
NORTH LANARKSHIRE COUNCIL 4 

To: HOUSING AND SOCIAL WORK 
SERVICES COMMllTEE 

From: HEAD OF HOUSING SERVICES & 
HEAD OF SOCIAL WORK SERVICES / 
CHIEF SOCIAL WORK OFFICER 

Date: 21 APRIL 201 1 Ref: EMCH/JS 

Subject: THE FURTHER INTEGRATION AND 
DEVELOPMENT OF HOUSING AND 
SOCIAL WORK SERVICE 
PROVISION - 24 / 7 

1. Introduction 

1 . I  The purpose of this report is to seek Committee approval to improve service 
delivery, promote further integration and achieve additional efficiency savings 
with particular emphasis on employee costs in respect of Housing and Social 
Work Services provided on a 2417 basis. 

2. Background 

Service and People First 

2.1 On 14 November 2006, Policy and Resources Committee approved the 
‘Service and People First’ Change Management Programme. As part of the 
change programme Housing and Social Work Services were aligned under a 
single Executive Director of Housing and Social Work Services with an 
expect at io n 

- To better integrate specified services 

- To streamline policy and service planning and to be more responsive to 
service users 

- To develop further opportunities for more integrated working between 
identified Health, Social Work and Housing Services 

2.2 Since the programme was introduced in April 2007, Housing and Social Work 
Services have built upon previously existing close working relationships and 
practices to improve service delivery and outcomes for service users. 

2.3 Examples include shared assessment and planning training, learning from 
reflective practice reviews, the integration of the equipment and adaptations 
service, the development of support for young care leavers (a national award 
winning initiative) as well as a close partnership within the Multi Agency 
Public Protection Arrangements (MAPPA) process to manage high risk sex 
offenders. The input by Housing Services to the MAPPA process has been 
highly commended by the North Lanarkshire Police Division. 

Social Work Emergency Service (S WES) 

2.4 On 31 st March 2009, following Committee approval the Council withdrew from 
the West of Scotland Social Work Standby Service and introduced its own 
stand alone Social Work Emergency Service (SWES) which became 
operational on 1 gth April 2009. 
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2.5 The vision for the Service was to ensure full integration with the Social Work 
assessment and planning arrangements operating during office hours. 
Employing Council staff in SWES helped ensure Council policies and practice 
standards were maintained over 2417. Feedback from stakeholders has been 
positive and practice difficulties experienced in respect of the West of 
Scotland Standby Service have been removed. For example, Health 
professionals frequently complained about an inability to access Mental 
Health Officers (MHO's) out of hours when the previous system operated. 
Today, the Council provides a readily accessible MHO service 24/7. 

The service provides a 'Public Protection' service focused on child and adult 
protection, the management of high risk offenders (MAPPA), Mental Health 
and Civil Emergencies. The service operates at evenings, weekends and 
public holidays over 365 days. 

During 201 0 the service dealt with 9,762 calls, on average 190 calls per week. 
As the service becomes more established it is expected that call numbers will 
increase. 

2.6 Consistent with the Council's Service and People First programme, the Social 
Work service has, since 1"ApriI 2009, gradually transferred a range of 
services operating 24/7 under the SWES management arrangements to 
ensure greater integration of services out of hours. A range of reports 
presented to Committee have demonstrated increasing efficiencies arising 
from service integration. 

Home Support Service Operating at Evenings and Weekends 

2.7 This service provides operational support, guidance and information to 
families, carers and home support workers outwith offices hours 365 days per 
year. Management arrangements were approved by Committee which ensures 
consistency of service provision 2417. 

Of over 5,000 service users currently receiving a home support service, 66% 
receive a service at weekends and 34% receive a service in the evening. 

During 201 0, this out of hours service responded to 33,000 calls from service 
users, carers and home support workers. This averages around 600 calls per 
week with the majority being received at weekends. The volume of calls has 
increased on an annual basis reflecting the increasing needs of individuals 
being supported in the community. 

2.8 To date the following Services are managed under the SWES umbrella which 
currently operates from the Merrystone Care Base in Coatbridge. 

Community Alarm Service 

2.9 This service provides a 24 hour emergency response service over 365 days. 
Service user numbers are in excess of 12,400 with an average of 32 new 
referrals being received each week. 

Whilst the vast majority of service users are older people as the service 
develops it is supporting an increasing number of individuals across an age 
band from 8-1 04. New service areas introduced include those who need 
unplanned support such as those with mental health or physical disability 
issues, those who experience domestic abuse and bogus call crime. 
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The Community Alarm Service is registered with the Care Commission and 
maintains accreditation with the Telecare Service Association. 

During 201 0, the service dealt with approximately 77,600 calls per year, or 
6,467 per week. These figures demonstrate a 10% increase in calls from the 
previous year. 

