
NORTH LANARKSHIRE COUNCIL 
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From: EXECUTIVE DIRECTOR OF HOUSING 
AND SOCIAL WORK SERVICES 

~ ~~~ 

Date: 26 January 2012 1 Ref:PH/LS 

1. Purpose of Report / Introduction 

The purpose of this report is to provide the committee with details of the background to the 
2012/13 Service Plan and to request approval of the attached plan for Housing & Social 
Work Services (Appendix A). 

2. Background 

2.1 For many years the availability of firm 3-year budgets from the Government allowed 
the Council to operate an integrated financial and service planning approach, which 
saw Service's revenue budgets and Service Plans being considered together within a 
single report. Unfortunately, the trend of providing only single year funding 
experienced over recent years continues for 201 2-201 5, with the Scottish 
Government Spending Review announcement of 8 December providing firm funding 
for 2012-13 and with indicative funding only for 2013114 and 2014/15. 

2.2 In addition, and following approval of the f55m savings package for 2011/12 to 
2012/13 in December last year, Services are currently finalising the actions 
necessary to deliver their estimated 2012-13 savings. It is therefore not possible 
within this committee cycle to provide Members with full details of the service's base 
revenue budget for 201 2-1 3. Such details, including final allocation of approved 2012- 
13 efficiency savings, will instead be submitted to a future committee meeting for 
information and noting. 

3. Considerations 

3.1 The Council's revised service planning arrangements were considered and approved 
by the Policy and Resources Committee at its meeting on 16 June 2011. Service 
Plans will continue to be reported to Committee by exception on a six monthly basis 
and Performance Portfolios will be reported by exception on a quarterly basis. 

3.2 The format of the Service Plan largely 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. 

Service Focus 

Part 1: Service Activity which relates to themed Partnership Group Actions (and the 
Sing le Outcome Agreement) 

Part 2: Other Service Activity and/or core business activity 
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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, including 
past performance and projected targets for 201 2/13. 

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

4. Financial / Personnel / Legal I Policy/ Equalities Implication 

4.1. There are no direct financial implications associated with this report, 

5. Recommendations 

5.1 The Housing & Social Work Services Committee is requested to: 

i. approve the Service Plan 201 2/13 for Housing & Social Work Services attached 
as Appendix A 

ii. note the content of the report 

Mary Castles 
Executive Director of Housing and Social Work Services 
9 December 2011 

For further information on this report please contact Lynda Stevenson on telephone 01 698 2741 51 
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Appendix A - Service Plan 201 211 3 

ducti 

The strateqic context for the service 

The service has a robust strategic planning process in place to ensure the service is able to 
improve and develop services and respond appropriately to identified needs. This is 
particularly important at a time when demands on the services provided by Housing & Social 
Work are increasing while available resources are under increasing pressure. 

For housing the key strategy is the Local Housing Strategy 201 1-1 6. 

The vision of the Local Housing Strategy (LHS) 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. Within the LHS six key 
Strategic Housing Outcomes (SHO) have been identified as: 

0 Housing need is resolved as quickly as possible and people can meet their housing 
aspirations. 

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

0 Older people and those with particular housing needs can live independently through the 
provision of accessible homes and support services. 

0 All people at risk of experiencing fuel poverty have a warm and affordable home. 
0 The quality and energy efficiency of homes across all tenures is improved and this 

contributes to meeting the climate change target. 
0 People are able to live in good quality neighbourhoods. 

Our social work strategic objectives are: 

That more people are enabled to remain at home, as an alternative to institutional care; 
That people receive improved outcomes through faster access to support and services; 

a That people receive improved outcomes through better quality support and services. 

Social work services are committed to assisting people who may need our support to be 
included, active citizens. This approach is underpinned by a range of sophisticated 
strategies designed to improve outcomes for service users in the face of increased demand 
caused by demographic and economic factors at a time of diminishing resources. This has 
entailed the development of a mix of preventive measures and intensive alternatives to 
institutional care. Examples include: 

a Self directed support (SDS) - maximising peoples’ choice and control over their lives 
including the resources allocated to meet their needs. By the end of October 201 1 133 
people had been allocated an individual budget with total numbers projected to exceed 
700 by March 2013; 
Reablement - maximising a person’s independence through assertive rehabilitation. By 
the end of October 2011 1,005 people had benefitted with this approach with half 
requiring no further support and a third receiving reduced levels of support, releasing 
over 5,600 hours of home support for reinvestment; 
Living Nearby - which supports young people leaving care into their own homes with 
access to ongoing connections with staff and other young people from the children’s 

a 
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house they previously lived in; part of a range of measures to sustain a low proportion of 
looked and after accommodated children and young people. 

