
NORTH LANARKSHIRE COUNCIL 

Date: 30 January 2014 Ref: EMcH/PH/LS 

Subject: HOUSING & SOCIAL WORK SERVICE PLAN 
201 4-201 5 

1. Purpose of Report / Introduction 

The purpose of this report is to provide the committee with details of the background to the 
2014/15 Service Plan and to request approval of the attached plan for Housing & Social 
Work Services (Appendix A). 

2. Background 

2.1 Whilst forward financial and service planning continues to take place against a 
challenging public sector spending environment, the absence over recent years of 
firm three-year funding figures prevents the Council from considering service’s 
revenue budgets and service plans within a single committee report. The impact of 
the Local Government Financial Settlement 2014-201 6 alongside the service’s 
approved 201 4-1 5 budget savings and unavoidable cost pressures will therefore be 
submitted to a future meeting of the Housing & Social Work committee for 
information and noting. 

3. Housing & Social Work Services: Service Plan 2014/15 

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

Introduction bv 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 2014/15. 

Deliverv of Corporate & Communitv Plan / SOA Outcomes 

This comprises the key service actions and activities which contribute to the delivery 
of the council’s corporate outcomes and priorities, as outlined in the Corporate and 
Community Plans and Single Outcome Agreement. 
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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: More Customer Focus, 
Workforce Development, Greater Efficiency and Improved Performance. 

3.2 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. Recommendations 

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

i. approve the Service Plan 2014/15 for Housing & Social Work Services 
attached as Appendix A 

ii. note the content of the report 

Executive Director o 
25 November 2013 

and Social Work Services 

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

Section 1 : Introduction 

The stratenic context for the service 

The service has a robust strategic planning rocess in lace to ensure we are able t im 
develop services, and respond appropriately to identified and eligible needs. This is par 

rove and 
:ularl y 

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: 

0 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 challennes facinn the service 

Some of the key challenges facing the service include: 

The impact of Welfare Reform on North Lanarkshire residents (such as the under occupancy 
penalty /bedroom tax, direct payments, universal credit), affecting their ability to meet their 
housing and other costs. Furthermore, the incidental impact on available funding for service 
delivery aimed at assisting those in the greatest need (such as the effect on the provision of 
tem porary accom mod at ion). 
Preparing for the integration of health and social care (pending Public Bodies (Joint Working) 
(Scotland) Act). The council and NHS Lanarkshire have agreed that the “body corporate 
model” will be adopted, involving both parties delegating resources and function. Work is 
currently taking place led by the Chief Executives of both parties to agree the most appropriate 
means to move to the new governance arrangements. We have already adopted a set of 
underpinning principles to ensure that services continue to be provided in localities in a 
coherent and efficient way with minimal fragmentation. We are determined to avoid staff turmoil 
- aside from a handful of senior officers, from day one staff will be working in the same job, for 
the same employer, on the same terms and conditions. Integration will also have an impact on 
existing Housing & Social Work Services partnerships with NHS Lanarkshire. 
The projected increase in both the older population and single person households, impacting 
on our ability to continue to meet their needs in terms of the type and size of housing. 
Preparing for the new duties contained within the Children and Young People (Scotland) Bill. 
Meeting the need for affordable housing by addressing local shortfalls, particularly in 
Cumbernauld and Moodiesburn, through re-provision, new build and other housing policies 
such as the Empty Homes Purchase Scheme. 
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Joint inspection of children’s services by Education Scotland and the Care Inspectorate. 
Housing support needs require to be addressed while assisting in improving individual tenancy 
sustainment and community stability. 
Tackling disrepair within the private housing sector via the council’s Scheme of Assistance and 
efficient use of enforcement powers. 
Completion of the Care Inspectorate-led scrutiny of our justice service implementation of risks 
and needs tool - Level of Service/Case Management Scrutiny (LS/CMI). 
Tackling the effects of rising fuel costs, in terms of assisting households who find themselves in 
fuel poverty through energy efficiency measures and other assistance. 
Joint inspection of service for adults by Healthcare Improvement Scotland and the Care 
Inspectorate which will take place during the course of this plan. 
Review policies and practices for allocations, housing management and antisocial behaviour’ in 
response to proposals set out in the Housing (Scotland) Bill 201 3. 
Continuing to develop our established partnership approach to Reshaping Care for Older 
People. 
Address implications arising from the Scottish Government’s review of justice services, the 
detail of which will now be subject to further consultation. 
The Social Care (Self-directed Support) (Scotland) Act 2013 imposes a range of new duties to 
provide resources to improve outcomes for individuals. 

