
NORTH LANARKSHIRE COUNCIL 

To: HOUSING AND SOCIAL WORK 
SERVICES COMMITTEE 

From: EXECUTIVE DIRECTOR OF HOUSING 
AND SOCIAL WORK SERVICES 

Date: 25 April 201 3 Ref: EMcH/PH/LS 

Subject: HOUSING & SOCIAL WORK SERVICES 
SERVICE PLAN 2013/14 

1. Purpose of Report / Introduction 

The purpose of this report is to provide the committee with details of the background to the 
2013/14 Service Plan and to note the approval of the attached plan for Housing & Social 
Work Services (Appendix A) by the Executive Director, following consultation with the 
Convener. 

2. Service Planning Process 2013/14 

2.1 Whilst forward financial and service planning continues to take place against a 
challenging public sector spending environment, it is not presently possible to 
continue the previous practice of considering Service revenue budgets and service 
plans within a single report. 

2.2 All Service Plans for 2013/14 have been updated to take account of the council's 
savings plan announced on 14 February 2013. 

2.3 The Council at its special meeting on Thursday, 14 February 2013 authorised 
Executive Directors, in consultation with the relevant Convener, to finalise the 
2013114 Service Plan taking account of the finalised savings. Subsequently the 
Executive Director, following consultation with the Convener, agreed the Service 
Plan which is attached as Appendix A. 

3. Housing & Social Work Services: Service Plan 2013/14 

3.1 The Council's revised service planning arrangements were considered and 
approved by the Policy and Resources Committee at its meeting on 20 September 
2012. 

3.2 Service plans will focus on the key contributions each service makes to the council's 
overarching priorities and outcomes, and will capture the key improvements planned 
for the forthcoming year. The format of the Service Plan now comprises the 
following three elements: 

Introduction by the Executive Director 

This comprises of a brief introduction from the Executive Director, giving an 
overview of the service, the key challenges facing the service, and the planned 
improvements planned for 201 3/14. 
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Delivery of Corporate & Community Plan / SOA Outcomes 

This comprises of the key service actions and activities which contribute to the 
delivery of the council's corporate outcomes and priorities, as outlined in the draft 
Corporate and Community Plans and Single Outcome Agreement. 

Service & People First 

This section identifies key service actions, indicators and targets which contribute to 
the four key aims of the Service & People First programme: Customer Focus, 
Wo rkfo rce Development , Efficiency and Perform an ce I m p rove me n t . 

3.3 A copy of the Service Plan for Housing & Social Work Services is attached as 
Appendix A to this report. Service Plans will continue to be reported to Committee 
by exception on a six monthly basis and Performance Indicators will be reported by 
exception on a quarterly basis. 

4. Recommendation 

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

(i) note the contents of the 2013/14 Service Plan attached as Appendix A to the 
report and the action of the Executive Director, following consultation with 
the Convener, in approving the 2013/14 Service Plan, and 

(ii) note the content of the report. 

Executive Director of Housing and Social Work Services 
18 March 2013 

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

Section 1: Introduction (Executive Director level) 

The strategic context for the service 

The service has a robust strategic planning process in place to ensure we are able to improve and 
develop services, and respond appropriately to identified and eligible 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 priorities are identified and contained within the Local Housing Strategy 201 1- 
16. 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. 

Our social work strategic objectives are: 

e 
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; 
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. 

The challenges facing the service 

Some of the key challenges facing the service include: 

e 

e 

e 

e 

e 

e 

e 

e 

e 

e 

The ongoing impact of the current financial situation 
The impact of Welfare Reform on North Lanarkshire residents (including the introduction of the 
Universal Credit) 
Meeting the need for affordable housing by addressing local shortfalls particularly in 
Cumbernauld and Moodiesburn 
Low demand for social rented housing is evident in some areas 
Improving services to care leavers and homeless children and others at risk of homelessness 
through better identification of risk factors and early intervention 
Housing support needs require to be addressed while assisting in improving individual tenancy 
sustainment and community stability 
During the course of this service plan, the Scottish Government will make known its intentions 
with regard to the likely integration of health and social care services. Whatever the final 
outcome there is likely to be serious implications for our social work service 
Also during the course of this plan, the Government will conclude its consultation on the future 
of the justice systems in Scotland with the likelihood of important changes to the role of local 
government 
The Children’s Bill will introduce changes to our role as corporate parents and change how we 
support kinship carers. It will impose new duties for which resources have not yet been 
identified. 
The Social Care (Self-directed Support) (Scotland) Act 2012 will impose new duties on local 
authorities to make resources available in different ways to improve outcomes for individuals. 
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The kev improvements that will be delivered over the period 2013114 