The challenaes facing the service 

Some of the key challenges facing the service include: 

e 

e 

e 

e 

e 

e 

e 

e 

e 

e 

Addressing the growing challenges of demographic change including the increase in 
older people and single person households with the associated need for accessible and 
affordable h omes ; 
Meeting the shortfall of affordable housing in the area, which is particularly acute in 
Cumbernauld and Moodiesburn areas; 
Supporting low income home owners to repair and maintain their homes and address 
problems of serious disrepair in the private sector; 
Improving the quality of homes and management standards in the private rented sector 
Ensuring those in housing need get access to good housing options advice and where 
ever possible homelessness is prevented; 
Ensuring vulnerable people, including formerly looked after and accommodated young 
people, get the support and assistance they need to help them successfully sustain their 
tenancies; 
Addressing fuel poverty, including improving the energy efficiency of homes across all 
tenures and ensure incomes are maximised are key to addressing fuel poverty; 
The UK Government’s Welfare Reform agenda is likely to have a significant impact on 
the housing system in North Lanarkshire in future years. In particular changes to 
Housing benefit across the rented sector may have a negative impact on peoples’ ability 
to meet their housing needs and aspirations. The Housing & Social Work Service is 
currently assessing the potential impacts with a view to developing responses to this 
emerging policy agenda; 
Ensure residents of North Lanarkshire receive the full range of benefit entitlements 
including those affected by the Welfare Reform agenda; 
Continue to find meaningful, paid, supported employment for adults with learning 
disabilities in the face of a difficult economic climate; 
Implementation of ‘Reshaping Care for Older People’ which will deliver improvements in 
how older people are supported at home including preventing avoidable admissions to 
hospitals and ensure speedy, appropriate discharges; 
Continuing to develop resources and partnership working to ensure children and families 
who require support receive the most effective assistance; 
To continue to increase the number of foster carers and adoptive parents, especially for 
children with challenging behaviour and teenagers; 
Making our communities safer through joint working between justice services and other 
key partners. Included in this is the continued development of the Community Payback 
scheme in which communities will directly benefit from unpaid work by offenders; 
Continue to develop the use of assistive technology to support more people at home; 
Dealing with rising public expectations and demand for highly personalised services. 

The LHS action plan aims to meet these challenges with commitments from strategic 
partners to make significant improvements in the housing system over the next few years. 

The North Lanarkshire Health and Social Care Partnership has had considerable success in 
extending the boundaries of collaborative working and integrated services to deliver 
improved outcomes for citizens in more efficient ways. The efficacy of the approach gained 
high profile recognition in July 201 1 when the Nuffield Trust published an international study 
of good practice featuring four worldwide exemplars, one of which was North Lanarkshire. 
Further to the Cabinet secretary’s announcement on the integration of health and social 

36 



care, the North Lanarkshire Health and Care Partnership will make a formal response to a 
consultation document on the subject once it is issued later this year. 

The kev improvements that will be delivered over the period 201 2/13 

Increased availability and accessibility of housing through the council’s new build 
programme; 
Continued implementation of all the strategic actions contained within the North 
Lanarkshire Housing Strategy 201 1-1 6; 
Continued improvement of council housing stock in line with the Scottish Housing Quality 
Standard ; 
Maintain achievement of 100% compliance with gas safety certification; 
Improving outcomes for homeless people to meet the national December 201 2 homeless 
target; 
Integrate housing and social work out-of-hours and emergency services; 
Further develop the Community Payback scheme by ensuring communities directly 
benefit from unpaid work by offenders; 
Implement self-directed support for existing supported living service users; 
Complete the final phase of integrated day services for older people; 
Implement Phase II of Getting It Right for Every Child (GIRFEC); 
Reduce use of institutional care for older people through the development of 
intermediate care and other jointly agreed initiatives supported by the Change Fund. 

Contribution to achieving the vision and outcomes in the Single Outcome Agreement 
and Corporate Plan 

Social work services contribute directly and with partners to the vision and outcomes in the 
Single Outcome Agreement and the Corporate Plan by: 

Reducing reoffending, making communities safer and more attractive; 
Improving health and life choices by working with people affected by disabilities, mental 
health issues and addictions; and 
Promoting active citizenship by our service users in actively contributing to their 
communities. 

There are 4 main housing outcomes that we aim to achieve within the Community Plan and 
Local Outcome Agreement. These are: 

Improved range of housing and support options for those with particular needs; 
Improved housing conditions and progress towards achieving the Scottish Housing 
Quality Standard in our own stock; 
Improved housing choices in the size and types that people want in the areas that they 
want to live and that they can afford; and 
Improved services to prevent homelessness and help all households who are homeless 
to secure suitable accommodation. 

