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Purpose of Report 

The purpose of this report is to provide the committee with details of the background to the 
201 1/12 Service Plan and to request approval of the attached plan for Housing and Social 
Work Services. (Appendix A). 

Service Planning Process 201 1/12 

Since 2002/03, the Council has operated an integrated approach regarding service 
planning and financial planning. This resulted in the corporate priorities, as set out in the 
Corporate Plan, being aligned with the three-year Financial Plan. Furthermore, the key 
activities proposed within individual Service Plans were aligned to, and therefore consistent 
with, Services' annual budgets. This was made possible through the Spending Review 
process, which saw the Government announcing firm 3-year budgets for the years ahead. 
Consequently, Services' revenue budgets and service plans were considered together by 
committee in a single report. 

The continuation of this integrated approach has not been possible for 201 1-201 2. The 
unprecedented levels of efficiency savings facing the Council extended both the extent and 
duration of the public consultation exercise, resulting in all draft savings options for 201 1- 
2012 to 2012-2013 being considered together at the special Council meeting held on gth 
December 2010. Full details of the Service's total 201 1-2012 revenue budget, including 
allocation of approved efficiency savings, will now be submitted to the 21 April 201 1 
committee meeting for information and noting. 

Service Plans will continue to be linked to Corporate Plan priorities and the Single Outcome 
Agreement . 

Housing and Social Work Services : Service Plan 2011/12 

The Council's revised service planning arrangements were considered and approved by 
the Policy and Resources Committee at its meeting on 3rd June 2010 Service Plans will 
continue to be reported to Committee by exception, on a six monthly basis. 

The format of the Service Plan remains the same and comprises the following three 
elements: 

Strategic Focus from the Executive Director 

This comprises a narrative overview detailing the major local and national factors affecting 
the service for the period of the Service Plan. 
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3.3 

4 

Service Focus 

Part 1 : Service Activity which relates to Corporate Working Group Actions (and the 
Single Outcome Agreement) 

Part 2: Other Service Activity and/or core business activity 

Performance Portfolio 

The Performance Portfolio is designed to capture performance information at Head of 
Service level, giving ‘at a glance’ information for each Service within the authority. This 
includes financial information and a range of performance measures featuring key 
performance measures, customer measures and people measures. 

A copy of the Service Plan for Housing and Social Work Services is attached as Appendix 
A to this report. 

Recommendation 

The Committee is requested to approve the Service Plan 201 1/12 for Housing and Social 
Work Services is attached as Appendix A. 

Mary Castles 
Executive Director 
Housing and Social Work Services 
22 December 2010 

For further information about this report please contact Lynda Stevenson on 01 698 2741 51 
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Appendix A 
Appendix A 

Service Plan 
Strategic Focus - Overview from Executive Director [Housing & Social Work Services] 

Introduction and Main Activities 

Housing and Social Work Services deliver a wide range of frontline services and are committed 
to delivering housing options advice, housing provision and homeless and property management 
services for people across North Lanarkshire. In addition we provide support to individuals and 
families through children’s and families’ services, community care services, justice services and 
advice services. There is significant activity and joint working in the strategic planning of 
services and future provision. This involves a wide range of internal and external partners. Our 
Service Plan is linked to the broader outcomes outlined in the North Lanarkshire Single 
Outcome Agreement. The main national outcomes, which housing and social work contribute to 
are: 

‘We live longer, healthier lives’ 
‘We have tackled significant inequalities in Scottish society’ 

a ‘We have improved the life chances for children, young people and families at risk’ 
a ‘We live our lives safe from crime, disorder and danger’ 
a ‘We live in well-designed, sustainable places where we are able to access the amenities and 

services we need’ 
a ‘We have strong, resilient and supportive communities where people take responsibility for 

their own actions and how they affect others’ 
a We will increase the proportion of people needing care or support who are able to sustain an 

independent quality of life as part of the community, through effective joint working. 

Our service planning process is influenced by a number of factors. These include legislation, 
Scottish government policy and guidance, inspection processes, demographic and other local 
factors and our own drive for continuous improvement. The legislative and policy context 
influencing service planning includes: 

a 

a 

a 

a 

a 

a 

a 

a 

a 

a 

a 

a 

a 

a 

a 

a 

a 

a 

a 

a 

a 

Housing (Scotland) Act 2001 
Homelessness etc (Scotland) Act 2003 
Environmental Assessment (Scotland) Act 2005 
Management of Offenders etc (Scotland) Act, 2005 
Housing (Scotland) Act 2006 
“Getting it Right for Every Child”, 2006 
Social Work (Scotland) Act (1 968) 

Children (Scotland) Act (1 995) 
NHS & Community Care Act (1990) 
Mental Health (Care and Treatment) (Scotland) Act (2003) 
Management of Offenders etc (Scotland) Act (2005) 
Adult Support and Protection (Scotland) Act (2007) 
For Scotland’s Children (2000) 
Getting it Right for Every Child (2005) 
A Joint Future (2000) 
Multi-Agency Public Protection Arrangements (2007) 
Reshaping Care for Older People (2010) 
Towards a Mentally Flourishing Scotland Policy and Action Plan 2009 
Climate Change (Scotland) Act 2009 
Private Rented Housing Bill 
Climate Change (Scotland) Act 2009 - 2020 Target 
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Introduction and Main Activities 

Legislation is the main driver for the provision of our services and support to individuals, some of 
whom are the most vulnerable in society. 

The 2010 Housing (Scotland) Bill has now been passed by the Scottish Parliament. It introduces 
further reforms to the Right to Buy and modernisation of the regulation of social housing. It also 
includes the new Scottish Social Housing Charter which sets national outcomes and standards to 
be met by all social landlords. A more recent amendment to the Bill will place a duty on local 
authorities to assess the housing support needs of homeless households and provide services 
where a need is identified. 

The Criminal Justice and Licensing Act (201 0) includes Community Payback Orders based on a 
presumption against short prison services and on offenders addressing their behaviour through 
manual labour. Justice services will be responsible for the implementation of the new system of 
Community Payback Order scheme, commencing in 201 1. 

Local context 

These national priorities have to be balanced with our local priorities which have been identified 
through the NL Single Outcome Agreement. The service works with people who may be 
disadvantaged by age, disability, poverty, ill health, discrimination, social circumstances or a 
combination of these factors. Demand for our services is high as a direct consequence of 
relatively poor health and high levels of deprivation in North Lanarkshire. Within North 
Lanarkshire we face the following challenges: 

Meeting housing need and demand associated with the projected growth of approximately 
24,800 additional households by the year 2033. 
A shortage of affordable housing provision and how to make best use of the existing stock to 
meet housing needs more effectively. 
Continued investment and improvement of our housing stock to achieve the Scottish Housing 
Quality Standard by 201 5 and addressing housing stock quality issues across all tenures. 
Improving neighbourhoods through both regeneration activities and the provision of a high 
quality housing management and support service. 
The need to respond to the implementation of homelessness legislation on various fronts 
(increasing temporary accommodation, meeting removal of ‘priority need’ category in 201 2). 
Continue to improve the established joint working between social work services, NHS 
Lanarkshire and other partners to achieve positive outcomes for service users 
Prevent avoidable admissions to hospitals and ensure speedy, appropriate discharges 
Continue to develop resources and partnership working to ensure children and families who 
require support receive the most effective assistance 
Make our communities safer through joint working between justice services and other key 
partners 
The projected increase in the older population and single person households will influence the 
type and range of housing and associated support required. 
Ensuring that the risk of households living in fuel poverty is minimised. 
Rising public expectations and demand for highly personalised services. 
Ensuring the appropriate organisational structure and resources are in place to deliver housing 
and social work services within a value for money framework 