e 

e 

e 

e 

e 

e 

e 

e 

e 

e 

e 

e 

Deliver the council’s new build housing programme and continue to provide wheelchair 
standard housing in response to identified need. (Approximately 150 completions during the 
course of 2013/14). 
Progress action plan to meet Scottish Housing Quality Standard (SHQS) target for 2015 
(Target for 201 3/14 is 88%). 
Support home owners to maintain and improve the standard of their home 
Conduct review of anti social behaviour in North Lanarkshire through the members officer 
working group to enable a more focused effective approach 
Produce and implement Tenants Guide to Repairs 
Implement Welfare Reform Action Plan 
Continue to actively reduce homelessness through the provision of prevention activities and 
housing support services such as Housing Options, Advocacy and external support providers. 
Continue to align performance management with Scottish Social Housing Charter and the Annual Report 
to tenants. 
Continue to streamline access to social work services in a variety of way such as “Making Life 
Eas ie rl’. 
Continue to support an increasing proportion of older people to live at home, in line with the 
national Reshaping Care for Older People programme 
Sustain the low proportion of looked after and accommodated children and young people living 
in the community 
Continue to ensure that our justice services deliver improved outcomes for offenders and 
improve the life of communities by minimising re-offending. 

Summary of Best Value within Housing & Social Work Services 

Housing Services 

In 201 1/12, Housing Services took part in the Scottish HouseMark benchmarking project for the 
third consecutive year. The results outline the relationship between cost and performance across 
the main Scottish Housing Regulator activity areas. For the first two years (2009/10 and 201 0/1 I), 
Housing Services were in the middle or upper quartile for both cost and performance in the main 
Value for Money activities. Whilst comparative data is not yet available for 201 1/12, North 
Lanarkshire’s results indicate an upward trend over the three years. 

Comparisons across all Scottish councils indicate the following: 

In 201 1/12 housing management costs per house in North Lanarkshire were 23% lower than 
the Scottish local authority average. In the current year (2012/13) the differential is expected to 
increase, with management costs approximately 27% below the national average; 
In 201 1/12 void rent loss represented less than 1% of rental income compared to a national 
average of 1.7%; 
Rent arrears represented 3.46% of net rental income compared to an average of 6.1 %; 
The average weekly rent in North Lanarkshire is fifth lowest among Scottish councils for 
2012/13. It is 9.4% below the local authority average and 18.6% lower than local RSLs; 
Outstanding debt per house is third lowest of all Scottish councils - f5,248 per house against a 
national average of f 9,484. 

Social Work Services 

The final report of the Care Inspectorate (March 201 1) identified that funding for Social Work in 
North Lanarkshire was 24‘h of 32 local authorities; 
Despite the relatively low level of spend, the same agency highlights strong performance. Key 
strategic outcomes include: 
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o North Lanarkshire has the lowest proportion of looked after and accommodated children 
and young people of all Scottish authorities; 

o We support the sixth lowest rate of older people supported in care homes. 
o We support the highest proportion of adults with disabilities at home. 
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Section 2: Actions to deliver Corporate & Community Plan Outcomes 

Housing Services 

Strategic Local Programme to increase the 
provision of affordable housing (3 year budget of 
f33.8 million) 

housing programme including completion of 150 
units Manager 

Development 
Manager 

1.2 Progress implementation of council’s new build Pamela Humphries 201 3-onwards 
Development 

2.1 

I 

I 

ktions 
Implement and monitor impact of the Affordable 
Housing Policy in the Cumbernauld, Moodiesburn 
and Kilsyth areas (including review and update of 
supplementary planning guidance) 

Lead Officer Timescales 
Pamela Humphries I 2013-onwards 

Development 
Manager 

3.1 Progress review of housing options for older Aileen Gormley 
people, including review of the allocation policy for Quality and 
sheltered housing Perform an ce 

Manager 
3.2 Implement Change Fund Housing Action Plan Pamela Humphries 

(f2.2 million) Development 
Manager 

including continued participation with the West of Quality and 
Scotland Hub Perform an ce 