The Council’s Corporate Plan states that North Lanarkshire will be a place where everyone 
has access to good quality housing under our mission to put ‘Service and People First’. 
There are three main themes that relate to housing within the Corporate Plan: 

regeneration; and 
community safety. 

the health & wellbeing theme; 
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Housing Services will develop further links with the Corporate Plan by contributing to the 
Environment CWG during 201 2/13. 

Within the Health & wellbeing theme the main commitment is to provide our residents with 
access to good quality, affordable and suitable housing that meets their requirements. The 
strategic measure of success for housing at corporate level is “Improved access to good 
quality and affordable housing in a safe and pleasant environment”. It states that in 
partnership we will: 

0 

provide housing that supports the needs of all from first time tenants and home owners 
through to those with very sheltered housing needs; 
improve further the satisfaction levels of tenants and tackle issues around homelessness 
and fuel poverty by providing information and welfare advice services that are accessible 
to all; 
continue to provide targeted support and assistance to help improve conditions 
throughout the housing stock. 

Within the Regeneration theme, the housing strategy can have a major role in supporting a 
key sector within the North Lanarkshire economy: construction. Our commitment to enabling 
over 5,000 new homes over the next five years will provide significant opportunities for the 
construction sector, not to mention the council’s f40m per annum investment in 
improvements to its existing housing stock. These opportunities are supported by initiatives 
such as the Council’s Community Benefit in Procurement policy, which encourages private 
sector employers delivering Council contracts, to employ and train local unemployed 
residents and deliver other community based initiatives. 

Role and Purpose of the Service 

Executive Director I Mary Castles 1 
I I 

I 1 Headof 1 1 Headof 1 I Head of Social Work 1 1 HeadofHousing 1 
Housing Services Social Work Services Development & Social Work Resources 
Elaine McHugh Mary Fegan Duncan MacKay Ronnie Paul 

Housing Services has a dual role, one as a landlord through the provision of rented 
housing and the other as the strategic housing authority. Both roles combine to give the 
Council significant influence over the housing system in North Lanarkshire. 

Housing Services is a social landlord with a stock of 37,000 homes which includes specialist 
housing such as sheltered and amenity. We and our partner housing associations use the 
Common Housing Register and our Allocation Policy to assess applications for housing and 
let our stock. 

Housing Services provides a range of services which include advice on housing options; a 
repair service (tenants only); estate management; the Scheme of Assistance for home 
owners; services for homeless households and estate caretaking services. We are also 
responsible for the development and implementation of the North Lanarkshire housing 
strategy. 
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Social Work Services have a range of responsibilities including providing services and 
support to individuals with assessed needs to achieve their best possible outcomes. 

Our work with children and young people includes those in need of protection, with 
disabilities or who are unable to remain at home as well as young people who offend. 

The range of adults supported by our community care operations include older people, 
people with learning disabilities, people with mental health problems, people with physical 
disabilities, people with sensory impairments, people who misuse drugs or alcohol and 
people with long-term conditions, including HIV/AIDS. 

Our Justice Services supervise offenders, help reduce reoffending and, through the 
Community Payback scheme, ensure communities directly benefit through unpaid work by 
offenders. 

Public protection responsibilities involve working with partner organisations in the areas of 
child protection, adult protection, domestic abuse and managing high risk offenders in the 
community. 

National Context 

Our service planning process is influenced by a number of factors. These include 
legislation, Scottish Government policy and guidance, inspection processes and local factors 
and our own reflexive practices which drive service improvements. The main national 
priorities that are currently influencing housing services are: 

By December 2012, all unintentionally homeless households will be entitled to settled 
accommodation; 
By April 2015, all social landlords must ensure that all their dwellings pass all elements 
of the Scottish Housing Quality Standard; 
By November 2016, so far as is reasonably practicable, nobody will be living in fuel 
poverty in Scotland; 
By December 2020, improved design and greater energy efficiency in housing will have 
made a contribution to Scotland’s commitment to reduce our energy consumption by 
12% and our greenhouse gas emissions by 42%. 

These and other national policies are supported by duties and powers enshrined within 
various legislation: 

Housing (Scotland) Act 2001,2006 and 201 0; 
Private Rented Housing (Scotland) Act 201 1 ; 
Property Factors (Scotland) Act 201 1; 
Climate Change (Scotland) Act 2009; 
Tenements (Scotland) Act 2004; 
Antisocial Behaviour etc. (Scotland) Act 2004; 
Homelessness etc (Scotland) Act 2003. 