NHS Lanarkshire Out of Hours Nursing Service 

2.10 

2.1 1 

2.12 

2.13 

The out of hours nursing service has been based in Merrystone Care Base 
since 2002. As with other services based in the Care Base it operates 
evenings, weekend and public holidays. 

During 201 0 approximately 1,000 referrals were made by Social Work 
Services out of hours to the nursing service, having a major contribution to the 
avoidance of hospital admissions. 

On average 100 calls per day were made to services operating from 
Merrystone Care Base during 201 0. 

In addition to directly managing a range of Social Work Services provided out 
of hours, SWES also provides professional guidance and support to other 
Social Work Services provided out of hours, including: 

- Residential Services for children and older people. 
- Community Alternatives providing services to high risk young people. 
- Families First which provides services to vulnerable families many of 

whom are on the child protection register. 
- Day service for people with disabilities 

The scale of Social Work provision being provided out of hours is such that 
the Service now views it as a seventh locality consistent with the six other 
locality areas -the six major townships. 

Out of Hours Housing Services Review - Homelessness and Anti Social Behaviour 

2.14 

2.15 

2.16 

2.17 

2.18 

2.19 

The Housing Service has undertaken a review of services provided at 
evenings and weekends with a view to improving service delivery and where 
possible achieve efficiency savings. 

There are three key out of hours services provided by Housing 

- Homelessness 
- Anti Social Behaviour 
- Repairs 

The out of hours Anti Social Behaviour (ASB) provision is undertaken by 
seven of the ASB investigators in post. This is enhanced by input from a 
number of Housing Advisor employees. Employees are paid the standby 
allowance and receive overtime paid at their own rate (NLC7). 

The out of hours service for Homeless presentations is currently undertaken 
by eleven employees of varying grades. 

The current operational arrangements for each of these services are detailed 
in appendix 1 to this report 

Proposals for the Out of Hours Repairs Service will be the subject of a 
separate report to Committee. 
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2.20 The review of the Out of Hours Housing provision proposes building upon the 
vision of ‘Service and People First’ by developing greater integration between 
the out of hours services provided by both Housing and Social Work Services 
further linking with Health on a phased basis where appropriate. 

3. Considerations 

Homelessness and Anti Social Behaviour 

3.1 The nature of the service provided for homeless applicants and the 
witnessing of anti social behaviour incidents are considered to be similar in 
nature, requiring similar skills and competencies. By combining the response 
to such service requests it is considered that efficiencies can be achieved, 
staff safety improved and public protection enhanced. 

3.2 An analysis of calls received by the homelessness and anti social out of 
hours services show a significant number of calls could be more appropriately 
dealt with during office hours. An integrated approach to screening calls, 
enhancing telephony advice, prioritising referrals and service provision for out 
of hours requires to be developed to ensure a seamless approach from 
referral through to response. This could include dealing with only those 
homeless applicants who need temporary accommodation out of hours and 
for anti social referrals the provision of advice or providing witnesses to 
incidents. 

Public Protection 

3.3 Housing Services, including Out of Hours Services are a key partner in the 
multi agency response to the various public protection strands - child 
protection, adult protection, MAPPA and domestic abuse. 

3.4 Research has evidenced that stable, supportive Housing Services are central 
in assisting the management of high risk offenders in the community and 
reducing re-offending. The Service needs to revisit its Out of Hours provision 
to ensure that decisions are informed by good quality information, employee 
safety is properly considered and services deployed efficiently, this covers all 
four agendas. 

Contingencies Planning 

3.5 This review recognises that both Services have different but inter-related 
responsibilities in respect of civil emergencies / contingency planning e.g. 
Housing employees open and maintain a rest centre, Social Work employees 
provide a range of support services. It also recognised opportunities for more 
efficient co-ordination e.g. shared training. 

4. Proposals 

4.1 Consistent with the vision of ‘Service and People First’ to have greater 
integration between Housing and Social Work Services where appropriate, it is 
proposed to integrate the two existing Housing Out of Hours Services 
(homelessness and anti social behaviour) and locate them alongside the 
Social Work Out of Hours Service at a joint Housing and Social Work base. 
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4.2 Several models were considered which are summarised below. Costing 
details are contained within appendix 2 of the report. Costings for the models 
have been based on the assumption that the prioritisation proposals contained 
in 3.2 above are implemented. 

Option 1 - Maintain existina arranaements (i.e. no chanael 

This option is not recommended. It does not build on the vision of ‘Service 
and People First’, fails to capitalise on the developments achieved by the 
Housing and Social Work Services to date and does not enhance service 
provision or produce efficiencies. Overtime, standby and enhanced rates 
would continue to be paid. 