The current economic environment will adversely affect many North Lanarkshire’s residents’ 
ircumstances in the short to medium term and increase demand for our services including 
housing advice & assistance, homelessness assistance and key social work services. This places 
sdditional pressure on our services but we remain committed to providing quality services and 
working with other partners to make best use of existing resources. 
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1 Introduction and Main Activities 

Housing & Social Work Services in North Lanarkshire are committed to assisting people achieve 
their potential and be included, safe and healthy. There are three key social work service strategic 
objectives to help realise this vision, namely: 

That more people are enabled to remain at home, as an alternative to institutional care 
0 That people receive improved outcomes through faster access to services 
0 That people receive improved outcomes through better quality services 

Corporate Plan Responsibilities 

Housing and Social Work Services main responsibility within the Corporate Plan lies within the 
Health and Wellbeing theme which has a variety of indicators which fall under the following 
Strategic Measures of Success:- 

* Excellent health and care services that are timely, effective and centred around individuals 
More people have the benefit of better physical and mental wellbeing and reduced health 
inequalities 
Improved access to good quality and affordable housing in safe and pleasant 
environments 

Our other responsibilities within the Corporate Plan lie within Environment (‘A safe, clean and 
attractive environment for the communities of North Lanarkshire’) and Regeneration (‘Enhanced 
physical and community infrastructure and further strengthened social networks to support the 
regeneration of local communities’) Key Corporate Themes. 

Strategic Focus for 2011112 

The service has in place a set of strategies that are designed to manage increasing need at a 
time of relatively diminishing resources. Key strategies and approaches include: 

The Local Housing Strategy 
The Temporary Accommodation Strategy 
Housing Needs Your Services approach 
Shifting the Balance of Care (2009) 
Carers Strategy for Scotland (2010 - 2015) 
Self Directed Support Strategy (Consultation Draft) 201 0 
National Dementia Strategy for Scotland (201 0) 

All of these strategies are designed to maximise people’s choice and control over their own lives 
and to enhance their capacity for independence. 

The vision of the new Local Housing Strategy for 201 1-16 is to build housing futures for all people 
in North Lanarkshire by meeting their housing needs and providing opportunities for them to fulfil 
their housing aspirations. In the new LHS six key strategic housing outcomes have been 
identified and proposed: 

1: Housing need is resolved as quickly as possible and people can meet their housing 

2: Homelessness is reduced through the provision of a high quality housing options and 

3: Older people and those with particular housing needs can live independently through 

aspirations. 

support service. 
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Strategic Focus for 201 1/12 
the provision of accessible homes and support services. 

4: All people at risk of experiencing fuel poverty have a warm and affordable home. 
5: The quality and energy efficiency of homes across all tenures in North Lanarkshire is 

6: People are able to live in good quality neighbourhoods. 
improved and this contributes to meeting the climate change target. 

The Service Plan sets out future priorities and the action the service will take to deliver service 
strategic and operational priorities into 201 1/12. The plan identifies key service activities 
supported by a series of detailed milestones which provide the basis for the service’s activities 
for the forthcoming year against which progress can be monitored. The detailed key service 
activities: 

0 

0 

0 Integrate major policy initiatives 
0 

Focus on service delivery, incorporating locality and person centred services 
Identify where the most significant service improvements will be made 

Capture service, quality, performance and cost criteria enabling these to be considered 
in a way that lends itself more strategically to option appraisal and the identification of 
further efficiencies. 

0 Structure Review for Estate Services within Housing 
0 Review of Out of Hours Service delivery within Housing 
0 Produce new Local Housing Strategy 201 1-1 6 

Engagement with Customers and Community 

Housing and Social Work Services’ Engagement Strategy (201 0) makes the following 
com m i tmen ts : 

0 

0 

0 

0 

0 

We will be clear about the aims of any involvement or consultation and how 
information will be used in the decision-making process. 
We will undertake activities to fill gaps in our knowledge or provide new insights 
We will ensure that groups and individuals interested or affected by a particular 
issue will be targeted and engaged in the process. 
Barriers to involvement will be identified and overcome. 
We will adhere to the National Standards for Community Engagement. 

The strategy allows acknowledges that engagement may take place using different approaches 
appropriate to the situation including the following: 

Informing: Providing information about our services and how we communicate with people will 
help to determine whether people can access our services and also determine the quality of the 
service they then receive. 
Asking and listening: Regularly ask service users and carers for their views and opinions so that 
they can influence the decisions we make. 
Involving: A good example of this is through our Health and Care Partnership and Partnership 
Boards. 
Building Capacity: 
Building the capacity for engagement seeks to redress the imbalance between who holds 
information and resources and lead to more positive outcomes for all. 

Housing Services consult with their stakeholders on both strategic and operational issues. 
Feedback from consultation processes is considered and used to develop/improve our 
procedures and strategies. We use a consistent approach for communicating with all our 
stakeholders. 
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Engagement with Customers and Community 

Communication plans for consultations are devised identifying key stakeholders and indirectly 
identifies the met hods of consu I tat ion : 

Stakeholder events; 
Tenants Conference; 
Attendance at specific groups; 
Briefing sessions; 
Tenants survey; 
Schedule for press releases etc; 
Focus groups; 
Customer feedback mailers. 

We publish reports on the consultation events we hold and include feedback received from 
stakeholders. We also publish a quarterly strategy newsletter which is circulated to key 
stakeholders to keep them informed on progress and introduction of specific aspects of our 
policies. 

The Tenant Participation Strategy details how Housing Services will meet their statutory duty to 
consult and involve their tenants. It contains the ‘Annual diary of participation/tenant consultation 
opportunities’ which highlights some of the intended methods and events we will use to 
communicate and consult with our tenants. 

Within social work services, individual service users and carers are active participants in 
determining the desired outcomes and reviewing progress on a planned basis. Service users’ 
surveys, including the latest in 201 0, use questionnaires and focus groups to ascertain views and 
areas for developments. Social services work closely with key representative organisations 
including those representing people with mental health issues, disabilities, older people and 
children. In addition, these organisations are represented in the governance arrangements 
including the North Lanarkshire’s Health and Care Partnership, locality health and care 
partnerships and care group partnership boards (addictions, mental health, older people, 
disabilities, children, young people and their families. 

The corporate Complaints/Comments and Compliments procedure provides a number of 
communication channels available to our stakeholders (service users; and, partners). 
Communications are received in person, by telephone, email, fax, via the web and in writing. The 
implementation of the corporate Frontline system ensures correspondence is dealt with quickly 
and professionally. As a corporate communication vehicle, it ensures consistency in approach 
throughout the council. The information captured is used to identify areas of good practice and 
identify areas which require improvement. 
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Service Focus - Head of Housing Services 

Corporate Working Group Indicator 
Total number of affordable housing completions in North 
Lanarkshire 
Corporate Working Group Action 2011/12 
Deliver the affordable housing investment programme in 
partnership with the Scottish Government 
Deliver the Council's new build housina Droaramme 

Part I : Activity related to Corporate Working Groups 

Baseline Target 201 1/12 
244 254 

Start Date End Date 
01 /04/11 31/03/12 

01/04/11 31/03/12 

I Corporate Theme: I 

Key Service Action 201 1/12 
Implement new Local Housing Strategy 201 1-1 6 

Start Date 
01/04/11 

Strategic Measure of Success: 