Manager 

Quality and 
Performance 

Manager 

3.3 Further develop the Housing Options approach Aileen Gormley 

3.4 Complete Phase 3 allocation policy review to Aileen Gormley 
address implications of welfare reform 

Timescales 
201 3-14 

2013-14 

201 3-14 

201 3-1 4 

4 
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4.1 

4.2 

Continue to actively reduce homelessness 
through the provision of prevention activities and 
housing support services: 

o Housing Options Interviews 
o Advocacy and advice project 
o Mediation Service 
o Housing Advice Network 
o Housing Support and Supported 

o Rent Deposit Guarantee Scheme 
Accommodation 

Monitor the effective delivery of prevention 
activities and housing support services through 
Management Information System reporting 
mechanism 

Lead Officer 
Stephen Llewellyn 

Operations 
Manager 

Aileen Gormley 
Quality and 

Perform a nce 
Manager 

Timescales 
201 3-201 4 

201 3-2014 

No. of homeless households housed 

5.1 Allocate an appropriate number of homes in line 
with our allocation policy to provide a settled 
accommodation outcome for homeless 
households 
Undertake analysis of outcomes for homeless 
households who have not received settled 
accommodation 

5.2 

Lead Officer Timescales 
Stephen Llewellyn 2013-2014 

Ope rat ions 
Manager 

Stephen Llewellyn 201 3-2014 
Operations 
Manaaer 

Health & Wellbein 

5 
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Older people and those with particular housing needs can live 
independently through the provision of accessible homes and support 

~ _ _ _ _  

7.1 Continue to deliver an equipment and adaptation Susan Kelso 201 3-14 
service for those in priority need Senior Officer 

I Regeneration 

I Lanarkshire is improved and this contributes to meeting the climate 

8.1 Deliver HRA Capital programme of €37.8 million Des Murray 2013-2014 I I I  to improve council’s housing stock and Property Services 
surrounding environment Manager 

€6.125million to improve the council’s housing 
Deliver a planned maintenance programme of Des Murray 2013-2014 

Property Services 
stock Manager 

201 5 Property Services 
8.3 Progress action plan to meet SHQS target for Des Murray 201 3-201 4 

Manager 

Property Services 
8.4 Complete installation of PV Panels sheltered Des Murray 2013-2014 

housing complexes as identified at Airdrie and 
Wishaw Manaaer 

I 

ktions Lead Officer Timescales 
Continue to deliver the Scheme of Assistance to 
assist home owners improve and maintain their 
properties 
Progress a compulsory purchase order to assist 
with the implementation of Cumbernauld multi 
storey regeneration programme 
Continue to address serious disrepair in private 
sector (including use of enforcement powers and 
provision of grants) 

Pamela Humphries 2013-2014 
Development 

Manager 

Development 
Manager 

Develop men t 
Manager 

Pamela Humphries 20 1 3-20 1 4 

Pamela Humphries 201 3-201 4 
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e public confidence in relation to community safety and wellbeing 

10.2 

I I including enhanced CCTV security arrangemgnts I Operations I I 
within tower blocks in Motherwell Manager 
Conduct review of anti social behaviour in North Stephen Llewellvn 2013-2014 
Lanarkshire through the members officer working 
group 

Operations 
Manager 

11.2 

11.3 

from current reviews of allocation, rent arrears Quality and 
and homelessness policies Performance 

Manager 
Refresh the Temporary Accommodation Strategy Pamela Humphries April 201 3-2014 
assumptions and complete options appraisal Development 
process Manager 
Support tenants to cope with welfare reform 
changes by providing enhanced and improved 
advice, information and assistance Manager 

Stephen Llewellyn April 201 3-2014 
Operations 

Key Actions 

Quality and 
Performance 

Manaaer 

Lead Officer Timescales 

13.1 Monitor and review housing services Child Aileen Gormley 2013-2014 
Protection procedures and implement guidance in 
line with Getting it right for every Child request for 
assistance process Manager 

Quality and 
Perform an ce 

13.2 Implement protocol for Looked after and Aileen Gormley 201 3-201 4 
Accommodated Young people Quality and 

Performance 
Manager 

I 12.1 

7 

Monitor and review Housing Services Adult I Aileen Gormlev I 2013-2014 I 
Protection Procedures in light of any new 
guidance and best practise. 
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Social Work Services 

1.2 

1.3 

treatment within 3 weeks of referral 

We will ensure 50% of opiate drug users are trained in 
overdose awareness by the 12 week review stage of 
their treatment 
We will ensure 100% of clients attending Lanarkshire 
addiction services who are at risk of blood borne 
viruses (BBVs) are offered amrowiate vaccinations 

Manager Younger 
Adults 

Bobby Miller 
Manager Younger 

Adults 
Bobby Miller 

Manager Younger 
Adults 

I 2013-2014 

201 3-201 4 I 

0 

0 

Providing improved and refresher training for 

Promote user friendly materials for service 

3.1 We will promote active ageing for older people by Joe McElholm 
supporting those who use our rehabilitation services to Manager Older 
maintain good health by increasing physical activity Adults 
and local leisure facilities. 