Recent legislation and strategies introduced by the Scottish Government that impact on 
social work are: 

Criminal Justice and Licensing Act 2010; 
Protection of Vulnerable Groups (PVG) Scotland 2007 (implemented February 201 1); 
Reshaping Care for Older People (201 1); 
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National Dementia Strategy (201 0); 
Modifications to the Adoption and Children (Scotland) Act 2007 ; 
National Dementia Strategy (201 0); 
Self-directed support: A National Strategy for Scotland (2010). 

In 2010 the Scottish Government published its Fresh Thinking New Ideas policy discussion 
paper. This was subject to a period of consultation with local authorities and other statutory, 
voluntary and independent sectors with an interest in housing across Scotland. The Scottish 
Government undertook to then publish a more detailed policy paper ‘Homes fit for the 2Ist 
Century’. This details the Scottish Government vision and strategy up to 2020. Its key 
commitments were to new supply and improve Choice and Quality. 

The Scottish Social Housing Charter is due to commence 1 April 2012. The charter’s 
outcomes ‘describes the results that a good social landlord will be achieving’ in meeting their 
existing legal duties. The Scottish Housing Regulator is currently consulting on a new 
method of regulation and this is also linked to the Scottish Social Housing Charter outcome 
measurements. 

Customer Focus 

Services users and carers are fully involved with social work services in determining what 
support or services may be appropriate in achieving their desired outcomes. As well as 
individual work, the service funds representative groups including Voice of Experience, North 
Lanarkshire Disability Forum, North Lanarkshire Carers Together, Lanarkshire Links and 
Partnership4Change to ensure the views of service users and carers are fully considered. 

Housing Services priorities are in the main, directly linked to the Local Housing Strategy 
201 1-16 which is developed in consultation with all our stakeholders including the public. An 
extensive period of consultation was carried out for the strategy with the public and 
stakeholders. Ten key messages were taken from this: 

e 

e 

e 

e 

e 

e 

e 

e 

e 

Build more affordable homes across all tenures; 
Tackle anti-social behaviour ; 
Maintain affordable rents while continuing to improve homes in the social rented 
sector; 
Increase awareness of and advice on housing options and improve mobility across the 
housing system; 
Improve neighbourhoods and tackle low demand housing; 
Make homes and wider environments more accessible for people with disabilities; 
Develop new housing and support solutions for older people and those with disabilities; 
Promote responsibility and where appropriate support owner-occupiers to repair and 
maintain their homes; 
Tackle fuel poverty among low income groups and older people; 
Improve quality and management standards in the private rented sector. 

The Housing Service also has a Tenant Participation Strategy to allow tenants opportunities 
to become involved in decision-making processes with regard to the services we provide. 
We are currently developing our new Tenant Participation Strategy for the period form April 
2012. In addition the Housing Service uses various mechanisms to collect customer 
feedback on a wide range of services including repairs, homelessness and housing support, 
services to home owners and satisfaction with our new build. Every two years we also 
undertake a Tenant Survey for all our tenants to measure satisfaction with the service. 
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The Housing Service has also recently been leading on a Scottish Government pilot to 
involve people with disabilities in the co-production of the LHS. This pilot has been 
evaluated by the Scottish Government and is due to finish shortly and we are looking at 
continuing this innovative method of involving customers in the future. 

Impact of SavinGs 

Efficiency Savings 201 111 2 

Non-HRA Housing Total 
and Social Revenue Housing and 
Work Account Social Work 

Workstream f 000 f 000 f 000 
Workforce deployment 3,159 75 3,234 
Service priorit isat ion 2,827 0 2,827 
Asset management 334 1,785 2,119 
Procurement 350 75 425 
I ncome gene rat ion 333 562 895 
Total 7,003 2,497 9,500 

Non-HRA and Social Work 201 1/12 

Required savings were delivered mainly through implementation of re-ablement for home 
support and self directed support for people with disabilities and mental health problems; 
closure of two residential homes; cessation of the community wardens service; 
reconfiguration of staff structures; and a review of homelessness services. 

Income generation proposals include the introduction of charges for garden assistance and a 
phased increase in charges for home support. 

Housing Revenue Accounf 201 1/12 

The unprecedented level of efficiency savings approved for 201 1/12 provided an opportunity 
to set a rent increase well below inflation and lower than the 3.5% underpinning the HRA 
business plan, whilst at the same time enabling the Council to deliver a package of service 
improvements totalling f 1.2m. 