The kev improvements that will be delivered over the period 2014/15 

Progress the implementation of the Strategic Local Programme, enabling both our partner 
RSLs’ and the council’s new build programmes, delivering new affordable social housing to 
alleviate identified levels of unmet housing need in North Lanarkshire. 
Improve outcomes for carers by continuing to develop the ‘Carer’s Journey’ to work with carers 
to identify and provide the supports they require. 
Complete the council’s Scottish Housing Quality Standard action plan to ensure that all eligible 
stock meets every element of the criteria. 
Continue to support an increasing proportion of older people to live at home, in line with the 
national Reshaping Care for Older People programme. 
Specific regeneration activities to facilitate the future sustainability of communities such as 
Forgewood. 
Sustain the low proportion of looked after and accommodated children and young people living 
in the community. 
The continued implementation of the Tower Strategy to manage and maintain its multi storey 
flats, ensuring their future sustainability, whilst improving tenants satisfaction. 
Continue to ensure that our justice services deliver improved outcomes for offenders and 
improve the life of communities by minimising re-offending. 
The continued support of tenants whose ability to cope is affected by the current and intended 
benefit changes via welfare reform. 
Continue to review and implement changes to the Housing Allocation Policy and further 
development of our Housing Options Approach 
A new team of officers will tackle antisocial behaviour across North Lanarkshire at peak times, 
meeting the needs of people using the service. The new redesigned service will change how 
the Council delivers, tackles and keeps tenants and residents informed of the service. 

Summary of Best Value within Housina & Social Work Services 

Housing Services 

Housing Services has, for the last four years, participated in HouseMark’s core benchmarking 
process, which analyses the relationship between cost and performance across the main Scottish 
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Housing Regulator activities and compares service costs with other organisations of similar size. 
Results indicate that the cost per property of housing management in North Lanarkshire has 
reduced year on year over the four-year period (2009/10 to 201 2/13). Whilst comparative data is 
not yet available for 2012113, the results for the first three years ranked North Lanarkshire lowest of 
the 22 UK-wide landlords in the benchmarking group and approximately 38% below the group 
average. 

Comparisons across all Scottish councils indicate the following: 

In the current year (2013/14) housing management costs per house in North Lanarkshire are 
expected to be 25% below the national average. 
The Council’s performance in the management of void properties has, over a number of years, 
compared favourably with other local authorities. In 2012/13 void rent loss in North 
Lanarkshire represented 0.9% of rental income compared to a national average of 1.2%. 
In 2012/13, rent arrears represented 4.1% of net rental income compared to an average of 
6.8%. However, current trends indicate that, due to the impact of welfare reform 
(predominantly the under occupancy rules combined with the forthcoming introduction of 
Universal Credit), this level of performance is no longer sustainable. 
The average weekly rent in North Lanarkshire is third lowest among Scottish councils in 
2013/14 and 10.5% below the local authority average. 
It is estimated that, by 31 March 2014, outstanding debt per house in North Lanarkshire will be 
f5,301 against a national average of f9,758. 

0 

Social Work Services 

The final report of the Care Inspectorate (March 201 1) identified that funding for Social Work in 
North Lanarkshire was 24th of 32 local authorities. Since then, the budget has reduced. Despite 
the relatively low level of spend, the same agency highlights strong performance. 