End Date 
3 1 /03/16 

Health &Wellbeing 

Improved access to good quality and affordable housing in safe 
and pleasant environments 

Publish and implement Housing Options Guide 

~~ 

Improved housing choices in the size and types that people 
want in the areas they want to live and that they can afford 

0 1 /04/11 3 1 /03/12 

Strategic Measure of Success: Improved access to good quality and affordable housing in safe 
and pleasant environments 

I 01/04/11 
Complete Council new build programme at Clarkston, 
Coshneuk, North Road 

Corporate Working Group Indicator Baseline I Target 2011/12 

I Corporate Theme: 

Number of homeless aDDlications to the Council 

I Health &Wellbeing 

3.500 3.000 

Key Service Action 2011/12 
Update Temporary Accommodation Strategy action 
plans and targets 

Local Outcome: 

Start Date End Date 
01/04/11 31 /03/16 

Improved Services to prevent homelessness and help all 
households who are homeless to secure suitable 
accommodation 

Corporate Working Group Indicator 
Homeless applications as a percentage of all households 

Baseline Target 201 1/12 
2.49% 2.10% 

Corporate Working Group Indicator 

assessed as being in Priority Need 

Corporate Working Group Indicator 
Number of homeless households accessing a permanent 
tenancy in the social rented sector 
Corporate Working Group Action 201 1/12 
Allocate 40% of all social rented housing to statutory 
homeless households 

Percentage of applicants found to be homeless 
Baseline Target 2011/12 

92% 95% 

Baseline Target 2011/12 
1,250 1,250 

Start Date End Date 
01 /04/11 3 1 /03/12 
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Corporate Theme: 

Strategic Measure of Success: 

Local Outcome: 

Health &Wellbeing 

Improved access to good quality and affordable housing in safe 
and pleasant environments 

Improved housing conditions and progress towards achieving 
Scottish Housing Quality Standard in our own stock 

Corporate Working Group Indicator 
Percentage of council stock meeting SHQS 
Corporate Working Group Action 201 1/12 
Deliver an enhanced HRA Capital programme of f36.6m 
to improve council's housing stock and surrounding 
environment 

Baseline Target 201 1/12 
49.7% 67% 

Start Date End Date 
01104/11 3 1 /03/12 

Key Service Action 201 1/12 
Improve energy efficiency of council stock by increasing: 

0 Loft Insulation 

0 Double Glazing 

0 New heating systems 

Review impact of energy efficiency works on Council 
~ Stock 

Start Date 
01/04/11 

1 Undertake Options Appraisal on renewables 1 01/04/11 
Review operation/outcomes of Energy Unit 01/04/11 

End Date 
31/03/12 

I Percentage of all social rented stock meeting SHQS 

31/03/12 

32% 68.7% 

31/03/12 I 

Corporate Working Group Indicator 
Assist owners to undertake necessary works to their own 
home 

31 /03/12 

Baseline Target 201 1/12 
1,300 1,300 

Key Service Action 2011/12 
Review the scheme of assistance for home owners 

Start Date End Date 
0 1 /04/11 31/03/12 

Achieve target spend of private sector investment 
programme 

I 01/04/11 31/03/12 
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Corporate Theme: 

Strategic Measure of Success: 

Local Outcome: 

Health &Wellbeing 

Improved access to good quality and affordable housing in safe 
and pleasant environments 

Improved range of housing and support options for those with 
particular needs 

Corporate Working Group Indicator 
Increase the range of housing options available to meet 
particular needs: 

0 Amenity Units 
0 Wheel Chair Units 

Corporate Working Group Action 2011/12 
Deliver an increased number of amenity and wheelchair 
units through Council New Build Programme 

Key Service Action 2011/12 
Develop respite accommodation to give people with 
particular needs and their carers a break 

Baseline Target 201 1/12 

11 (NLC) 
3 (NLC) 

Start Date End Date 
01/04/11 3 1 /03/ 1 2 

Start Date End Date 
01/04/11 3 1 /03/ 1 2 

I 31103/12 
Review outcome of LHS co-production pilot for people 
with disabilities 

Strategic Measure of Success: 

Review services to help disabled and elderly 
homeowners repair, improve or adapt their homes in 
order to remain at home in their own communities 

A safe, clean and attractive environment for the communities of 
North Lanarkshire 

01/04/11 

, Corporate Working Group Indicator 
Effective use of Antisocial Behaviour Order (ASBO), 
Acceptable Behaviour Agreement (ABA) and 
Unacceptable Behaviour Notification (UBN) 
Corporate Working Group Action 201 1/12 
Reduce the number of people reporting harassment, 
intimidation or neighbour disputes 

31/03/12 

Baseline Target 2011/12 
ASBO- 20 

ABA -25 
UBN - 30 

Start Date End Date 
01/04/11 3 1 /03/ 1 2 

1 Corporate Theme: 

Key Service Action 201 1/12 
Continue to widen scope of mediation within Housing 
Services including introducing mediation pilot for 16-21 
year olds to reduce homeless presentations 

I Environmental 

Start Date End Date 
01/04/11 3 1 /03/12 

Local Outcome: Impact upon disorder, antisocial behaviour, violence and abuse 
within communities 

Develop line management responsibility for Victim 
support. I 31/03/12 

01/04/11 
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Corporate Theme: 

Strategic Measure of Success: 

Local Outcome: 

Regeneration 

Enhanced physical and community infrastructure and further 
strengthened social networks to support the regeneration of 
local communities 

Strong, sustainable communities and attractive places to live 
and visit 

Corporate Working Group Action 2011112 
Deliver an enhanced HRA Capital programme of f36.6m 
to improve council's housing stock and surrounding 
environment 

17 

Start Date End Date 
01/04/11 31/03/12 

Key Service Action 201 1/12 
Oversee programme for demolition element of Glencairn 
Tower 

Start Date End Date 
01/04/11 3 1 /03/12 



Service Focus - Head of Housing Services 

Corporate Theme: 

Strategic Measure of Success: 

Part 2: Other Service Priorities 

Health and Wellbeing 

Improved access to good quality and affordable housing in safe 
and pleasant environments 

Service Priority / Other Action 
Plan: 

1 Local Outcome: I I 
Continue to develop our organisational capacity to better meet 
our service objectives 

Develop and Implement Tower Strategy 01/04/11 3 1 /03/12 

Roll out access to MYSWIS for all locality managers 01/04/11 3 1 /03/ 1 2 

Key Service Action 2011/12 
Implement Phase 3 Restructure for Housing and Social 
Work Services 

Start Date End Date 
01/04/11 3110311 2 

1 Corporate Theme: 

Strategic Measure of Success: 

I Health and Wellbeing 

Improved access to good quality and affordable housing in safe 
and pleasant environments 

Local Outcome: 

Service Priority I Other Action 
Plan: 

Improve access to our Services and ensure they are efficient and 
effective 

Key Service Action 201 1/12 
Monitor new Joint Venture Repairs and Gas contracts 

Start Date End Date 
01/04/11 3 1 /03/12 

Key Service Action 2011/12 
Implement Services Procurement Plan for Measured 
Term Contracts 

Start Date End Date 
01/04/11 31/03/12 

Key Service Action 201 1/12 
Monitor and review implementation of Allocation Policy 
Review: 

Phase 1 
0 Phase2 
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Start Date End Date 
01/04/11 3 1 /03/12 

Key Service Action 201 1/12 
Develop and Monitor unit costs as part of Scottish 
Government pilot with Housemark 