Efficiency Savings 201 211 3 

Non-HRA and Social Work 2012/13 

Workstream 
Wo r kf o rce de p I o y m e n t 
Service prioritisation 
Asset management 
Procurement 
Income generation 
Total 

f 000 
3,936 
1,161 

94 
202 
175 

5,568 

The Service is required to deliver a savings package of approximately f5.6m next year. Of 
this total, almost f 4m will come under the workforce deployment work stream. This will 
result in a reduction of 52 posts through a review of management and back office functions 
with front line services protected as far as possible. Other workforce deployment savings 
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options include improved absence management, reduced overtime and changes to core 
conditions. 

In addition, savings of approximately f 1.6m will be delivered under the remaining work 
streams, predominantly by reducing spend on direct support from independent providers 
through the implementation of self directed support for adults with supported living 
requirements. 

Housing Revenue Account 201313 

The housing budget for 201 1/12 included proposals to develop a two-year budget strategy, 
underpinned by rent increases pegged at 1.5% over the two-year period from 201 1 to 2013 
and supported by additional efficiency savings to be identified through further reviews. In 
accordance with the budget-setting timetable, savings proposals for 201 2/13 will be brought 
forward for consideration in December 201 1. 

Summary of Best Value within Housing & Social Work Services 

Housinq Services 

In 2009/10, Housing Services took part in a Scottish pilot to benchmark unit costs. The 
results of this outlined the relationship between cost and performance across the main 
Scottish Housing Regulator activity areas. In the main areas of Value for Money activities, 
Housing Services were in the middle or upper quartile for both cost and performance. 

0 Management costs per house are approximately 15% lower than the Scottish local 
authority average; 

0 In 201 0/11 void rent loss represented only 1 % of rent income compared to an average of 
1.8%; 

0 Rent arrears represented 3.5% of net rental income compared to an average of 5.9%; 
0 North Lanarkshire has the fifth lowest council rents in Scotland for 201 1/12 and will 

possibly move to fourth lowest in 201 211 3 because it has already pegged the increase at 
1.5%. 

Social Work Services 

0 Spend on social work services in North Lanarkshire increased by 13% over the six-year 
period from 2003/04 to 2009/10 compared to a 23% increase across Scotland; 

0 The final report of the Social Work Inspection Agency (March 2011) identified that 
funding for Social Work in North Lanarkshire was 24'h of 32 local authorities. 

0 In 2009/10, social work spend equated to approximately f600 per head of population in 
North Lanarkshire compared to f900 in Glasgow and a national average of f700; 

0 Despite the relatively low level of spend, the same report highlights strong performance. 
Key strategic outcomes include: 
9 North Lanarkshire has the lowest proportion of children looked after and 

. accommodated children and young people of all Scottish authorities; and 
the sixth lowest rate of older people supported in care homes. 
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Health &Wellbeing Action 12/13 

Section 3 - CorporatelPartnership Actions 
Performance against Corporate and Service Plan objectives 

Lead Timescales 
Officer 

Housing Services 

Part 1 - Corporate / SOA Outcomes 

partnership with the Scottish Government 
Deliver the Council’s new build housing programme 

Humphries onwards 
Pamela 1 April 2012 - 

I I Deliver the affordable housing investment programme in I Pamela I 2012- I 

Humphries 31 March 
201 6 

Health & Wellbeing Action 12/13 Lead Timescales 
Officer 

N 

N - New action for 12/13 
C - Continuing from 11/12 

Allocate an appropriate number of homes to provide a settled Stephen 31 March 
accommodation outcome for homeless households Llewellyn 201 3 
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Health & Wellbeing Action 12/13 Lead 
Officer 

I 1 certification for all Council homes 

Timescales 

Deliver a planned maintenance programme of f7.5 million to ri improve the council’s housing stock 

Deliver HRA Capital programme of f36.6 million to improve Pamela 
council’s housing stock and surrounding environment 1 Humphries 31 March 

1 1 April 2012 - 1 
Des Murray 1 1 April 2012 - 1 

31 March 
’ 2013 

Key Service Action 12/13 Lead Timescales 
Officer 

I I Develop and implement options for use of renewable 

March I technologylenhanced energy efficiency measures within Humphries 31 
housina stock I 2013 

Pamela 1 April 2012 - 

h & Wellbeing Action 12/13 

Assist owners to undertake necessary works to their own 
home 

iervice Action 12/13 

Implement and monitor new Care & Repair/ handypersons 
service contract (assisting older people and those with 
disabilities) 
Achieve target spend of private sector investment programme 
through the delivery of the Scheme of Assistance 

Support home owners in priority areas to put in place 
effective facto ri ng and mai n tenance arrange men ts including 
use of Maintenance Orders where appropriate 