North Lanarkshire has the lowest proportion of looked after and accommodated children and young 
people of all Scottish authorities. As can be seen from the Local Government Benchmarking 
Network, the percentage of looked after children who are looked after in the community is 94.8 
compared to 91.2 for Scotland (2012). 

Similarly, we support the seventh lowest rate of older people supported in care homes at 26.35 per 
thousand population (2012). We also support the highest proportion of adults with disabilities at 
home. 

The Care Inspectorate and Healthcare Improvement Scotland have recently announced a joint 
approach to inspection of adult care services which will take place in the next year. A multi agency 
inspection of children’s services is also being prepared and a justice inspection focused on risk 
assessment took place in the last year. . Work is taking place to develop an integrated self 
assessment process for adult social care and children’s services. We continue to operate a 
Continuous Improvement Group (CIG), which sets targets and monitors performance across the 
service. It receives regular reports assisting managers to identify areas of achieved or required 
improvement as well as information for statutory performance indicators, Scottish Government 
annual and quarterly reports, National Outcomes and Joint Priorities for Community Care. At a 
Health and Care Partnership level we are members of the Scottish Community Care Benchmarking 
Network. 
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Section 2: Actions to deliver Corporate & Community Plan Outcomes 

Housing and Social Work Services 

Theme 
Local Outcome 

1 .I 

- 
1.2 

Welfare Reform 
Develop monitoring and measurement processes to monitor impact 

1.3 

Key Actions 

Support tenants to cope with welfare reform 
changes by providing advice, information and 
financial assistance whilst minimising the impact 
of welfare reforms on the wider community, 
council and partner services 
Continue to ensure all staff have the knowledge 
and skills required to provide information and 
advice on welfare reform changes and benefits 

Lead Officer Timescales 

Develop the Council’s Local Support Services 
Framework for the delivery of welfare reform 
changes (Universal Credit) 

2.2 

ns on people 

Stephen Llewellyn 
Operations 
Manager I 

John Campbell 
Service Manager 
Stephen Llewellyn 

Operations 
Manager1 

John Campbell 
Service Manager 
John Campbell 

Service Manager I 
Pamela Humphries 

Development 
Manager 

Service Manager 

Development 
Assess the financial options to mitigate the impact Pamela Humphries 2014-15 
of welfare reform on the provision of temporary 
accommodation Manager 

Timescales 
2014-1 5 

2014-1 5 

2014-1 5 

2.1 Continue to monitor the impact of welfare reform 
on tenants, residents, council and partners 

Pamela Humphries 
Development 

Manager I 
John Campbell 

2014-15 
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Housing Services 

4.3 Undertake analysis of outcomes for homeless Pamela 2014-15 
households who have not received settled 
accommodation Development 

Humphries 

Manager 

prevention activities and housing support services 
Perform an ce 
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0 

0 

Housing need is resolved as quickly as possible and people can 
meet their housing aspirations 
Older people and those with particular housing needs can live 
independently through the provision of accessible homes and 

I 6.1 Continue to develop and facilitate implementation Pamela Humphries 201 4-1 6 
of the Strategic Local Programme to increase the 
provision of affordable housing to meet LHS 
priorities 

0 

Deve I o pm e n t 
Manager 

633 units (3 year target) 
6.2 Progress implementation of council’s new build Pamela Humphries 2014-16 

housing programme: Development 
0 300 units 2013-2016 Manager 

attractive places to live in, work in and visit 

0 Budget €38M 2014-1 5 Manager 
8.2 Complete action plan and meet Scottish Housing Des Murray 201 4-1 5 - 

Quality Standardtarget for 201 5 

€1 7M to improve the council’s housing stock 

sector (including use of enforcement powers and 
provision of grants) Manager 

Property Services 
Manager 

Property Services 
Manager 

Development 

8.3 Deliver a planned maintenance programme of Des Murray 2014-15 

8.4 Continue to address serious disrepair in private Pamela Humphries 2014-1 5 

Strategic Housing Outcome 5 :  The quality and energy efficiency of homes across all tenures is improved and this 
contributes to meeting the climate change target 
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0 Serve CPO for Berryhill Road and Hume 
Road clusters 