Start Date End Date 
01/04/11 3 1 /03/12 

Key Service Action 2011/12 
Develop and implement handheld technology 

Start Date End Date 
01/04/11 3 1 /03/12 



Key Service Action 201 1/12 
Implement any proposals accepted by the Council 
through Hard Choices and Big Decisions Consultation 

Corporate Theme: 1 Health and Wellbeing 

Start Date End Date 
01/04/11 31/03/12 

Strategic Measure of Success: 

Local Outcome: 

Improved access to good quality and affordable housing in safe 
and pleasant environments 

Service Priority / Other Action 
Plan: 

recommendations for Anti-Social Behaviour, 
Homelessness and Repairs 

Deliver services to make our communities safer and meet our public 
protection responsibilities 

I Corporate Theme: 

Key Service Action 201 1/12 
Review and implement out of hours proposals and 

I Health and Wellbeing 

Start Date End Date 
01/04/11 31/03/12 

Strategic Measure of Success: Improved access to good quality and affordable housing in safe 
and pleasant environments 

Local Outcome: 

Service Priority / Other Action 
Plan: 

Achieve housing market balances by increasing the supply of 
affordable homes, and make best use of existing stock 

Key Service Action 201 1/12 
Tackle low demand housing and reduce the number and 
frequency of empty homes in affected areas 

Start Date End Date 
0 1 /04/11 3 1 /03/12 

Corporate Theme: Health and Wellbeing 

Storey Blocks of flats to address serious stock condition 
pro blem s 

Strategic Measure of Success: 

Local Outcome: 

Improved access to good quality and affordable housing in safe 
and pleasant environments 
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Service Priority / Other Action 
Plan: 

Continue to deliver our community regeneration priorities 

Key Service Action 2011/12 
Progress regeneration strategies within priority areas 

Start Date End Date 
01/04/11 31/03/12 

Key Service Action 2011/12 
Finalise and progress proposals for Cumbernauld Multi 

Start Date End Date 
01/04/1 1 31/03/12 

Key Service Action 2011/12 
Continue to support owners in priority areas to put in 
place suitable factoring arrangements 
Activities 
Implement Factoring Initiative within Millcroft Road, 
Greenrig Road, Carbrain 

Start Date End Date 
01/04/11 31/03/12 

Start Date End Date 

01/04/11 31/03/12 



Corporate Theme: 

Strategic Measure of Success: 

Local Outcome: 

Health and Wellbeing 

Improved access to good quality and affordable housing in safe 
and pleasant environments 

1 Service Priority / Other Action 
Plan: 

Continue to develop effective performance management frameworks 

Key Service Action 2011/12 
Strengthen approach to Customer Feedback 

I Corporate Theme: 

Start Date End Date 
01/04/11 31/03/12 

I Health and Wellbeing i 

Key Service Action 2011/12 
Further improve performance average days void and 
void rent loss 
Activities 
Review and implement new procedures for managing 
void houses 
Review portfolio of temporary accommodation 

Implement Marketing Strategy for ‘You Home’ void 
initiative 

Key Service Action 2011/12 
Continue to develop MIS Trend Analysis linking to House 

Start Date End Date 
01/04/11 31/03/12 

Start Date End Date 
01/04/11 31/03/12 

01/04/11 31/03/12 

01/04/11 31/03/12 

Start Date End Date 
01/04/11 3 1 /03/12 

1 Local Outcome: I I 

Key Service Action 201 1/12 
Develop Regulatory Framework to encompass PSlF 
Action Plan, SRF Action Plan and CSE requirements 

Start Date End Date 
0 1 /04/11 3 1 /03/12 

Strategic Measure of Success: Improved access to good quality and affordable housing in safe 
and pleasant environments 

I Behaviour and Homelessness Service Users 

Service Priority / Other Action 
Plan: 
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Continue to develop how we involve our service users, carers 
and other stakeholders in the planning and delivery of services 

Key Service Action 2011/12 
Develop new Tenant Participation Strategy for 201 3-16 
Activities 
Establish 4 new tenants and residents groups 

Start Date End Date 
01/04/11 31/03/12 
Start Date End Date 
01/04/11 31/03/12 

Key Service Action 201 1/12 
Develop Customer Feedback Analysis for Anti-Social 

Start Date End Date 
0 1 /04/11 3 1 /03/12 



1 Corporate Theme: 1 Health and Wellbeing ~ 

Strategic Measure of Success: Improved access to good quality and affordable housing in safe 
and pleasant environments 

I Local Outcome: I I 
Service Priority I Other Action 
Plan: 

Homelessness is reduced through the provision of a high quality 
housing options and support service 

Key Service Action 2011/12 
Continue to implement procedural reviews from Housing 
Needs Your Services Continuous Improvement Group 

Start Date End Date 
0 1 /04/11 3 1 /03/12 
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Key Service Action 2011/12 
Roll out Income Maximisation, Mediation, Advice and 
Sustainability pilot to all six localities 

Key Service Action 2011/12 
Review and further maximise Care Commission Grading 

Start Date End Date 
01/04/11 31/03/12 

Start Date End Date 
01/04/11 3 1 /03/12 



Service Focus - Social Work Services 

Local Outcome: 

Part 1 : Activity related to Corporate Working Groups 

Improve care and support through better quality of 
services 

i Corporate Theme: I Health and Wellbeing I 

Key Service Action 201 1/12 
Increase the range of choices available to service users 
Activities 
Complete roll out of the In Control model and extend to 
all adult care groups. 
Identify and implement an individual budget for people 
with complex needs. 
Increase number of people with individual budgets by 
20% annually from a baseline of 70 

Strategic Measure of 
Success: 

Start Date End Date 
01/04/11 31/03/12 

Start Date End Date 

01/04/11 3 1 /03/12 

01/04/11 31/03/12 

01/04/11 31/03/12 

Excellent health and care services that are timely, 
effective and centred around individuals 

Corporate Working Group Action 201 1/12 
Joint Priorities for Community Care: we will reduce the 
number of people who receive long-term hospital and 
other institutional care by closing hospital provision, 
reconfiguring residential provision, ensuring appropriate 
housing options for people leaving long-term care and 
continuing to provide integrated day opportunities. 

Start Date 

01/04/09 

Corporate Working Group Indicator 
Sustain the number of adults aged 18 and over with a 
high level of support needs to live independently in the 
community (includes supported living and supported 
employment) 

Corporate Working Group Action 201 1/12 
Joint Priorities for Community Care: we will work to make 
more opportunities available to people with a disability to 
improve independence and responsibility by ensuring 
appropriate housing provision through further 
development of the supported living programme for 
people leaving group living arrangements 

Baseline 
Supported living: 
5% of current 
service users have 
a personal budget 

Supported 
employment: 128 

Start Date 

0 1 /04/09 

Taraet 201 1/12 
Supported living 
55% of service 
users to have 
personal budget 

Supported 
employment: 130 

End Date 

31/03/12 

End Date 

31/03/12 
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Key Service Action 2011/12 
Ensure outcomes for specific individuals and carers are 
included in assessment and planning processes 
Activities 
Continuation of personal outcomes plan across all care 
groups 
Implement outcomes review tool in assessment and 
planning 
Complete 650 reviews for people in supported living 
arrangements. 
Implement target of 95% of reviews taking place within 