Lead 
Officer 
Pamela 
Humphries 

Lead 
Officer 
Pamela 
H um p hries 

Pamela 
Humphries 

Pamela 
Humphries 

Timescales I 
31 March 

N - New action for 12/13 
C - Continuing from I 1/12 
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Health & Wellbeing Action 12/13 Lead Timescales 
Officer 

Increase the number of amenity and wheelchair homes 
through the Council’s New Build Programme and RSL 
prog rammes 

Pamela 1 April 2012 - 
Humphries 31 March 

201 3 

Key Service Action 1211 3 Lead Ti m esca les 
Officer 

N Undertake review of sheltered housing, including allocation Aileen Sept 2012 
policy, in context of new national strategy for housing for Gormley 
older people 

- 
Corporate Theme Community Safety 
Local Outcome People are able to live in good quality neighbourhoods 

Community Safety Action 12/13 Lead Ti m esca les 
Officer 

Improve satisfaction levels with our response to responding 
to complaints about anti social behaviour 

Stephen 1 April 2012- 
Llewellyn onwards 

N - New action for 12/13 
C - Continuing from I lM2  

Corporate Theme 
Local Outcome 

45 

Regeneration 
People are able to live in good quality neighbourhoods 

- 
Regeneration Action 12/13 Lead Timescales 

Officer 
Progress regeneration proposals for Cumbernauld multi- 
storeys and Glencairn Tower in Motherwell providing new 
homes and improved living environments 

Pamela 1 April 2012 - 
Humphries 31 March 

201 6 

Key Service Action l a 1  3 Lead Timescales 
Officer 

N Progress implementation of the Tower Strategy, including Stephen 1 April 2012 - 
enhanced CCTV security arrangements within tower blocks in Llewellyn 31 March 
Mot he rwe I I 201 3 
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Part 2 - Other Service Priorities 

Key Service Action 12/13 
- 
N 

N 

N 

Continue to further review service delivery/staffing 
arrangements within Housing Services 

Manage joint venture repairs and gas contracts in line with 
agreed contract KPI targets 

Develop and implement mobile technology where appropriate 
across housing services 

Procure and deliver asset management system for council’s 
housing stock 

Tackle low demand housing and reduce the number and 
frequency of empty homes in affected areas 

Review approach to gathering, analysing and reporting 
customer feedback across housing services 

Continue to align performance management with Scottish 
Housing Regulator (including the new Social Housing Charter) 
and other regulatory frameworks 
Finalise and implement Tenants Guide to Repairs 

Review void letting standard to improve quality of all homes 
when they are let 

Review Tenant Participation Project contract (currently 
provided by Tenant Information Service) 

Develop new Tenant Participation Strategy in partnership with 
Tenants and Residents Federation and other stakeholders. 

Elaine 
McHugh 

Des Murray 

Des Murray 

Pamela 
Hump h ries 

Stephen 
Llewell yn 

Aileen 
Gormley 

Aileen 
Gormley 

Des Murray 

Des Murray 

Pamela 
Humphries 

Pamela 
Humphries 

31 March 
201 3 
1 April 2012 - 
31 March 
201 3 
1 April 2012 - 
31 March 
201 3 
1 April 2012 - 
31 March 
201 3 
1 April 2012 - 
31 March 
201 3 
1 April 2012 - 
31 March 
201 3 
1 April 2012 - 
31 March 
201 3 
1 April 2012 - 
31 March 
201 3 
1 April 2012 - 
31 March 
201 3 
1 April 2012 - 
31 March 
201 3 
1 April 2012 - 
31 March 
201 3 

N - New action for 12/13 
C - Confinuing from 11/72 
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Result Result Quarter 
Result 
2011/12 

Cost per property of Housing 
Management 246.27' 248.36 252.09 

590.37 
Cost per property of responsive 
repairs and void works 605.85 646.55 

Projected 201 I/I 2 201 211 3 Rationale 
2011/12 Target Target 
Result 

250.84 I 252.09 I 253.35 I 
593.39 590.37 602.67 

1,584.43 1,628.53 1,620.42 

Performance Results & Target Projections - Head of Housing Services 

Key Performance Results 

Indicator 

- 

Q 
& 
A 
- 

Q 
& 
A 

Response Repairs 
The overall % of repairs 
completed within target timescale 

Net Rent Due 
% of rent due in the year that was 
lost due to void 

2009/10 I 2010/11 
Result Result I 
94.6% 95.9% 

1.40% 1.01% 

2"' Quarter I Proiected 
Result 

94.8% 95% 

0.90% 1 .OO% 

I 

'f 

Q - Quarterly measure 
A - Annual measure 

The HouseMark Scottish pilot benchmarking group average was f 373.01 2 

201 1 /I 2 
Target 

95% 

1.25% 

Target 

95% 
(+5/-5) 

(99.75%1 
90.25%) 

1.20% 
(-5 /+I 0) 
(1.14%/ 
1.32%) 

__ 

_. .- 

Rationale for target 

The target set is in line with the new joint 
venture contract which contains Key 
Performance Indicators. 