Theme 
Local Outcome 

10.1 

10.2 

Community Safety 
Increase public confidence in relation to community safety and 

Develop a strategy to help reduce the number of 
empty properties and level of disrepair in private 

Key Actions 

Pamela Humphries 
Development 

Lead Officer Timescales 

sector blocks. Manager 
Reduce the number of long term empty properties 
to help meet housing need and improve amenity 

Pamela Humphries 
Development 

11.2 

of communities 
0 Implementation of Empty Homes 

0 

Purchase Scheme - f700k 
Implementation of Empty Homes Shared 
Services Project with SLC 
Development of empty homes strategy 
and improved recording/monitoring 
Drocess 

Manager 

completed review of anti social behaviour in North Operations 
Lanarkshire Manager 

Implement the recommendations of the Stephen Llewellyn 201 4-1 5 

Manager 

Theme 
Local Outcome 

2014-15 

Adult Protection 
Assurance that adult protection practice protects people 

2014-15 

Key Actions Lead Officer Timescales 

I I wellbeina I 

Continue to implement theTower Strategy 
throughout North Lanarkshire 

Stephen Llewellyn 2014-15 
Operations 

12.1 Continue to monitor and review Housing Services 
Adult Protection Procedures in light of any new 
guidance and best practise. 

Aileen Gormley 
Quality and 

Perform an ce 
Manaaer 

2014-15 
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Child Protection procedures and implement 
guidance in line with Getting it right for every 
Child request for assistance process 

13.2 

13.3 

Quality and 
Perform a nce 

Manager 

Continue to implement protocol for Looked after Aileen Gormley 2014-15 
and Accommodated Young people Quality and 

Perform a nce 
Manager 

arrangements in line with the priorities set out in Quality and 
GIRFEC Perform an ce 

Manager 

Participate in the Early Years Collaborative Aileen Gormley 2014-15 
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Social Work Service 

We will ensure vulnerable older people are less 
likely to be targeted by criminals by: 

0 Using available technology 
0 Partnership working with Strathclyde 

Police 

14.1 

14.2 

14.3 

14.4 

Joe McElholm 201 4-1 5 14.5 

90% of North Lanarkshire Integrated Addiction Bobby Miller 
Services (NLIAS) to participate in an 
appropriate level of adult protection training 
Work with partner organisations in addictions to 
ensure that appropriate training and procedures 
are in place in relation to adult protection 
Ensure quality of reports by NLIAS reports 
submitted to adult protection case are of 
acceptable standards by sampling 10% annually. 
We will increase the number of completed 
advanced statements and named persons by: 

0 improved and refresher training for health 
and social work staff 

0 more accessible and user friendly 
materials for users of mental health 
services 
set annual targets for each locality 

Bobby Miller 

Bobby Miller 

Bobby Miller 

2014-1 5 

2014-15 

2014-15 

2014-15 

98% of Integrated Addiction Staff in basic child 
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16.2 

16.3 

Inventory (LSKMI) action plan to furthe; develop 
assessment of risk and support needs of serious 
offenders 
Develop and improve services to female 
offenders by providing consistent level of supports 
based on established good practice 
Continue to develop our use of Community 
Payback Orders (CPOs) to expand opportunities 
for offenders to chanae behaviours. 