Start Date End Date 

01/04/11 31/03/12 
Start Date End Date 

01/04/11 31/03/12 

01/04/11 3 1 /03/12 

01/04/11 31/03/12 

1 appropriate timescales. 01/04/11 31/03/12 

Key Service Action 2011/12 
Complete redesign of residential services 

Start Date End Date 

Activities 
Establish annual 5% reduction in nursing home beds for 

0 1 /04/11 3 1 /03/12 
Start Date End Date 
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Activities 
Establish annual 5% reduction in nursing home beds for 

n i /nul  I 3 1 /03/12 
Start Date End Date 

1 adults 01/04/11 31/03/12 

Key Service Action 201 1/12 
Further development of early, minimum intervention 
services for people with Long Term Conditions, including 

Start Date End Date 
01/04/11 31/03/12 

school leavers 
Activities 
Strengthen the work of locality planning groups through 
improving identification of people with long-term 
conditions and appropriate targeting of resources 
Improve service planning by enhancing our links with 
relevant health services and making effective use of 
available data 
Establish reliability of SPARRA data and its use in 
planning services 
Develop rehabilitation approach for people with long term 
conditions and disabilities by linking with existing 
reablement and self-directed support initiatives 
Increase numbers accessing short term, focused 
intervention to enhance life opportunities by 10% 
(baseline 375) 

Start Date End Date 

0 1 /04/10 31/03/11 

0 1 /04/11 31/03/12 

01/04/11 31/03/12 

01/04/11 31/03/12 

0 1 /04/11 31/03/12 



1 Corporate Theme: I Health and Wellbeing I 

Key Service Action 201 1/12 
Work with NHSL and other partners, using Lean 

Strategic Measure of 
Success: 

Start Date End Date 
0 1 /04/11 31/03/12 

Excellent health care services that are timely, effective 
and centred around individuals 

methodology, to redesign key processes as older people 
move between hospital and community 
Activities 
Implement short stay care home model at the newly 
refurbished Monklands and Muirpark care homes 

Local Outcome: 

Start Date End Date 

01/04/11 3 1 /03/12 

Improve care and support through faster access to 
services 

Key Service Action 201 1/12 
Improve locality based access to essential equipment 
Activities 
Roll out fast track facilities to all social work localities 

Start Date End Date 
01/04/11 31/03/12 

Start Date End Date 
01/04/11 31/03/12 

Key Service Action 2011/12 
Take action to reduce the incidence of falls amongst 
older people 
Activities 
Work with Voice of Experience and other partners to 
develop a comprehensive information strategy to advise 
older people and their carers on causes of falls, 
preventable measures and sources of advice and 
assistance 

Start Date End Date 
01/04/11 3 1 /03/12 

Start Date End Date 
01/04/11 31/03/12 
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Service Focus -Social Work Services 

Part 2: Other Service Priorities 

Key Service Action 201 1/12 
Improve support to and engagement with carers, 
including increasing uptake of carers’ resource plans 
Activities 
Develop guided self assessment for carers 
Incorporate carers outcomes into reflective practice 
training events 

Key Service Action 2011112 
Implement Phase 2 of Getting It Right for Every Child 
(GIRFEC) 
Activities 
Continue to implement and improve the quality of 
integrated assessments and outcome focussed planning 
Further develop quality assurance model and roll out 
across all localities 
Refine multi-agency domestic abuse screening approach 
and roll out to all localities 

1 Corporate Theme: 

Start Date End Date 
01/04/11 3 1 /03/12 

Start Date End Date 
01/04/11 3 1 /03/12 

01/04/11 3 1 /03/12 

01/04/11 3 1 /03/12 

Start Date End Date 

0 1 /04/11 3 1 /03/12 

01/04/11 31/03/12 

01/04/11 31 /03/12 

Strategic Measure of 
Success: 

Local Outcome: 

Service Priority / Other Action 
Plan: 

Key Service Action 201 1/12 
Continue to maintain or reduce numbers of 
accommodated children 

Health and Wellbeing 

01/04/11 3 1 /03/12 

Excellent health and care services that are timely, 
effective and centred around individuals. 

Increase the proportion of people needing care or support 
who are able to  sustain an independent quality of life as 
part of the community, through effective joint working. 
Improve care and support through better quality of 
services 

Activities 
Continue to support the provision of kinship care 
placements for children and young people within their 
extended families and communities 

Start Date End Date 

3 1 /03/ 1 2 0 1 /04/11 

Key Service Action 201 1/12 
Continue to improve outcomes for children and families 

Start Date End Date 
0 1 /04/11 31/03/12 

through targeted intensive support and early intervention 
services 
Activities Start Date End Date 
Maintain and reduce where appropriate the numbers of 
children requiring to be accommodated 
Continue to reduce the number of looked after children 
who are accommodated outwith North Lanarkshire 

25 

0 1 /04/11 31/03/12 

01/04/11 31/03/12 



Key Service Action 2011112 
Deliver continuous improvement in Home Support 
Service 

Start Date End Date 
01/04/11 31/03/12 

Corporate Theme: 

Activities 
Improve targeted home support delivery to people living 
at home with complex needs 
Increase use of assistive technology, where appropriate, 
to enhance overnight resources 
Improve outcomes for residents of sheltered housing 
who use home care services 

Key Service Action 2011/12 
Continue to enable older people to remain independent 
by rolling out the model of integrated day services 
Activities 
Complete roll out of model by implementing it in 
Cumbernauld locality 

Strategic Measure of 
Success: 

Start Date End Date 

01/04/11 3 1 /03/12 

01/04/11 31/03/12 

01/04/11 31/03/12 

Start Date End Date 
01/04/11 31/03/12 

Start Date End Date 

01/04/11 31/03/12 

Local Outcome: 

Key Service Action 201 1/12 
Implement Phase Ill of ServiceEtaffing Review of Social 
Work Emergency Service (SWES) 
Activities 
Measure effectiveness of redesigned service introduced 
in Phases I and II 
Review and evaluate impact of service redesign on 
service deliverv and outcomes for service users 

Service Priority / Other Action 
Plan: 

Start Date End Date 
01/04/11 3 1 /03/12 

Start Date End Date 

0 1 /04/11 31 /03/12 

01/04/11 3 1 /03/12 

Health and Wellbeing 

Excellent health and care services that are timely, 
effective and centred around individuals. 

Improved care and support through faster access to 
services. 
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Strategic Measure of 
Success: 

Excellent health and care services that are timely, 
effective and centred around individuals 

Local Outcome: 

Service Priority Other Action 
Plan: 

improved emotional wellbeing of North Lanarkshire 
residents 
Continue to make positive impact on reducing number of 
suicides and attempted suicides 

Key Service Action 201 1/12 
Contribute to national policy objective of reduction in 

Start Date End Date 
01/04/11 31/03/12 

preventable suicides 
Activities 
Continue to provide suicide prevention training for 
appropriate staff and targeted community groups 
Continue awareness raising by collaborative working 
across the areas of mental health, addictions, AIDS/HIV 
and suicide prevention 
Increase numbers of staff trained in ASIST by 10% 
annually (baseline 350) 

Strategic Measure of 
Success: 

Start Date End Date 

01/04/11 31/03/12 

01/04/11 31/03/12 

01/04/11 31/03/12 

Excellent health and care services that are timely, 
effective and centred around individuals 

Increase numbers of staff undertaking Safe Talk training 
by 10% annually ( baseline 182) 

Roll out of Suicide Assessment and Treatment Pathway 
toolkit to all social work localities 

0 1 /04/11 3 1 /03/12 

01/04/11 3 1 /03/12 

Conduct an independent review of Choose Life 
0 1 /04/11 31/03/12 
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Corporate Theme: Health and Wellbeing 

Local Outcome: 

Service Priority Other Action 
Plan: 

Improved care and support through better quality of 
services. 
COntinUOUS improvement Of  Services to achieve effective 
outcomes for service users and carers. 