3.2 We will ensure rapid access to assessment, Joe McElholm 
diagnosis, treatment and rehabilitation for when Manager Older 
admission to hospital is unavoidable. Adults 

3.3 We will minimise the number of avoidable falls byi ’ Joe McElholm 
older people by Manager Older 

0 Identifying those most at risk of falls Adults 
0 

0 

Providing advice and support to them 
Providing information and advice to their 
carers, care managers and relevant others 

3.4 We will develop dementia cafes in all six localities, 
following the positive evaluation of this approach in 2 
areas Adults 

Joe McElholm 
Manager Older 

Timescales 
2013-2014 

201 3-201 4 

2013-2014 

2013-2014 
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3.5 

- 

4.1 

- 
4.2 

- 
4.3 

- 
4.4 

I 

We will increase the number of older people using our 
online services, including ‘Making Life Easier’ by: 

Promoting easier access through simple online 
assessment 
Working with partners, including Voice of 
Experience, to improve awareness of online 
access to support and services 

0 

0 

~ 

6.2 Ensure all staff and volunteers have the skills John Campbell 201 3-2014 

6.3 Develop appropriate engagement processes John Campbell 201 3-201 4 

6.4 Develop monitoring and measurement processes John Campbell 201 3-201 4 

required Service Co-ordinator 

Service Co-ordinator 

to monitor impact Service Co-ordinator 

Joe McElholm 
Manager Older 

Adults 

201 3-201 4 

to enhance knowledge and awareness of importance 
of good nutritional standards and importance of fit and 
active lifestyles 
All looked after young people have access to and take 
part in regular physical activity through use of leisure 
passes- number of times passes are used 
Action plan from service needs analysis implemented 
to improve outcomes for children in foster care and in 

Service Manager 

Sheila Gordon 
Service Manager 

Sheila Gordon 
Service Manager 

residential care 
Implement Self Directed Support for children with Sheila Gordon 
significant additional suppo A’needs I Service Manager 

sc 
201 3-2014 

2013-2014 

201 3-201 4 

2013-2014 

sharing of GIRFEC core components with partner 

council and partner services and on the local Service Co-ordinator 
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7.2 

Local Outcome 
Key Actions I Lead Officer I Timescales 

I Increase public confidence in relation to community safety and wellbeing 

early interventions 
Reduce the number of numbers of young people going 
into custody and secure care through further 
development of robust alternatives 

Lillian Cringles 2013-2014 

8.1 

8.2 

Develop participation by justice service users to address 
offending and making contributions to their communities 
Continue to ensure consistent practice by staff involved 
in justice services in assessing and managing risk and 

Lillian Cringles 

Lillian Cringles 

201 3-2014 

2013-2014 

(CPOs) to expand opportunities for offenders to change 
behaviours. 

8.3 

1 and enable effective employer engagement to drive curricular provision 
Key Actions I Lead Officer I Timescales 

- - -  
working with offenders. 
Further develop our use of Community Payback Orders Lillian Cringles 201 3-2014 

9.1 

9.2 

d to develop learning and adult 

Educational Achievement working group to progress Sheila Gordon 201 3-2014 
multi-agency actions to improve attainment of looked 
after young people 

school to be monitored 

Service Manager 

Number of accommodated young people staying on at Sheila Gordon 201 3-2014 
Service Manager 
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12.1 

13.1 

12.2 

Continue to promote information about adult protection Bobby Miller 2013-2014 
across the corporate and public sectors Manager 

Implement the annual plan to continue programme of 
multi agency adult protection training and additional 
training for ‘Council Officers” (Qualified social Workers, 
who carry out adult protection investigations) 
Hold two multi agency events each year held in each 
locality to promote learning and share good practice in 
adult protection 

Bobby Miller 
Manager 

Bobby Miller 
Manager 

201 3-2014 

201 3-201 4 

11 
13 



I Section 3.1 : More Customer Focus 

Monitor customer feedback in order to implement planned improvements 

Housing Services is fully committed to ensuring the service we deliver meets the needs and standards of all our customers. This is achieved by ensuring that we 
consult with our customers (internal & external) when we introduce or review strategies and policies. Through our Tenant Participation strategy we detail how our 
tenants can engage with us and become involved in the decisions that we make about our service. With the introduction of the Scottish Social Housing Charter on 1 
April 201 2, a greater emphasis has been placed on housing providers to evidence their customer involvement, consultation and opportunities to provide meaningful 
feedback. Our service is continuing to review the nature of the information we collect from our customers, how we use the data and how we report our findings to 
inform improvements to our service. 