issues will start treatment within three weeks of 
referral 

who are using opiate drugs by the time of their 12 
week review 

Increase overdose awareness training for people Bobby Miller 2014-1 5 

Reduce the cost of Opiate Substitute Treatment Bobby Miller 2014-15 

Lillian Cringles 

Lillian Cringles 

18.1 

18.2 

18.3 

18.4 

2014-1 5 

2014-1 5 

18.5 

18.6 

18.7 

We will measure the use and impact of 
independent advocacy in supporting people with 
making decisions and life choices. 
We will increase choice and control through the 
promotion of individual budgets for ongoing 
support. 
We will monitor the use and quality of anticipatory 
care planning. 
We will continue to promote rehabilitation and 
reablement for people aged under 65. 
We will identify people with long term conditions 
and provide early intervention to support them in 
being as independent as possible. 
We will identify people with learning disabilities 
who may be in changing circumstances, for 
example, those living with very elderly carers, 
and work with them to achieve positive 
outcomes. 
We will promote active ageing for older people by 
supporting those who use our rehabilitation 
services to maintain good health by increasing 
physical activity Adults and local leisure facilities. 

Bobby Miller 2014-15 

Bobby Miller 2014-15 

2014-15 

Bobby Miller I 2014-15 

Bobby Miller 2014-1 5 
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18.8 

18.9 

18.1 0 

18.11 

18.12 

18.13 

19.1 

19.2 

We will ensure rapid access to assessment, 
diagnosis, treatment and rehabilitation for when 
admission to hospital is unavoidable 
We will minimise the number of avoidable falls by 
0 Identifying those most at risk of falls 
0 Providing advice and support to them 
0 Providing information and advice to their 

carers. care manaaers and relevant others 
We will develop dementia cafes in all six 
localities, following the positive evaluation of this 
approach in 2 areas 
Using 2012/13 as our baseline we will increase 
the number of older people using our online 
services, including ‘Making Life Easier’ by 20%. 
We will achieve this by: 
0 Promoting easier access through simple online 

assessment 
0 Working with partners, including Voice of 

Experience, to improve awareness of online 
access to support and services 

We will implement a comprehensive integrated 
approach to providing supports to older people 
involving health, social work, voluntary and 
independent partners, using Airdrie locality as a 
demonstrator area. 
We will roll out shadow arrangements based on 
the Airdrie demonstrator experience to all other 
localities. 

Joe McElholm 

Joe McElholm 

Joe McElholm 

Joe McElholm 

Joe McElholm 

2014-15 

201 4-1 5 

2014-1 5 

2014-1 5 

2014-1 5 

possible in the community, and have control over 

?S 

Joe McElholm 

2014-15 

As part of a phased redesign of home support 
services we will recruit: 
0 22 Home Support Co-ordinators. 
0 12 Senior Home Support Workers to develop 

intensive home support services across 2 
localities in the first instance. 

0 23 Home Support Workers for the second 
phase of the redesign which will roll out 
intensive home support across the remaining 

2014-15 

localities. 
We will roll out a new mobile communications Joe McElholm 2014-15 
infrastructure which will support the redesign aims 
of flexible, responsive and person-centred 
support. 
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term support needs and improve services to them 
by: 
0 Ensuring close working between social work, 

community nursing and community mental 
health services. 

0 Improving the flexibility of our home support 
staff including the continuity and 

20.2 

20.3 

I resDonsiveness of staff. 
We will improve the end of life care for individuals Joe McElholm 2014-1 5 
by fully involving them in care planning by 
discussing their preferences and type of supports 
they require. 

approaches as alternatives to admission to 
hospital or care homes. 

We will develop a range of intermediate care Joe McElholm 2014-15 

21.1 We will continue to build staff capacity through 
training in psychological approaches to 
reablement and rehabilitation. Using 201 2/13 as 
our baseline we will ensure 30% more home 
support and community occupational staff receive 
training in these approaches. 

21.2 We will continue to promote active ageing and 
maximise people’s independence through access 
to reablement and embedding reablement 
approaches throughout our services. 

