to conduct a 
comprehensive review of their services by looking closely at activities around 
Leadership, Service Planning, People Resources, Partners and Other Resources 
and Service Processes. 

2.4 Engagement with Customers, People and the Community are measured via results, 
together with Key Performance information. 

2.5 In May 2009 a two year rolling programme at Head of Service level was agreed for 
PSIF. The programme has progressed on target with year two assessments 
currently taking place. 

2.6 Monitoring and scrutiny arrangements for all PSlF action plans were recently agreed 
by the council's Transformation Board with the first step being a review at service 
committees. Further developments during 201 1 will introduce Peer Reviews to the 
arrangements through the PSlF network. 

3. Self Evaluation Process 

3.1 An assessment team is created with a range of officers from various roles within the 
service which is tasked with evaluating how well the service is performing against 
each of the criterion parts mentioned in point 2 above. The structure of the 
assessment team is critical to ensuring a true self evaluation is conducted on the 
reality of practices within the service. 

3.2 Each assessment is facilitated by a member of the Corporate Service Improvement 
Team, full details of the assessment team for Housing Services are attached at 
Appendix 1. 
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4. Action Plan 

4.1 As a result of each PSlF self-evaluation the service assessment team compiles an 
action plan to prioritise and progress specific areas of improvement highlighted 
during the process. The action plan is attached at Appendix 2. 

4.2 In summary, the key areas from the PSlF exercise include: 

Key Strengths 

- The service can identify a clear line of sight from its Service Plan through to the 
broader outcomes of the Single Outcome Agreement and the national outcomes 
within the National Performance Framework. 

- The recent review of staffing arrangements provides a focus on the delivery of a 
customer-focused housing service which reflects the changing needs of service 
users. The new organisational structure reflects the principles of Service and 
People First. 

- In developing the Local Housing Strategy, the Head of Housing Services ensured 
managers and staff were consulted across each of the six localities. Internal 
structures for consulting and disseminating information to staff regarding policy, 
plans and strategies are led by the Head of Housing Services and third tier 
officers at team briefings, training sessions, consultation events and “one to ones” 
which cascade from the top down. 

- The Tenant Participation Strategy was developed with the involvement of tenants 
and the Tenants Information service. It is reviewed on a quarterly basis with the 
Tenants Federation. The Convenor of Housing & Social Work Services, along 
with the Head of Housing Services and Quality & Performance Manager meet 
with the Chairperson and other Committee Members of the Tenants & Residents 
Federation on a quarterly basis. 

- Performance is reviewed on a monthly (and a quarterly) basis and is broken 
down into localities and also by housing function by the Quality and Performance 
Section. The performance information is also discussed at local levels by Area 
Managers and their Service Delivery Managers with a view to identifying any local 
corrective action required in order to meet standards and targets. 

- The Housing & Social Work Communications Group meets to discuss 
publications for service users and staff, and update of corporate press release 
diary. They operate a planned approach to ensure that all communications and 
consultations are well timed - individual communication and consultation plans 
feed into this process. 

- The Service is a member of the Scottish Housing Best Value Network and 
benchmarks with other local authorities on rent collection, void management, 
responsive repairs, council house sales, homelessness, and housing 
management costs. 

- The Learning and Development Plan is prepared within the framework of the 
Service Plan objectives which are aligned to the outcomes of the corporate plan. 
Individuals’ learning and development needs are identified as part of the PRD 
process, and are used to inform the priorities outlined in the Learning & 
Development Plan. 
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All employees are issued with the ‘Employee Guide to Customer Care’ and 
customer care is integral to the induction programme. All newly appointed 
employees are also encouraged to undertake the corporate customer care online 
module. 

The service has in place an Employee Assistance, Support and Information 
programme (EASi). There is a range of support and information available to all 
employees on matters such as health and wellbeing, money, family, employment, 
attendance, and health and safety. 

In relation to the other PPP arrangements, major service reviews take place 
which cover performance of the contract, options for new opportunities, customer 
satisfaction and results of consultation with employees. 

The Common Housing Register has seen the development of a single application 
form for housing applicants and the development of a common allocations policy 
with four of the RSLs in North Lanarkshire. In addition we share nomination 
arrangements to RSL’s stock as well as Section 5 referrals. 

Integrated into all IT systems is the facility to produce and gather information in 
relation to performance. A comprehensive overview of performance in the form 
of the monthly MIS folder, which is distributed to all offices and posted on 
intranet, plays a major role in management of performance. 

The service has been recognised by IIP and Charter Mark, and uses the review 
processes of these accreditations to ensure its processes and procedures meet 
the needs of its customers and its staff. 