Quality and Performance Manager 
Aileen Gormley April 2013-March 2014 

Local Outcome 

Produce and implement Tenants Guide to Repairs 
Operations Manager 

Des Murray April 2013-March 2014 

Quality and Performance Manager 
I Stephen Llewellyn 

Implement a fully modernised repairs service model which maximises the 
use of new technologies to deliver a range of service efficiencies and 
improve men ts 
Introduce looking local and associated technologies to improve service 
accessibility and improved service interfaces for all customers 

Property Services Manager 

Property Services Manager 
Des Murray April 2013-March 2014 

Des Murray April 2013-March 2014 
Property Services Manager 

Performance Indicators 

> Repairs Service 

12 
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Quarterly & 
Annual 

Annual 

Annual 

P Void - House Letting 

P Housing Options Needs - 
Stage 1 

P Complaints 

Response Repairs 
The overall % of repairs completed 
within target timescale 

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

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

86% 

95.9% 

49.8% 

0.8 hour 

86% 

87% 

96% 

54.4% 

0.8 hour 

85% 

85% 

95% 

50% 

1 hour 

90% 

95% 

90% 

95% 

55% 

1 hour 

94.5%185.5% 

99.75%190.25% 

94.5%/85.5% 

(+51-5%) 
(99.75%190.25%) 

(+ 1 01-5) 
(60.5%1 52.25%) 

(-5 /+I 0) 
(0.9hrl 1 . I  hr) 

as well as individual targets for each 
service specific area survey. 

The target for routine repairs is set by core 
contract conditions at a KPI of 95%. This 
contract has been awarded for a ten year 
period from January 201 1. 
The target has been set taking account of 
the removal of priority need assessment 
and the projected increase in homeless 
applicants that the council will have a duty 
to find accommodation for. 
Dealing with antisocial complaints and the 
causes of antisocial complaints is currently 
subject to review by a memberlofficer 
working group and these targets although 
set are subject to review. 
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Annual 

Annual 

Average time (hours) between the 
time of the complaint and 
attendance on site which was dealt 
with under Part V of Antisocial 

The proportion of those provided 
with permanent accommodation in 
council stock who maintained their 
tenancv for at least 12 months 

Ohrs 

82.2% 

201 211 3 
Target 

1 hour 

85% 

1 hour 1 hour 

(0.9hr/ 1 . I  hr) 
(-5 /+I 0) 

Previous results of 0 hours are because 
there have been no complaints dealt with 
under Part V of Anti-Social Behaviour 
(Scotland) Act 2001 

This is an area of priority for the service 
and the target set is an ambitious one 
taking into account historical tenancy 
sustainment performance. This is in line 
with the Scottish average 201 1/12. 
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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 including self directed 
support (SDS), reablement and continuing to maintain a low proportion of looked after and accommodated young people and children. 

Annual 

Performance Indicators 

Service user satisfaction 
with home care service 76 83.7% 85% 85% 
(home care survey) 

Expectation is that satisfaction levels will 
+'-5 remain at around 80%. 
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I Section 3.2: Greater Efficiency 

Within Housing Services there are various groups in place (long-term and short-life) to ensure that as a service we continually endeavour to improve and 
expandhefine our services, endeavouring to meet the needs of all who use our service users and achieve optimum performance through effectiveness and 
efficiency: - Thematic continuous improvement groups; Local Housing Strategy Steering group; Business change group; CHR; HSMS Change Group etc. These 
groups, where appropriate, are made up of internal and external partners, as well as strategic, quality and performance, and different levels of operational staff. 
They continuously progress and review their respective action plans with a view to responding to any corrective action(s) identified. Actions are informed through 
research of primary and secondary data, directlindirect consultation with stakeholders (surveys, exit questionnaires), review of performance and availability of 
resources. 
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Performar e Indicators 

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

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

The targets set are taking account of the 
risk to the service due to the introduction 
of Welfare Reform, specifically relating to 
the impact of the bedroom tax. 