Economic and Social Research Council (ESRC) 
research into embedding outcomes in reablement 

21.3 We will act on recommendations made by Joe McElholm 

Joe McElholm 

Joe McElholm 

2014-1 5 

2014-15 

2014-15 
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people’s independence and ability to remain at 

23.2 

23.1 I Reduce admissions, readmissions and occupied I Bobby Miller I 2014-1 5 
bed days in acute mental health hospitals 
Lanarkshire Association for Mental Health (LAMH) Bobby Miller 

23.3 

23.4 

2014-15 

Increase suicide awareness training across North Bobby Miller 2014-1 5 

Using 2012/13 as our baseline we will increase 2014-15 
Lanarkshire 

the number of See Me Pledge signatories across 
Lanarkshire by 10% 

Bobby Miller 

15 

34 



Section 3.1: More Customer Focus 

enforcement powers and provision of grants) 

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 2012, a greater emphasis has been placed on housing providers to evidence 
their customer involvement, consultation and opportunities to provide meaningful feedback. We have undertaken a great deal of work to prepare 
for the implementation of the Charter in anticipation of the introduction of 16 newhevised outcomes and standards that we are required, as a 
social landlord, to achieve. 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. Our service will continue to work with key stakeholders to further develop 
Tenant Scrutiny in North Lanarkshire. 

Development Manager 
Building upon the success of Local Homes modernisation programme, I Des Murray 2014-15 

Performanc 

. -  

increase the level of customer self service engagement 

Annual 

Property Services Manager 

! Indicators 

80% Repairs Service 95% 

Void house letting 85% 

94% 

90% 86% 

rall servic 

93% 

85% 

90% 

90% 

+5% I-5% 
94.50% 185.50% 

+5% I-5% 
94.50% 185.50% 

The customer 
feedback surveys have 
been redesigned to be 
in line with the CSMT 
model. In addition, the 
method of collection is 
now online surveys. 

1 
Denotes core measure 
Denotes Local Government Benchmarking Framework 
Indicators 



+5% I-5% 
94.50% 185.50% - - 65% 95% 

Results are not 
available for 11/12 and 
12/13 due to the 
customer feedback 

The response rate for 
repairs has been low 
compared to previous 
collection methods. 
This will have an effect 
on the overall 
percentage satisfied. 
Therefore, target has 
been reduced to 90%. 

+5% I-5% 
100% 190% Housing options needs - stage 97% 95% 

90% 

87% 95% 95% 

90% +5% I-5% 
94.50% 185.50% Unknown Set at corporate level Complaints 

Percentage of customers satisfied that we 

Repairs Service 

d what wf 

- 

;aid we w 

- 

Jld do 

70% 

Results are not 
available for 11112 and 
1211 3 due to the 
customer feedback 
review. The volume of 
returns is expected to 
be lower than previous 
years due to the new 
method of collection. 
Therefore, this will 
have a direct effect on 
satisfaction levels. 

+5% I-5% 
94.50% 185.50% 95% 90% 

Annual 

+5% I-5% 
94.50% 185.50% Void house letting 85% 90% 90% 

Percentage of customers satisfied with the 

Repairs service Annual 

Denotes core measure 
Denotes Local Government Benchmarking Framework 
Indicators 



Annual 

Annual 

Void house letting 

I 

Repairs Service 

Void house letting 

Repairs Service 

Void house letting 

90% I ormation rrceived 

70% - I  
90% 1 ==-@v-- 
80% 

85% 

95% 90% 

90% 90% 

90% 90% I 90% 90% 

+5% I-5% 
94.50% 185.50% 

6 %  I-5% 
94.50% 185.50% 

6 %  I -5% 
94.50% 185.50% 

+5% I -5% 
94.50% 185.50% 

review. The volume of 
returns is expected to 
be lower than previous 
years due to the new 
method of collection. 
Therefore, this will 
have a direct effect on 
satisfaction levels. 

As above. 

As above. 