Housing services can provide several examples of service improvements that 
have been delivered as a result of customer feedback. These include: the 
introduction of a tenants newsletter, the introduction of repairs by appointment, 
and the inclusion of Accidental Cover within Tenants Contents Insurance. 

Key Areas for Improvement 

The service is rolling out consistent processes and templates for each of its 
Continuous Improvement Groups and should monitor and review the 
effectiveness of this and how it impacts on key performance results. 

Managers within the service should ensure that pre and post training evaluations 
are carried out and ensure it is applied consistently. 

The involvement of customers and partners is comprehensive, and the service 
should ensure that these approaches are systematically reviewed for 
effectiveness. 

The service should ensure that Customer Service Standards are monitored 
consistently across all localities and that performance information is used to drive 
improvements. 

Capture feedback from traditionally under-represented groups, including younger 
service users, to better understand the customer base. 

Continue to develop and improve the performance monitoring arrangements for 
homeless prevention, sustainability and anti social behaviour and estate 
management. 
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- The use of KAT as a measurement tool for learning and development activity 
should be developed as a key People Result. 

- There are several approaches towards involvement and empowerment. However, 
Housing Services should improve how it reviews the effectiveness of these and 
how this is used to inform future events and activities. 

- The service should co-ordinate the review process for all partnership 
arrangements and improve how it articulates the benefits and outcomes of 
partnership-working . 

- Improve the accuracy of asset registers and overall asset management 
arrangements and explore in greater detail the use of the flexible working scheme 
or working from home as part of asset management strategy. 

- Ensure access to information collected through ‘cold-calling’ activity and improve 
use of information as a tool for service improvement. 

- There service should build on the work of the SHBVN to ensure to engage with 
appropriate benchmarking authorities or organisations for customer perception 
measures. 

4.3 The outcomes from the PSlF self-evaluation will provide further improvement 
direction within the service and inform the strategic improvement agenda. 

5. Recommendations 

It is recommended that the Committee: 

(i) note the content of this report 

A 7 

Housing and Social Work Services 
Elaine McHugh 

06 October 2010 

For further information 
01 698 2741 42 

contact Aileen Gormley, Quality and Performance Manager, 
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Appendix 1 

PSlF Process for Housing Services 

The Quality and Performance Manager from within Housing Services identified 
officers to form an Assessment Team, which carried out the self assessment. 

Facilitator 
Graeme Cowan, Corporate Service Improvement Team 

Assessment Team 
Aileen Gormley, Quality and Performance Manager (Lead Officer) 
Lynda Stevenson, Strategy Officer 
John Burns, Assistant Manager (Improvement Grants) 
Susan Robertson, Senior Officer (Learning & Organisational Development) 
Joe Biggam, Service Delivery Manager 
Chris O’Neill, Service Delivery Manager 
Raymond Boyd, Service Delivery Manager 
Jamie Pettigrew, Service Delivery Manager 
Audrey Johnstone, Service Delivery Manager 
Nicola Shawcross, Service Improvement Officer 

Validation Team 
Arthur Crossley, Client Services Manager 
Bert Morens, Capital Programme Manager 
David Dymock, Area Manager 
Gillian Whitehead, Service Delivery Manager 
Clare Lloyd, Service Delivery Coordinator 
Helen Brophy, Housing Advisor 
Kris Jarvie, Admin/Finance Officer 
John Lockhart, Service Improvement Manager 
Lucinda Hughes, Service Improvement Officer 
Jean Wardhaugh, Senior Clerical Assistant 
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Housing Services 
- PSlF Improvement Action Plan 

Milestones I Expected Outcome Measures Action Action 
Code 

This is the main 
action. It should 
be short, easy to 

What is the final read and 

understand' product - the end 
There can Only result or the impact 
be One parent that this action will 
action, you can deliver 
link in 
milestones/sub- 
actions 
afterwards 
Leadership 
Improve the 
way the work of 
the CIG's is 
aligned with the 

1 improvement in 
performance 
results. 

Leadersh i plPa 
rtners 
Ensure the 
involvement of 
customers & 
partners is 

2 systematically 
reviewed. 

- 

Include 
performance 
reporting in all 

3 housing team 
briefings across 
the service 
including 
operations and 
repairs. 

Monthly 
performance 
monitoring and 
the Annual 
Performance 
report to align 
work of CIG's 
with the 
performance 
results. 

Build on the 
already 
comprehensive 
involvement of 
customers & 
partners. 

Evaluation of 
the benefits & 
outcomes of 
partnership 
working. 

ervice should 
etail each 
tilesfone / 
teasure. 

Standard 
Action Plan 
Template for 
each CIG to 
include the 
KPI 's/S PI'S. 

Quarterly 
monitoring at 
MIS. 