Key Service Action 201 1/12 
Continue to ensure full compliance with Adult Support 

Start Date End Date 
0 1 /04/11 31/03/12 . .  

and Protection (ASAP) legislation. 
Activities 
Continue to develop ASAP information for use by staff, 
partners and communities 
Implement annual sampling of 20 ASAP cases 

Start Date End Date 

0 1 /04/11 31/03/12 

01/04/11 31 /03/12 



Key Service Action 201 1/12 
Increase number of foster parents 
Activities 
Continue ongoing campaign to recruit foster parents 
In addition to general recruitment, target recruitment of 
foster carers for specific age groups 

Start Date End Date 
01/04/11 31/03/12 

Start Date End Date 
01/04/11 3 1 /03/12 

01/04/11 3 1 /03/12 

Key Service Action 201 1/12 
Continue to provide high quality residential services to 
children and young people through Children’s Houses 
Activities 
Further develop the skill base of the residential child care 
workforce in line with the requirements of the Scottish 
Social Services Council 

End Date 
31/03/12 

Start Date End Date 

01/04/11 31/03/12 
Start Date End Date 

01/04/11 3 1 /03/12 

Corporate Theme: 

Strategic Measure of 
Success: 
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Health and Wellbeing 

More people have the benefit of better physical and mental 
wellbeing and reduced health inequalities. 

Local Outcome: 

Service Priority Other Action 
Plan: 

Increase the number of people enjoying the benefits of a 
physically active life 
Establish reliable measure of impact together with focus 
on maintaining progress on health and well being issues 

Key Service Action 201 1/12 
To work with the health and wellbeing group to meet 
their Action Plan objectives, including developing a 
Health and Wellbeing Outcomes Framework, which 
reflects the diversity of health improvement work and will 
serve as a guide for the development of the 201 1 SOA. 
Activities 
Support and develop the work plans of the themed 
working groups of the Health and Wellbeing Group 

Start Date 
01/04/11 

Start Date End Date 

01/04/11 31/03/12 



Corporate Theme: 

Strategic Measure of 
Success : 

1 Local Outcome: I Reduced impact of alcohol and substance use. i 

Health and Wellbeing 

More people have the benefit of better physical and mental 
wellbeing and reduced health inequalities. 

Sewice Priority Other Action 
Plan: 

Improve levels of successful completions in treatment 
programmes 

I Local Outcome: I Reduced impact of alcohol and substance use. I 

Corporate Theme: 

Strategic Measure of 
Success: 

Health and Wellbeing 

More people have the benefit of better physical and mental 
wellbeing and reduced health inequalities. 

Service Priority / Other Action 
Plan: 

Improve staff awareness and skills on substance misuse 
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Key Service Action 201 1/12 
Develop staff awareness and skills on substance misuse 
Activities 
Complete staff training in Alcohol Related Brain Damage 
(ARBD) 
Include the Hepatitis ‘C’ Action Plan in workforce training 
and staff briefings 

Start Date End Date 
3 110311 2 

Start Date End Date 

01/04/11 3 1 /03/12 

01/04/11 3 1 /03/12 

0 1 /04/11 

Key Service Action 201 1/12 
Develop skills within the Integrated Addiction Services 
(IAS) 
Activities 
Introduce Scottish Recovery Indicators as basis for audit 
of imDact of work 

Start Date End Date 

3 1 /03/12 
Start Date End Date 

01/04/11 3 1 /03/12 

0 1 /04/11 



Strategic Measure of 
Success: 

Local Outcome: 

The council, working in partnership, will provide high 
quality, customer focused, accessible services making 
best use of a committed, effective and organised 
w o rkfo rce . 
An efficient and effective council 

Service Priority Other Action 
Plan: 

Ensure equalities agenda in service reflects best practice 
and legislation 

Key Service Action 201 1/12 
Ensure equalities agenda in service reflects best practice 
and legislation 
Activities 
Promote knowledge, skills and awareness of equality 
issues through increased access to resources, 
information and training. 
Ensure Equality Impact Assessments are published in 
line with legislative requirements, through administration 
of the on-line toolkit. 

31/03/12 

Start Date 

01/04/11 
Start Date 

01/04/11 

0 1 /04/11 
I 

Corporate Theme: 

3 1 /03/12 I 
Environment 

Local Outcome: 

service Priority Other Action 
Plan: 

Strategic Measure of 
Success: 

Enhanced community safety and wellbeing within our 
loca I com mu n it ies 
Work with range O f  offenders to  manage, monitor and , 
where appropriate, make contribution to communities 

A safe, clean and attractive environment for the 
communities of North Lanarkshire. 

Key Service Action 201 1/12 
All Justice staff to receive training to meet the National 
Objectives 
Activities 
Continue to deliver staff training on: 

0 National Standards 

0 Community Payback Scheme 

LSCMI (Level of Service Criminal Monitoring 
Information) 

Start Date End Date 

01/04/11 3 1 /03/12 
Start Date End Date 

01/04/11 3 1 /03/12 

Key Service Action 201 1/12 
Develop use of Community Payback strategy to reduce 
and prevent repeat and/or more serious offences. 
Activities 
Evaluate impact of Community Payback scheme 

Start Date End Date 

0 1 /04/11 3 1 /03/12 
Start Date End Date 
01/04/11 3 1 /03/12 
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Corporate Theme: 

Strategic Measure of 
Success: 

Health and Wellbeing 

More people have the benefit of better physical and mental 
wellbeing and reduced health inequalities. 

Local Outcome: 

Service Priority Other Action 
Plan: 

Improved emotional wellbeing of North Lanarkshire 
residents 
Positive OUtCOmeS for Service USerS through inCOme 
maximisation where possible 

0 1 /04/11 

Key Service Action 201 1/12 
Ensuring fewer people in North Lanarkshire live in 

Start Date End Date 

poverty through benefit awareness raising and 
campaigns 
Activities Start Date 
To work with other services and partners in developing 
an approach to deal with the impact of the welfare 
reforms on North Lanarkshire residents 

01/04/11 

31/03/12 

End Date 

31 /03/12 
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Corporate Theme: 

Strategic Measure of 
Success: 

Local Outcome: 

Service Priority / Other Action 
Plan: 

Health and Wellbeing 

More people have the benefit of better physical and mental 
wellbeing and reduced health inequalities. 

Improved emotional wellbeing of North Lanarkshire 
residents 
Develop working with key partners on mental health 
improvement 

Key Service Action 201 1/12 
Further develop working with key partners on mental 
health improvement agenda. 
Activities 
Avoid admissions to acute psychiatric units by 
implementing crisis approach with NHS Lanarkshire and 
others 
Develop action plan to embed the principles of Towards 
a Mentally Flourishing Scotland in all planning and 
service activities 
Complete review of mental health support services which 
support early discharges or prevent avoidable 
admissions 

Start Date End Date 

0 1 /04/11 31/03/12 
Start Date End Date 

3 1 /03/20 1 2 0 1 /04/11 

0 1 /04/11 3 1 /03/12 

01/04/11 3 1 /03/12 



Corporate Theme: 

Strategic Measure of 
Success: 

Local Outcome: 

Service Priority / Other Action 
Plan: 

I Developing the Organisation 

The council, working in partnership, will provide high 
quality, customer focused, accessible services making 
best use of a committed, effective and organised 
workforce. 
Improved customer satisfaction levels. 