Target set has taken account of impact of 
allocating new build sites as well as 
projected reform of Welfare Benefit 
System and also impact of economic 
situation. Performance has improved year 
on vear. 
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75% 58% 

3.75% 4.00% 

2.00% 2.40% 

2"a Quarter 
Result 

2011112 

64.9% 

Indicator Rationale for target 200911 0 
Result 

2010111 
Result 

201 211 3 
Target 

55% 
(+ 1 045) 
(60.5%/ 
52.25%) 

201 1 I1 2 Target 

68% 50% 

Target set has taken account of impact of 
allocating new build sites as well as projected 
reform of Welfare Benefit System and also impact 
of economic situation. Performance has improved 
year on year. 
Target set has taken account of impact of 
allocating new build sites as well as projected 
reform of Welfare Benefit System and also impact 
of economic situation. Performance has improved 
year on year. 
Target set has taken account of impact of 
allocating new build sites as well as projected 
reform of Welfare Benefit System and also impact 
of economic situation. Performance has improved 
year on year. 

Void Relets - Low 
Demand 
% of dwellings which 
were relet in < 4 weeks 

Q 
& 
A 

48.4% 59.2% 

40 days- 
(-1 o/ 
+ I  0) 

(36 days 
144 days) 

60% 
(+ 1 0/-5) 

(66%/ 
57%) 

27 days 
(-10 / 
+10) 

(24 days 
129 days) 

3.95% 
(-5 /+I 0) 
(3.75%1 
4.35%) 

Void Relets - Low 
Demand 
Average number of days 
to relet properties 

Q 
& 
A 

62.8 
days 

35.2 
days 30.2 days 

Void Relets - Non Low 
Demand 
% of dwellings which 
were relet in e4 weeks 

Q 
& 
A 

61 % 71.7% 77.2% 

P 
00 
- 

Q 
& 
A 

I Void Relets - Non Low 
Demand 
Average number of days 
to relet properties 

Target set has taken account of impact of 
allocating new build sites. Performance has 
improved year on year. 

Target set has taken account of impact of 
allocating new build sites as well as projected 
reform of Welfare Benefit System and also impact 
of economic situation. Performance has improved 
year on year. 

24.6 
days 

30.6 
days 

3.33% 

24.2 days 

Rent Management - 
net rent due 
Current tenant arrears 
as a % of net rent due 

Q 
& 
A 

3.52% 3.56% 

I 

Rent Management - 
current tenants >I3 
weeks rent 
% current tenants owing 
> I 3  weeks rent 
excluding those owing 
<€250 

Target set has taken account of impact of 
allocating new build sites as well as projected 
reform of Welfare Benefit System and also impact 
of economic situation. Performance has improved 
year on year. 

2.25% 

(2.14%1 
2.48%) 

(-5 /+I 0) 
Q 
& 
A 

1.77% 2.09% 1.91 % 

Q - Quarterly measure 
A - Annual measure 
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- 

- 

Q 
& 
A 

- 

Q 
& 
A 

- 

Q 
& 
A 

- 

Q 
& 
A 

- 

Indicator 2"" Quarter 
Result 

2011112 

200911 0 
Result 

201 011 1 
Result 

6.2% 

5.69% 

Projected 
201 1 I1 2 
Result 

2011112 
Target 

201 211 3 
Target 

Rationale for target 

7% 
(-5 

/+I 0) 

7.7%) 
(6.65%/ 

Performance has remained consistent over a 
number of financial years, with target just 
being met. Target set has been reviewed and 
continuous monitoring will continue. 

Homelessness - Permanent 
Accommodation - cases 
reassessed 
% of cases reassessed within 12 
months of completion of duty 

6.2% 7% 6% 7.05% 

9.50% 

10% 
(-5 

/+ 1 0) 

11%) 
(9.5%/ 

Performance has remained consistent over a 
number of financial years, with target just 
being met. Target set has been reviewed and 
continuous monitoring will continue. 

Homelessness - Temporary 
Accommodation - cases 
reassessed 
% of cases reassessed within 12 
months of completion of duty 

6.0% 10% 6% 

Homelessness - Permanent 
Accommodation - decision 
notifications 
% of decision notifications issued 
within 28 days of initial 
mesentation 

90% 
(+ 1 01-5) 
(99%/ 

85.5%) 

Performance has improved year on year and 
in this respect target has been increased from 
85% to 90% within 28 days. 