Quarterly & 
Annual 

(-5 /+I 0%) 
(1.09%/ 
1.27%) 

1.01% 0.88% 1.20% 1.15% 

Quarterly & 
Annual 

(+I 014%) 
(71.5%1 

61.75%) 

(24 days 129 
(-101+10%) 

days) 

71.7% 76.21 % 60% 65% 

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

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

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

Quarterly & 
Annual 24.6 days 24.4 days 27 days 27 days 

Quarterly & 
Annual (+10-15%) 

(66%1 57%) 
(-10%1 
+I 0%) 

(-5 /+I 0) 

4.35%) 

(-5 /+I 0) 
(2.14%/ 
2.48%) 

(28 days I35 
days) 

(3.75%1 

59.2% 66.17% 55% 60% 

35.2 days 29 days 40 days 32 days Quarterly & 
Annual 

Quarterly & 
Annual 

Rent Management - net rent due 
Current tenant arrears as a % of net 3.95% 3.52% 3.46% 3.95% 
rent due 
Rent Management - current tenants 

Quarterly & 
Annual 

21 3 weeks rent 
% current tenants owing >I 3 weeks 
rent excluding those owing <f250 
Rent Management - terminating 
tenancy in arrears 
The proportion of those tenants giving 
up their tenancy during the year that 
were in rent arrears 
Rent Management - terminating 
tenancy -weeks rent owed 
The average number of weeks rent 
owed by tenants leaving in arrears 

2.09% 2.03% 2.25% 2.25% 

(-5 I+ 10) 
(40.85% 
147.3%) 

41.4% 43.6% 43% 43% Annual 

Annual 
(-5 /+I 0) 

(7.6wks 17.2 
wks) 

7.48 
weeks 

7.95 
weeks 8 weeks 8 weeks 
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introduction of Welfare Reform, 

have an impact on this area. 
40.6% 34.1% 32% 40% specifically relating to bedroom tax will 

n’a 
The proportion of arrears owed by 
former tenants that was either written 
off or collected during the year 

~~ 

HouseMark figures for previous years now validated 
The HouseMark Scottish pilot benchmarking group average was S342.65 

1 

2 

Denotes core measure 
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Social Work Services continue to develop ways to improve outcomes for service users and carers and best value through innovative approaches, partnership 
working and measuring impact. For example, our approach to reablement means more older adults maintain or regain skills resulting in fewer individuals requiring 
ongoing support and resources being available for investment in other parts of our supports to older people 

200 
(approx 

Per 
quarter) 

Local Outcome 

+l-5% 

Performan 

Quarterly & 
Annual 

Quarterly & 
Annual 

Quarterly & 
Annual 

Quarterly tC 
Annual 

9 Indicators 

Number of people who 
have self directed 
support 

Care home placements 
at end of quarter - 
placements per 1000 
population 65 plus 

Number of people 
completing reablement 
process 

Home care - percentage 
of service users aged 65 
plus receiving personal 
care 

- 

90.8% 

415 (November 
201 2) 

26.23 

638 

93.8% 

500 

26 

200 

Per 
quarter) 

94% 

(approx 

600 I +I-5% 

26 +I-5% 

94% I +I-!?% 

Numbers are expected to rise in line with 
the roll out of self directed support. 

Performance is expected to remain 
consistent for this indicator. Figures are 
reported nationally on an annual basis 
which shows North Lanarkshire performing 
well in a Scottish context. 

Performance is expected to remain 
consistent for this indicator 

We would expect this indicator to remain at 
or around the current level in the next year. 

Denotes core measure 
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We would expect this indicator to remain at 
or around the current level in the next year. 

completed which resulted 
in service being provided 
within 6 weeks - service 

2009/10 2010/11 2011/12 2"" Quarter Projected 2012/13 2013/14 Rationale 
Result Result Resu It Result 201 2/13 Target Target 

201 2/13 Result 
f616 spend per head NIA NIA NIA NIA NIA NIA 

of population 
(average spend 

nationally was f698) 

Denotes core measure 
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I Section 3.3: Workforce Development 

The organisational structure of Housing Services will continue to be reviewed to ensure the Service is delivered efficiently and effectively to achieve the best 
possible outcomes for our service users. 

We are committed to delivering an excellent service in a work environment in which everyone is encouraged to contribute and is effectively developed. To this end 
we will continue to: 

a 
a 
a 
a 
a 
a 

Promote the link between corporate, service and individual objectives 
Improve the quality of the Performance Review and Development (PRD) process 
Ensure equality of access to learning and development for all 
Hold regular team meetings to facilitate sharing ideadpractices and formalise peer support 
Ensure employees receive regular and constructive feedback on their performance via 1 :l's, team briefs, PRD and pre and post training discussions 
Ensure all new employees and job changers are effectively inducted to their role. 