Revised complaints Process 

Key Service Action 2011112 
Continue to improve complaints handling, 
responsiveness, and compliance with targets 
Activities 
Develop and implement complaint action plans based on 
specific services and localities 
Undertake complaints handling training for frontline staff 
Continue to progress responsiveness in complaints 
handling by improving time-scales for completion 
Roll out ‘Viewpoint’ methodology of obtaining service 

Start Date End Date 

01/04/11 31/03/12 
Start Date End Date 

01/04/11 31/03/12 
01/04/11 31/03/12 
01/04/1 1 31/03/12 

users views on outcomes to learning disability and older 
adult care aroum 

Key Service Action 2011/12 
Improve contracting and commissioning framework in 
line with North Lanarkshire Council priorities and best 
D ractice . 

01/04/11 

Start Date End Date 

01/04/11 3 1 /03/12 

I 31/03/12 

Activities 
Redevelop List of Authorised Providers to complement 

Corporate Theme: 

Start Date End Date 
01/04/11 31/03/12 

I Developing the Organisation 

self-directed services developments. 
Devise and implement Procurement Plan to include new 
agreements, contract reviews and tendering 

Strategic Measure of 
Success: 

01/04/11 3 1 /03/12 

The council, working in partnership, will provide high 
quality, customer focused, accessible services making 
best use of a committed, effective and organised 
w or kf orce . 

Local Outcome: I Improved customer satisfaction levels. 
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1 Corporate Theme: I Developing the Organisation 

Local Outcome: 

Strategic Measure of 
Success: 

workforce 
An efficient and effective council 

The council, working in partnership, will provide high 
quality, customer focused, accessible services making 
best use of a committed, effective and organised 

Key Service Action 201 1/12 
Continue to develop quality services through monitoring 
of standards of practice 
Activities 
Establish and comply with monitoring targets based on 
risk, complexity and cost 
Ensure service users views are incorporated into 
monitoring in all commissioned services 
Benchmark performance of services by comparing 
grades awarded by Care Commission 

Key Service Action 2011112 
Ensure compliance with Scottish Social Services Council 

Start Date End Date 

01/04/11 31 /03/12 
Start Date End Date 
0 1 /04/11 31/03/12 

01/04/11 31/03/12 

01/04/11 31 10311 2 

Start Date End Date 
01/04/11 3 1 /03/12 

Service Priority / Other Action 
Plan: 

- 
Activities Start Date 
A further 300 Home Support Workers to attain SVQ2 

End Date 
registration requirements for home support staff by 2014 I 

. .  
qualifications 
All Home S U D D O ~ ~  Manaaers to attain SVQ4 

01/04/1 1 31/03/12 
01/04/11 31/03/12 

Key Service Action 201 1/12 
Develop ways to enable and encourage older people, 
including those with dementia, to remain or become 
active members of their communities 
Activities 
Work with voluntary sector partners to develop new 
models of volunteering for older people 
Develop use of Assistive Technology to assist older 
people to increase their independence and ability to be 
involved in community life 
Further develop the role of Locality Support Workers to 
assist older people become active participants in their 
communities 

Start Date End Date 
01/04/11 31/03/12 

Start Date End Date 

01/04/11 31/03/12 

01/04/11 31/03/12 

01/04/11 31/03/12 
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Risk Management - Housing and Social Work Services 

Risk Management Checklist 

Have your risk registers been reviewed and updated 
during 201011 I ?  Please indicate when they were last 
reviewed. 

Do risk registers incorporate risks arising from new areas 
of responsibility or significant new activities? 

Do risk registers properly address all key actions or tasks 
highlighted in 201 1/12 service plans and do risk 
documents identify possible risks to achievement of 
intended outcomes and address how these risks are 
controlled / managed? 

Where residual risks are assessed as high 

has the service considered whether further actions 
or improvements are necessary or appropriate and 
where so, are there specific plans in place? 

has regular management monitoring of the risk 
been built into existing management processes? 

Do risk registers properly reflect, where appropriate, risks 
identified by the Corporate Management Team and 
approved by Policy & Resources as key Corporate risks? 

Responsible 
Officer 

Mike McKever - 
input from: 

Una 
Coleman/Arthur 

Crossley 

Mike McKever - 
input from: 

Una 
Coleman/Arthur 

Crossley 

Mike McKever - 
input from: 

Una 
ColemanlArthur 

Crossley 

Mike McKever - 
input from: 

Una 
Coleman/Arthur 

Crossley 

Mike McKever - 
input from: 

Una 
ColemanlArthur 

Crossley 

Yes I No 

Yes 

Yes 

Yes 

Yes 

Yes 

Date 

May 
201 0 

May 
2010 

May 
2010 

May 
2010 

May 
201 0 
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Performance Portfolio - Head of Housing Services 

Indicator 

Financial information 
Total expenditure from revenue budget 1 f 108,875,000 ( 201 111 2 Estimate) 

2011112 Frequency 2011/12 
target thresholds 

Unit Cost information 
Cost of Housing Service = f2,985 per house 

Percentage of customers consulted with, who are satisfied with overall 
level of service 
Percentage of complainants satisfied with the handling of their complaint 

The following information can be extracted using the Housemark - Scottish Pilot Core Benchmarking. 
Cost per property of Housing Management 
Cost per property of responsive repairs and void works 
Cost per property of major works and cyclical maintenance 

85% Annual 2.5%/5% 

Annual 2.5%/5% 95yo 

I Customer Measures 

94% 

84% 

Percentage of customers consulted with, who are satisfied with the 
overall level of the Repair Service 
Percentage of customers consulted with, who are satisfied with the 
overall level f the house Letting Service 

Annual 2.5%/5% 

Annual 2.5%/5% 

100% Percentage of complaints responded to within 14 calendar days Quarterly -5% 

Indicator 2011112 Frequency 2011/12 
target thresholds 

60% % of staff satisfied with their job [q31] 
Annual 2.5%/5% 

YO of staff who are clear about how they contribute to their service aims 
and objectives [q58] 
% of staff who agree their PRD was useful in helping them improve how 

% of staff aware of the council's organisational values[ql I] 

they do their job [q42] 

Annual 2.5%/5% 75% 

60% Annual 2.5%/5% 

70% Annual 2.5%/5% 
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60% % of staff who attend regular team briefingslupdate meetings [q16] 
Annual 2.5%/5% 

% of staff who agree there are effective ways to feedback their views to 
management within their service [q4] Annual 2.5%/5% 4oyo 

Sickness Absence [should only appear in one portfolio per service as 
breakdown is Executive Director leveu 

Target set 
by Quarterly 2.5%/5% 

PhrlV/UR 

15% % response rates to Staff Survey 
Annual 2.5%/5% 



95% % of staff within the service who have completed a PRD within the last 
12 months 

Performance Indicators (Quarterly) 

Annual 2.5%/5% 

I 201 I Indicator 112 targets 
Q1 1 Q2 I Q3 I Q4 I 2011/12 

2011/12 
thresholds 

95% Routine repairs - % completed on time 95% 95% 95% 95% 2.5%/5% 
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Safety checks carried within 12 months 

VOID MANAGEMENT 
% of rent due in the year that was lost due to voids 

% of properties re-let 4 weeks that were Non Low 
Demand 
% of properties re-let 4 weeks that were Low Demand 