79.7% 93.50% 95% 93% 85% 

Homelessness - Temporary 
Accommodation - decision 
notifications 
% of decision notifications issued 
within 28 days of initial 
presentation 

90% 
(+ 1 01-5) 
(99%/ 
85.5%) 

Performance has improved year on year and 
in this respect target has been increased from 
85% to 90% within 28 days. 

79.5% 93.32% 95% 93% 85% 

Q - Quarterly measure 
A - Annual measure 
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Indicator 2"" Quarter 
Result 

2011112 

200911 0 
Result 

99.2% 

93.7% 

87.70% 

51.2% 

0.7 
hours 

201 011 1 
Result 

Projected 
201 111 2 
Result 

2011/12 
Target 

201 211 3 
Target 

Rationale for target 

95% 
(+5/-5) 
(99.75% 
/90.25%) 

The target set is in line with the new joint 
venture contract which contains Key 
Performance Indicators. 

Gas Maintenance - Routine 
Repairs 
The number of gas maintenance 
routine repairs completed on time 

98.2% 99% 98% 95% 

100% 
(+O/-10) 
(1 OO%/ 
90%) 

Target 
to be 
set by 

rev 
service 

50% 
(+10/-5) 

(55%/ 
47.5%) 

Gas Maintenance - Safetv 
Checks 
The % of safety checks carried out 
within 12 months anniversary 

The target set is in line with legislative 
com pl iance . 100% 100% 93.8% 

85.34% 

97.3% 

95.46% 
Invoices 
% of invoices paid within 30 
calendar days of receipt 

95% 88.47% The target is set in line by Revenue Services. 

Target set taking account of historical 
performance and also taking account of level 
of presentations and previous outcomes of 
presentations. 

This is an 
annual 
target 

Homelessness - housed 
Council duty to secure permanent 
accommodation for household - % 
housed 

49.8% 50% 40% 

Domestic Noise Complaints - 
attendance on site 
Average time (hours) between the 
time of the complaint and 
attendance on site which required 
attendance on site 

1 hour 
(-5 

/+I 0) 
(0.9 h r/ 
l . lhr )  

This is an 
annual 
target 

Performance has remained consistent over 
previous financial years. Therefore target set 
will remain the same. 

0.8 
hours 1 hour 1 hour 

Q - Quarterly measure 
A - Annual measure 
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Indicator Zna Quarter 
Result 

2011112 

Rationale for target 200911 0 
Result 

201 011 1 
Result 

Projected 
2011112 
Result 

201 111 2 
Target 

84 

201 211 3 
Target 

84 

(86179) 
(+3/-5) 

Target has been set taking account of the 
number of Resident Tenant Organisations 
who have requested to participate in 
walkabouts which is normally 2 per 
association annuallv. 

This is an 
annual 
target 

Tenant Particpation -tenant led 
walkabouts 
The number of tenant led 
walkabouts carried out 

84 84 68 

49 

59.9% 

41.4% 

7.48 
weeks 

This is an 
annual 
target 

Tenant Participation - 
chairperson meetings 
The number of chairperson 
meetings carried out 

24 

(26122) 
(+ 1 01-5) 

Target set takes account of agreement to 
carry out quarterly chairperson meetings per 
locality. 

34 24 24 

~~~ 

49.3% 
81 % 

(+ 1 0/-5) 
(89.1 %I 
76.95%) 

Scottish Housing Qualitv 
Standard 
The total dwellings (%) meeting the 
Scottish Housing Quality Standard 

This is an 
annual 
figure 

The target is set by taking account of future 
capital and revenue works and when they will 
include SHQS failures. 

67% 67% 

43% 
(-5 

/+I 0) 

147.3%) 
(40.85% 

Rent Manaaement - terminating 
tenancv in arrears 
The proportion of those tenants 
giving up their tenancy during the 
vear that were in rent arrears 

This is an 
annual 
figure 

Target set based upon potential outturn figure 
for 201 112012. 41.9% 43% 42% 

8 weeks 
(-5 

/+I 0) 
(7.6wks 

17.2 wks) 

This is an 
annual 
figure 

Rent Management - terminating 
tenancy -weeks rent owed 
The average number of weeks rent 
owed by tenants leaving in arrears 

9 
weeks 

8 
weeks 

Target set based upon potential outturn figure 
for 201 112012. 8 weeks 

Q - Quarterly measure 
A - Annual measure 
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