Review plan 
for 
involvement 
of customers 
& partners. 

Increased Updates to all 
awareness of staff (at least 
staff of quarterly) 
performance 
issues and 
impact on 
service delivery 

'equency Timescale 

ow often 
Vould this 
rilestone be 
odated i.e. 
ronthly, 
uarterly, etc 

Quarterly 

Annually 

Quarterly 
minimum) 01 

monthly 
(maxim um) 

5 .  by march 
01 0 or April 09 - 
larch I 0  

From 2nd 
Quarter 
201 0/11 

April 201 1 

June 2010- 
March 201 1 

lesponsible Destination 
lfficer 

SMT / Service 

Operational PI, 
lame of person Plan / 

Q&P PSI F 

Operations/ 
'roperty Serv/ 
Development/ 

Q&P 

Quality & 
Perform an ce 

Manager/ 
Property 
Services 
Manager/ 

Operational 
Manager/ 

Development 
Manager 

PSI F 

PSlF 
/MIS 
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Frequency Milestones I Expected Outcome Measures Action Action 
Code 

Service 0 Improvement in Review 
Planning service delivery relevant Quarterly 
Implement new to customers performance 
CIG action 
plans. 

4 

at each CIG; 

corrective 
action to 
inform CIG 
action plan. 

overal I 
satisfaction 
levels with 
housing 
service 
(tenant 
survev) 

0 Identify 

Increase 

Service Expansion of Updaie LHS 
Planning consultations consultation 
Consider the methods used plan where 
appropriatenes in stakeholder appropriate 
s of alternative consultation ImDlement 
forms of 
consultation 
with 
stakeholders. 

Service 
Planninq 
Improve use of 
NL wide 
established 

representing 
traditionally 
'hard to reach' 
groups of 
customers 
Service 
Planning 
Continue to 
develop and 

7 expandof 
SMART targets 

6 groups 

Service 
Planning 
Develop 

8 Workplan for 
Operations 

Tenant 
Participation 
Strategy 
Investigate 
feasibility of 
using Citizen! 
Panel for 
housing 
consultations 

Capture and 
analyse 
feedback from 
under- 
represented 
groups to 
inform housing 
strategy and 
service 
planning 

Incorporate 
within 
consultation 
plans 

Improved 0 

performance 
monitoring of 0 

homeless 
prevention, 
sustainability 
and anti social 
behaviour 

Develop 
indicators 
Monitor 
performance 
Update 
relevant CIG 
action plans 

Yorkplan Implement & 
monitor 
Workplan. 

2 3  

Annual 

Annual 

Monthly 

Monthly 

Destination 
Officer Timescale 

June 201 0 - 
March 201 1 CIG Leaders PSIF/CIG 

Action Plans 

June 2010- 
March 201 1 

June 2010- 
March 201 1 

June 201 0 - 
March 201 1 

July 201 0 

Lynda PSIF/LHS 
Stevenson 

4s per Section PSIF/LHS 

Q & P  PSIF/MIS 

Operations Operations 
Workplan/PSIF 



k t i o n  Action 
Code 

Milestones I Expected Outcome Measures 

Service 
Planning Increased Updates to all 
Service Plan & awareness of staff at least 
LHS to all staff of SOA, annually. 
levels of staff. 

Included in all 
staff team 
briefings. 

CP, SP & LHS. 

People 
Resource 
Line managers 
to review in Clear meeting T.B.A on a team 
consultation structure for all by team basis 
with their teams staff based on needs 

10 at their current 
meetings and 
agree any 
changes. 
(Frequency & 
content to be 
reviewed). 
People Learning and Ensure pre and 
Resource development needs post discussions 
Pre and post are identified and take place before 
discussion discussed prior to and after all 
process to be attending an event learning and 
reviewed and the development 
including the outcome/benefits of events 
monitoring the learning are 
arrangements evaluated on return 
in consultation to ensure the 
with managers learning need has 

People The second stage All job changers 
Resource of the existing and new 
Second stage induction process Managers are 
of the existing be used to meet the effectively 
induction needs of job inducted to their 
process to be changers and new role 
reviewed in Managers. 
consultation 
with managers 

been met. 