Option 2 - The development of a call handlina service for homeless 
applicants and anti social behaviour 

This option is based on the Councils’ customer contact centre providing a call 
handling service only. A separate Out of Hours Housing Service would 
respond to all referrals. This option is not considered to offer enhanced 
service delivery, is not people focussed and does not develop service 
integration, with a particular focus on public protection. Overtime, standby 
and enhanced rates would continue to be paid. 

Option 3 - A co-located Housina and Social Work Service operatina at 
eveninas and weekends 24/7 with a focus on increased service 
intearation, improved outcomes and increased efficiencies 

This option provides increased opportunities for the management of the 
Housing and Social Work Out of Hours Services as well as facilitating a 
shared approach in the following key areas of activity: 

- Public protection (child and adult protection, domestic abuse and 
MAPPA) and community safety 

- A shared approach to risk assessment and planning 

- Vulnerable adults e.g. older people and those suffering from mental ill 
health 

- Enhanced information sharing including electronic data. 

- A more efficient deployment of employee resources e.g. joint visits 

- Improved employee safety 

- A better co-ordinated response to business continuity / civil emergencies 

- Enhanced service delivery to the recently launched NLC bogus caller 
scheme 

- A further developed community alarm service to vulnerable young people 
leaving care system (similar to that provided to victims of domestic abuse) 

These proposals would build on the success of the Councils’ Social Work 
Emergency Service and would apply a shared prioritisation framework for all 
contact to the Out of Hours Services using a traffic light system. This is the 
recommended option. The implementation of option 3 will be subject to review 
by the service at a 3 and 6 month stage. 
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5. Staffing implications 

Management Support and Direction 

5.1 The volume of services currently provided out of hours is similar to that 
provided in localities during the day and if option 3 is accepted is likely to result 
in an increase of high tariff referrals. It is not considered safe or reasonable 
for an enhanced joint out of hours service to be developed without having an 
identified dedicated senior manager. It is therefore proposed that the vacant 
post of Manager, SWES (NLC 15) be deleted and an additional post of 
Community Social Work Manager (NLC 17) be created. The post will be 
subject to job evaluation to reflect the additional duties and unique 
responsibilities that the integration of the two service areas will bring. Since the 
post was originally established the post, with Committee approval has certain 
designated, delegated Chief Social Work Officer responsibilities. It is 
proposed that designated, delegated Chief Social Work Officer responsibilities 
be transferred to the new post of Community Social Work Manager. 

5.2 The new arrangements will ensure access to, and consistent management 
support and direction across all Housing and Social Work Out of Hours 
provision. The proposed arrangements for option 3 will also allow a 
consistent, properly managed and holistic approach to the delivery of Housing 
and Social Work Services Out of Hours and will ensure greater integration with 
daytime service - a truly 24/7 Council service. 

Service Delivery 

5.3 To facilitate the integration of the various Out of Hours Services it is proposed 
to introduce a 3 shift rota to cover day/back/night shift and to re-grade the 
existing 9.41 FTE Controller (NLC 5) posts to NLC 6 in recognition of the 
additional public protection activity undertaken and to standardise the weekly 
hours to 30 hours per week which will result in the full time equivalent 
increasing to 9.73 FTE. 

It is also intended to standardise the hours of 3 existing part time Controller 
(Night) posts to 30 hours per week. 

It is also proposed to re-designate all posts of Controller to Response Adviser 
to reflect the duties of the post. 

The re-grading and re-designation of this group of employees will enable the 
new service to introduce a three shift rota which would assist in a seamless 
provision in service and which would reduce costs currently incurred in 
enhancements. 

5.4 To ensure a timeous response to the increased call volume, it is proposed to 
create 3.23 FTE Response Advisor posts (NLC 6). This will allow one 
additional post per shift. This also takes account of the year on year increase 
in calls to the Community Alarm Service. 

5.5 It is also proposed to re-designate the existing post of I.T. Support Worker 
(NLC 7) to Administrative Officer (NLC 7) to better reflect the duties of the post 
and address the workload arising from the developing service - personnel, 
fin an ce and administration. 

5.6 It should be noted that by combining the existing homelessness and anti social 
behaviour services will result in a reduction from 4 to 3 officers at NLC 7 
responding to requests. 
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5.7 Implementation of Option 3 will include the provision of an out of hours 
standby service facilitated in the main by ASB Investigators/Housing Advisers 
who would be paid a weekly standby payment and overtime at NLC 7 rate. 
Only in exceptional circumstances, such as response to contingency 
planning, where there is a need to call upon other employees not on the 
standby roster would overtime payments be paid at the employees own salary 
grade up to the ceiling point. 

5.8 Consultation has taken place with the employees involved in the provision of 
the services detailed in this report and with the Trade Unions. 