RENTMANAGEMENT 
Current Tenant Arrears as a % of net rent due 

% current tenants owing> 13 weeks rent excluding those 
owing <f250 
The proportion of those tenants giving up their tenancy 
during the year that they were in arrears 
Average number of weeks rent owed by tenants leaving in 
arrears 
HOMELESSNESS - council duty to secure Permanent 
accommodation for household 
% of decision notifications issued within 28 days of date of 
initial presentation 
% of cases reassessed within 12 months of completion of 
duty 
The proportion of those provided with permanent 

tenancy for at least 12 months 
HOMELESSNESS - Council duty to secure Temporary 
accommodation, provide advice and guidance or take 
reasonable measures to retain accommodation 
% of decision notifications issued within 28 days of initial 
presentation 
% of cases reassessed within 12 months of completion of 
duty 
Percentage of invoices paid within 30 calendar days of 
receipt 

accommodation in council stock who maintained their 

100% 100% 100% 100% 100% 2.5%/5% 

2.5%/5% 

58% 58% 58% 58% 58% 2.5%/5% 

1.25% 1.25% 1.25% 1.25% 1.25% 

2.5%/5% 50% 50% 50% 50% 50% 

4.0% 4.0% 4.0% 4.0% 4.0% 2.5%15% 

2.5%15% 2.4% 2,4% 2,4% 2.4% 2.4% 

42% 42% 42% 42% 42% 2.5%15% 

2.5%15% wks wks wks wks wks 

85% 2.5%/5% 

6% 6% 6% 6% 2.5%/5% 

85% 85% 85% 85% 

6yo 

90% 90% 90% 90% 90% 2.5%15% 

2.5%15% 85% 

6% 6% 6% 6% 

85% 85% 85% 85% 

6% 2.5%15% 

Target set by Revenue Services 



Indicator 10111 
target 

I I I 
RENT MANAGEMENT 

201 1/12 201 1/12 
target thresholds 

SCOTTISH HOUSING QUALITY STANDARD 
The YO of dwellings meeting the SHQS standard 60% 67% 

% who were housed 
DOMESTIC NOISE COMPLAINTS - Average time (hours) between the 

5%/10% 

32% 

40% 

The proportion of arrears owed by former tenants that was either written 
off of collected during the years 
HOMELESSNESS - Council duty to secure permanent accommodation 
for household 

37 

32% 2.5%/5% 

40% 2.5%/5% 

1 hour Requiring Attendance on site 

Dealt with under Part V of Antisocial Behaviour (Scotland) Act 2001 

TENANT PARTICIPATION 
No of tenant led inspections carried out 

No of chairperson meetings carried out 

1 hour 

84 

24 

1 hour 2.5%/5% 

1 hour 2.5%/5% 

84 2.5%/5% 

24 2.5%/5% 



Performance Portfolio - Social Work Services 

Indicator 

Financial information 
Total expenditure from revenue budget 1 f204 m (201 011 1) Final figure awaited for 201 111 2 

2011/12 Frequency 2011/12 
target thresholds 

1 Customer Measures 

Percentage of customers consulted with, who are satisfied with 
overall level of service 
Percentage of complainants satisfied with the handling of their 
complaint 

80% Annual +/-5% 

50% Annual +/-5% 

Percentage of complaints responded to within 14 calendar days 100% Quarterly +/-5% 

views to management within their service [q4] 
Further People perception measures will be introduced during 201 1/12 via the next corporate staff survey 

Indicator 2011112 
target 

Frequency 201 1/12 
thresholds 

YO of staff satisfied with their job [q31] 
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75% Annual +I-5% 

% of staff who are clear about how they contribute to their service 
aims and objectives [q58] 
% of staff who agree their PRD was useful in helping them improve 
how they do their job [q42] 

% of staff aware of the council’s organisational values[ql I ]  

% of staff who attend regular team briefingslupdate meetings [q16] 

% of staff who agree there are effective ways to feedback their 

85% Annual +/-5% 

50% Annual +/-5% 

90% Annual +/-5% 

70% Annual +I-5% 

75% Annual +I-5% 

Sickness Absence [should only appear in one portfolio per service 
as breakdown is Executive Director level/ 
% response rates to Staff Survey 

Not yet Quarterly Not yet 
available available 

15% Annual +I-5% 

% of staff within the service who have completed a PRD within the 
last 12 months 

100% Annual -5% 



Performance Indicators (Quarterly) 
2011/12 targets 

Q1 I Q2 I Q3 I Q4 I 2011/ 
Indicator 2011/12 

thresholds 

Percentage of invoices paid within 30 calendar 
days of receipt 

I 2012 
Target set by Revenue Services 

Homecare 

Percentage of homecare service users aged 65 
plus receiving :- 

0 Personal care 
0 Evening I overnight service 
0 Weekend service 

Number of people with supported living 
arrangements 

Percentage of alert systems as a proportion of 
over 75 population (systems per 1000 
population, 75 plus) 

87% 
38% 
73% 

86% 
37% 
72% 

585 

36% 

88% 
39% 
74% 

Estimated number of hospital admissions or 
NHS 24 involvements prevented as a result of 
the out of hours teams intervention 

Percentage of equipment deliveries achieved 
within seven working days 

89% 
40 % 
75% 

125 

80% 

89% 
40% 
75% 

Proportion of social background reports 
requested by the reporter which were submitted 
within the target time 

Proportion of those on a supervision order seen 
within 15 days 

Proportion of looked after children looked after in 

+I-5% 
+I-5% 
+I-5% 

50% 50% 

90% 90% 

95% 95% 

595 

Proportion of looked after children looked after 
on a non statutory basis 

600 

28% 28% 

+I-5% 

Proportion of new social enquiry reports 

Proportion of new probationers seen by a 

submitted to the courts by the due date 

supervising officer within one week 

590 

36% 

100% 100% 100% 100% 100% -5% 

90% 90% 90% 90% 90% +I-10% 

600 

36% 

Attendance at integrated case management 
conferences 

36% 

95% 95% 95% 95% 95% +I-5% 

36% +/-5% 

Number of people with assistive technology 1 685 +I-I 0% 

+/-5% 

690 

250 

695 

375 

700 

500 

700 

500 

80% 80% 80% +I-5% 80% 

50% 50% 50% 7 +I-5% 

a community setting 

28% ~ 28% ~ +I-!% 28% 

~~~ 

Justice 

39 



Indicator 

Percentage of care staff qualified 

201 1/12 target 2011/12 
thresholds 

50% 

Older People 

Alzheimer Scotland individual support for people with dementia - 
Number of hours provided per week 
Younger Adults 

Lanarkshire Association for Mental Health individual support for people 
with mental health problems - Number of hours provided per week 
Addictions Services 

600 

500 

Percentage of drug service users completing treatment versus 
unplanned discharges 

Percentage of alcohol service users completing treatment versus 
unplanned discharges 

To be 
confirmed* 

To be 
confirmed* 

50% Percentage of care staff qualified +I-5% 

Academic Attainment 

Percentage of young people ceasing to be looked after attaining at 
least one SCQF level three (any subject) 

0 Looked after at home 
0 

0 

Looked after away from home 
All young people ceasing to be looked after 

Percentage of young people ceasing to be looked after attaining at 
least one SCQF level three in English and Maths 

0 Looked after at home 
0 

0 

Looked after away from home 
All young people ceasing to be looked after 

+I-5% 

+I-1 0% 

+I-1 0% 

To be confirmed* 

To be confirmed* 

50% 
65% 
50% 

35% 
60% 
35% 

+I-5% 
+I-5% 
+/-5% 

+I-5% 
+I-5% 
+I-5% 

* Targets and thresholds for addictions indicators still to be set as the Addictions Partnership are 
currently reviewing their indicators and targets may change for 201 1112. These targets will be 
available for the beginning of the new reporting year. 
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