People Increased 
Resource awareness of the 
Compare impact of training 
investment in on customer 
customer care satisfaction levels 

13 training with 
customer 
satisfaction 
results 

Improve 
connections 
between the 
delivery of 
customer focused 
training and the 
impact of 
customer 
satisfaction 
performance 

requency Timescale 

Annually April 201 1 Development PSlF 

Annually 
Reviewed 

Quarterly 

Quarterly 

Quarterly 

January 201 0 

July 2010 

July 201 0 

All line 
managers 

PSlF 

Learning and Learning and 
Organisationa Development 

I Plan 
Deve 10 p m e nt/ 
line managers 

Learning and Learning and 
Organisationa Development 

I Plan/Service 
Development/ performance 
line managers Indicators 

Learning and Learning and 
organisational development 
development/ plan/service 
Quality and performance 
performance indicators 



Expected Outcome Action Action 
Code 

14 

15 

16 

People Individuals will be 
Resource developed and their 
Use the KAT as knowledge 
a measurement assessed on an 
for learning and annual basis to 
development measure the impact 
activity and of learning and 
report as a key development 
people result. activities 

,People Improved processes 
Resource for involving and 
Seek feedback empowering 
from employeesemployees 
on the 
effectiveness of 
how the service 
involves, 
empowers and 
communicates. 

People Consistency of 
Resource communication 
All employees methods 
receive regular 
and 
constructive 
feedback 

17 

People Increase awareness 
Resource of employee survey 
Improved use results and issues tc 
of employee be addressed 
survey results 

Frequency milestones I 
measures 
(AT results will Annually 
,e measured and 
:ompared on an 
innual basis 

0 team brief 
internal 
review 

0 employee 
survey 

1-1s 
0 Team briefs 
0 PRD 

rnalysis and 
ieasurement of 
esults to be. 
ublished on an 
lnnual basis 

Annually 

Quarterly 
updates on 

PRD 

Annually 
reviewed 

Destination Res po n s i b I e 
Officer 'imescale - _ _  

Dec 2010 Learning and Learning and 
Organisational Development 
development Plan 

Sept 201 0 Learning and 
organisational 
development/ 
line managers 

SMTILearning 
and 

Development 
Plan 

June 201 0 Learning and Service 
Organisational Performance 
development/ Indicators 

managers 

Sept 2010 Learning and 
organisational 
development 

SMTILearning 
and 

Development 
Plan 



Milestones I MeasuresFrequency Timescale Responsible ORicer Destination Ft:: Y t i o n  Expected Outcome 

Partnership & 
Other - 
Resources 

Improved service 
l8 Handheld process & 

terminals for provision. 
Maintenance 

Handheld 
terminals reviewed 
& considered. 

2011/12 Property 
Services 
Manager 

Officers. 
Partnership & - Other 
Resources 

Accurate Asset 
19 Asset Registers 

Management 
Strategy. 

Review the 
accuracy of assess 
registers & 
Management 
arrangements. 

201 1/12 Property 
Services 
Manager/ 

Development 
Manager 

Asset 
Management 

Plan 

Service 
Processes Increased 
Line Managers awareness of 
to improve performance 

Quarterly 
Chairperson 
meetings 

Quarterly 
chairperson 

meetings 
August 2010 Line Managers Operational - 

plan / PSlF 
arrangements 

performance 
with service 
users 

2o to discuss 

201 1/12 

Customer 
Results 

Comparative 
Deve 10 p Performance 

7 

Quarterly 
Performance 

Quarterly 
Review 

Q&P M IS/PSI F 

Information for Information 
Customer 
Perceptions. 

comparisons 

benchmarking 
authorities for 
customer 
perception 
measures. 
Customer 
Resu Its 

Develop 
22 Performance 

21 with 

Monthly 201 1/12 Comparative Monthly 
Monthly Performance 
Perform an ce I n fo r m a t i o n 

Operations/ MIS/PSIF 
Q&P 

information & Information 
targets for ASB 

Customer 
Resu Its 

Improve key 

information for service users, 
members & 
service users. 
Customer 
Results 

across the 6 
I localities. 

Improved Quarterly 

23 results members & published 
information for Information to be 

7 

Quarterly 201 0/11 Q&P M I S/PS I F 

Monthly 2010/11 Q&P/ M IS/KPI/ 
Operations PSI F/AI P 

Improved Monthly 
Monitor & performance Performance 

Homeless time to case 
Information closure & 28 

24 review for average Information 

day decisions. 

2Q 



Action Action 
Code Expected Outcome 

Customer 
Resu Its 

Monitor and performance in 

performance Management. 
indicators for 
Voids. 
Customer 
Results 

0 Improved 

25 review Void 

- 
0 Development 

26 Develop unit of robust unit 
cost cost 
information. information. 

tlilestones / MeasuresFrequency Timescale Officer Responsible Destination 

Aonthly 
'erform an ce 
nformation. 

Monthly 201 0/11 

1 Pilot study with Annually 2010-2012 
SG & 
HouseMark 

Q&P/ M I S/KPI/ 
Operations PSIF/AI P 

Resources/ PSI F/MI S 
Q&P/ 

Operations 