Development Manager / 

Denotes core measure 
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Performance Indicators 

Percentage of staff within their 
service who have completed a PRD 
within the last 12 months 
Sickness Absence (Exec Director 
level) - average number of working 
days lost per FT employee3 

Annual 

Quarterly 
& Annual 

(+I 0% I -5%) - 
"% (99% 185.5%) 

No threshold 
8.26 9.16 9.75 9.75 available. Target 

must be achieved. 

90% 

This is a combined Housing and Social Work Services Indicator 3 

Denotes core measure 
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The main focus of workforce development within Social Work Services is to ensure that the workforce have the capacity and skills needed to enable delivery of 
improved outcomes for service users and carers. Social work services are committed to delivering excellent services and support with all staff encouraged to 
contribute to their full potential and continually develop their abilities. Use of the Performance Review and Development scheme guides this process on an individual 
level, while development opportunities aligned to organisational objectives are provided at both individual and team levels. The overall workforce development 
process is complemented by regular staff engagement through surveys, roadshows, practitioner fora, team meetings and continuous improvement groups. Within 
social work there is also a statutory requirement for registration of the majority of the workforce which includes achievement of designated qualifications and 
mandatory continuous professional development, ensuring staff meet registration requirements is therefore a cornerstone of the current workforce development 
policy. 

Investor in People accreditation, staff surveys and team meetings 
Incorporate findings from above and service user feedback mechanisms 
into ongoing continuous improvement plans 

I Improved capacity of social work workforce 

Manager Quality Assurance 
Dennis O'Donnell 

Manager Quality Assurance 
April 2013-March 2014 

Performance Indicators 

Frequency 

Annual 

Annual 

Annual 

Quarterly & 
Annual 

out as planned 
Percentage of people 
attending the roadshows 
who found them useful 
Percentage of staff within 
service who have 
completed a PRD within 
the last 12 months 
Sickness absence - 
average number or 
working days lost per full 
time equivalent employee 

100% 

85% 

8.26 

2012113 2013/14 
Ta 2011112 result 

100% I 100% I 100% 

85% 

62% 

9.16 

85% 

90% 

9.75 

85% 

90% 

9.75 

+I-5% 

No threshold 
available. Targets are corporately set for this indicator. 

Denotes core measure 
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I Section 3.4: ImDroved Performance I 

Housing Service’s Measuring the Charter’s Outcomes Group leads on target setting and achieving positive outcomes. The work and recommendations of the 
continuous improvement groups feed into the target setting process. The underlying principle for target setting is whilst targets are set and evaluated in terms of 
SMARTness, the targets are continuously improving the service for our service users. 

The Scottish Housing Best Value Network and Housemark also operates a benchmarking exercise with local authorities and their focus is on six key areas within 
housing: Rent collection; Void management; responsive repairs; council house sales; homelessness; and, housing management costs. This gives Housing 
Services the opportunity to compare their performance with other local authorities on an annual basis. A recent presentation conducted by Housemark regarding 
performance from the Housing Service in financial year 201 1/2012 showed improved performance in numerous areas and savings/reductions in several service 
costs. North Lanarkshire compared favourably to not only Scottish councils but also those in England. 

In addition, a range of Statutory Performance Indicators are reported on an annual basis to Audit Scotland. This gives Housing Services an opportunity to 
compare their performance with all Scottish Local Authorities. These indicators are also reported on a quarterly basis within the Quarterly Performance 
Exceptions Co m m ittee Report. 

In terms of accountability, Housing Services participates in the corporate performance reporting formats and scheduling i.e. quarterly reports by exception; 6 
monthly updates progress on the service plan. In addition to this we review of our strategies annually and include progress on all aspects of the action plans. 

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

Aileen Gormley 
Quality and Performance 

Mananer 

April 2013-March 2014 

April 2013-March 2014 

Implement void letting standard to improve quality of all homes when they are let Des Murray Property 
Services Manager 

April 2013-March 2014 

Denotes core measure 
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Performai 

Frequency 

Quarterly 

Quarterly 

Quarterly 

ce Indicators 
2011112 
result 

93.30% 

Not 
applicable 

Not 
applicable 

6.5% 

201 211 3 
Target 

92.35% 

T 

To be set by 
Revenue 
Services 

90% 

To be set 
by Revenue 

Services 

100% 

Percentage of invoices paid within 30 
calendar days of receipt 

Elected Members - % of enauiries 

Targets and thresholds are set by 
Revenue Services 85.34% 

Not 
applicable 

Not 
applicable 

6.09% 

100% responded to within 5 working days 
MP I MSP I MEP - % of enauiries 

100% 100% 90% responded to within 10 working days 

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

This is an area of priority for the 
service and the target set is an 
ambitious one taking into account 
historical tenancy sustainment 
performance. 
This is an area of priority for the 
service and the target set is an 
ambitious one taking into account 
historical tenancy sustainment 
pelformance. The introduction of 
welfare reform, specifically relating 
to bedroom tax may have an 