6. FinanciallHuman Resources/Legal/Policy/Equality Implications 

Human Resources and Finance 

6.1 The personnel and financial implications and proposed efficiencies are set out 
in appendix 2. The cost of the redesigned service including grade changes, 
are fully included in the central base cost. The proposals will provide a total 
full year saving of €46,000 of which €21,000 is Non HRA, €25,000 HRA. 

Legislation 

6.2 The revised arrangements will assist Council compliance with a range of 
statutory responsibilities such as public protection, homelessness and support 
to young care leavers as examples over 24/7. 

Policy 

6.3 The proposals contained within the report are consistent with the vision for 
Housing and Social Work Services set out in the ‘Service and People First’ 
Change Management Programme. 

Equality 

6.4 Any proposed procedural changes will undergo an Equality Impact 
Assessment. 

7. Recommendations 

Committee is asked to: 

(i) approve the revised proposals for the Housing and Social Work Out of Hours 
Service, paragraph 4.2 option 3. 

(ii) approve the revised staffing structure outlined in section 5. 

(iii) note the efficiency savings arising from the proposals 

(iv) remit the report to Policy and Resources (Human Resources) Sub Committee 
for consideration 

n 

’ klaine McHugh 
Head of Housing Services 
23 March 2011 

Mary Fegan e--- 
Head of Social Work Services / 
Chief Social Work Officer 
23 March 2011 
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Appendix 1 
Current Service Provision 

Home I ess 0 u t-of-H o u rs service 

Operates 365 days per year out with office hours and includes public holidays. 

A caretaker, based within Manse Avenue, Coatbridge, receives initial calls. 

The caretaker records all calls that come into central number, and then forward calls to 
designated officers to respond 

Caretaker also records commence and ending times of calls to ensure safety of officers. 

The response service operates with nine out of hours officers who are currently employed by 
Housing and Social Work Services, 8 officers work within Operations Division and one officer 
works within the Quality and Performance Division of Housing and Social Work Services. 

The service consists of two homeless “standby officers’’ on call between the following hours: 
Monday - Thursday 16:45 hours to 08:45 hours 
Friday 16: 15 hours to 08:45 hours Monday constantly 

It is not always sufficient for one officer to respond to a call and at times, it is necessary for a 
two-person response, mainly for health and safety reasons. 

Anti-Social Out-of-Hours Response 

At present the Council provides a professional witness service, 24 hours per day, 
approximately 360 days per year, with an advice line service only being provided over the 
festive period. 

During office hours, complaints and enquiries are dealt with by Anti Social Behaviour 
Investigation teams based within the 6 housing localities. Between 4:45 pm and 1 O:OOpm, 
Monday to Thursday and between 4: 15pm and 9:30pm on Fridays 2 ASB Investigators work 
a backshift, each office covering this shift on a 6 weekly rota. 

Outwith these hours, a standby service is provided by 2 ASB Investigators working on a rota 
basis, although Housing Advisors are presently assisting. 

Complaints can be made electronically via the council website, by telephone to one of the 6 
housing localities during office hours, or direct to the Anti Social Behaviour Helpline - 01698 
403222 based in the Customer Contact Centre in Motherwell ( Northline ). Call handlers 
operate the out of hours telephony service Sunday to Thursday between the hours of 8:OOpm 
and 1:15 am and on Friday between 8:OOpm and 3 am. On Saturday, the hours covered are 
9:OOam to 12:OO noon and 6:OOpm to 3:OOam on Sunday morning. 

It should be noted that Investigators also deal with telephone calls (on backshift and standby) 
when offices close to the public, and when call handler lines within the CCC are engaged. 
Northline also redirects call automatically to the Anti Social Behaviour Investigators Mobile 
telephone from 1:15 am mid week and 3:OO am at the weekend, and between noon and 
6:OOpm on Saturdays. 
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APPENDIX 2 

Contact 
Centre 

Anti Social 
Behaviour TOTAL COST SAVING OPTIONS Homeless 

Current Budgets f 72,000 f 111,294 f 89,017 f272,311 

1 *f 36,298 Do nothing (full year estimate) f 72,000 f 74,996 f 89,017 f 236,013 

Deliver calls for Homeless and ASB 
to Contact Centre with streamlined 
OOH service provision for Homeless 
and ASB. 

2 f 78,000 f 163,474 f 241,474 f 30,837 

c 
4 

Deliver calls for Homeless and ASB 
to central base with streamlined 
OOH service provision, Homeless 
and ASB. 

***E 226,722 f226,722 3 E45389 

Note: 

Saving as a result of year 1 restructure efficiencies 

** 4.3 posts in addition to current Community Alarm Service 

*** Costs associated with elements of combined homeless/anti-social service are: 

Homelessness f 119,437 
Anti-Social f 107,285 
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