Quarterly 
& Annual 

(-5 1+1 0) 
(5.7%16.6%) 7.0% 6.0% 

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

Quarterly 
& Annual 

Annual 

Quarterly 
& Annual 

(+I0 1-5)  
(99% 185.5%) 93.46% 95.21 % 90% 

81 % 

90% 

88% 

impact on this area. 
The target is set in line with the 

~~~ 

70.4% 

100% 

Scottish Housing Quality Standard 
The total dwellings (%) meeting the 
Scottish Housing Quality Standard 
Gas Maintenance - Safety Checks 
The % of safety checks carried out 
within 12 months anniversary 

(+I0 1-5)  
96.80% I 
83.60% 

(-5% I -1 0%) 
(95% 190%) 

information sent to the Housing 
Regulator. 

The target set is in line with 
legislative compliance. 

59.9% 

93.8% 100% 100% 
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Denotes core measure 



Social Work Services use a range of methods to measure and enhance performance. These include the use of our performance scorecards within localities 
as well as service wide and oversight by the Continuous Improvement Group. 

+I-5% 

Quarterly & 
Annual 

Performance has improved over the last 
few years and we expect to sustain 
current performance. 

Quarterly & 
Annual 

Quarterly & 
Annual 

Quarterly & 
Annual 

Quarterly & 
Annual 

Quarterly & 
Annual 

e Indicators 
I # b A A # . . _ 1  

Percentage of invoices 
paid within 30 calendar 
days of receipt - 
Children and Families 89.27% 

Justice 97.22% 
Elected members - 

NIA percentage of enquiries 
responded to within 5 

Community Care 92.98% 

working days. 
MP / MSP / MEP - 

1 N/A percentage of enquiries 
responded to within 10 
working days 
Looked after children - 
percentage looked after 97% 
in a communit settin 
Looked after children - 

95.2% percentage seen by a .- supervising officer within 
15 days 
Children social 
background reports - 
percentage of reports due 51.6% 
to be returned, submitted 

92.63% 
92.98% 
97.22% 

NIA 

N/A 

94.3% 

91.3% 

71.5% 

201 211 3 
Target 

92.35% 
96.33% 
98.87% 

100% 

100% 

95% 

95% 

75% 

Not yet 
available 

100% 

100% 

95% 

95% 

75 

Targets are corporately set for this 
indicator. Not yet available 

Targets are corporately set for this 
indicator. O% 

Targets are corporately set for this 
indicator. 

Performance has been consistent over the 
+/-5% last few years and is expected to remain 

at the same level. 

-10% . . 

We would expect to retain performance at 
this level. 
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201 011 1 
Result 

201 211 3 
Target 

95% 

2013114 
Target 

95% 

Frequency ing 
Integrated case 
management 
conferences - 
percentage attended by 
North Lanarkshire 
Council staff 
CJSW reports - 
percentage submitted to 
court by due date 
Probationers - 
percentage seen by a 
supervising officer within 
one week 
Older people - number of 
alert systems as a 
percentage of the over 75 
population 
Assistive technology - 
number of people with 
assistive technology 
Joint equipment service - 
percentage of deliveries 
achieved within 7 working 
davs 

Quarterly & 
Annual 

Performance is consistently high and is 
expected to remain so. 93.6% 97.6% +I-5% 

Performance is consistently high and is 
expected to remain so. 

Quarterly & 
Annual 99.7% 99.9% 100% 100% +l-5% 

Quarterly & 
Annual 

Performance remains high and is 
expected to remain at this level. 94.4% 90.8% 90% 90% 90% 

Performance has been consistent over the 
last few years and is expected to remain 
at the same level. 

Quarterly & 
Annual 36.3% 37.6% +I-5% 37% 

900 

37% 

1000 +/-5% 
Adjustments have been made to how this 
indicator is measured and targets have 
been adjusted accordingly. 

Performance has been consistent over the 
last few years and is expected to remain 
at the same level. 

Quarterly & 
Annual 

Quarterly & 
Annual 

ch) 
0 

748 846 

82% 81.5% 80% 80% +/-5% 
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