+5% I -5% 
94.50% 185.50% 

3 

;\\ Denotes core measure w Indicators 
Denotes Local Government Benchmarking Framework 



Annual 

Annual 

Council duty to secure permanent 
accommodation for household - % 
housed 

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

54.4% 

82.2% 

59.9% 

83.1% 

58% 

86% 

55% 

85% 

55% 

86% 

+ 0% 1-59 

(60.5% 152.2: 

+I 0% I -59 

94.60% I 81.709 

homeless persons are 
high and are listed for 
1 bedroom properties. 
Previously, before the 
under occupancy 
charge (bedroom tax) 
these a p p I ica n ts wo u Id 
have accepted 2 
bedroom properties. 
This is no longer the 
case. Therefore the % 
of persons housed in 
permanent 
accommodation could 
be affected. 
All tenants are offered 
income maximisation 
interviews throughout 
their tenancy. 

The service is 
maximising the use of 
Discretionary Housing 
Payment's and 
Prevention and 
Sustainability fund. 
However, tenancy 
sustainment is a 
priority of the service. 

4 
Denotes core measure 
Denotes Local Government Benchmarking Framework 
Indicators 



5 
Denotes core measure 
Denotes Local Government Benchmarking Framework 
Indicators 



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 

ocal Outcome 

with the overall service. 

Percentage of adults satisfied with social 
care or social work services 

+/-5% LGBF indicator: data is derived from 
70.5% 72.5% 75% Scottish Household Survey. 

Performance Indicators 

6 
Denotes core measure 
Denotes Local Government Benchmarking Framework 
Indicators 



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 expandlrefine 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. 

7 
Denotes core measure 
Denotes Local Government Benchmarking Framework 
Indicators 



Performan1 

Frequency 

2 Indicators 
Projected 

0.98% 

70% 

2013114 
Target 

201 
Tar 

1.15% 

70% 

1.15% 

terminations linked to the 
economy and welfare 
reform and under 
occupancy charge 
(bedroom tax). The 
impact of refusals due to 
stock profile re 2 and 3 

The impact of welfare 
reform and the under 
occupancycharge 
(bedroom tax) continues 
to be assessed alongside 
our stock portfolio. Single 
applicants on housing 
benefit now cannot afford 
to accept 2 bedroom 
properties and this will 
impact on turnaround 
times. 

Quarterly & 
Annual 

-5% I +10% Net rent due - % of rent due in the year 
that was lost due to voids 0.88% 0.89% 

67.1 % 

1.09% I 
1.27% 

+10% I -5% 

77% 166.5% 

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

P 
h, 

Quarterly & 
Annual 76.21% 68% 

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

-10% I +10% Quarterly & 
Annual 

24.4 
days 26 days 25 days 25 days 25 days As above 

22.5 days I 
27.50 days 

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

Quarterly & 
Annual 

+10% I-5% 66.17% 63.51% 62% 60% 60% As above 
66% 157% 
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Denotes Local Government Benchmarking Framework 
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P 
w 

Quarterly & 
Annual 

Quarterly & 
Annual 

Quarterly & 
Annual 

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

29 days 

Rent Management - current tenants >I3 
weeks rent 
% current tenants owing >I 3 weeks rent 
excluding those owing <E250 

2.03% 

29 days 

4.07% 

2.5% 

Result 

28 days 

6.5% 

4% 

28 days 

7.5% 

5% 

28 day! 

7.5% 

50/ 

-10% I +10% 

25 days I 
31 days 

-10% I +10% 

6.75% I 
8.25% 

-5% I +10% 

4.75% I 
5.50% 

As above 

The impact of welfare 
reform and under 
occupancy charge 
(bedroom tax), recession 
and economic downturn 
will affect this area. 

All tenants in arrears (and 
new tenants) are offered 
income maximisation 
interviews. We are 
maximising the use of 
Discretionary Housing 
Payment's and Prevention 
and Sustainability Fund. 
The impact on arrears is 
massive and well 
documented. However, 
the service is attempting 
to mitigate against the 
impact in a variety of 
proactive ways. 

As above 

Denotes core measure 
Denotes Local Government Benchmarking Framework 
Indicators 
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P 
P 

Annual 

Annual 

I 

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 

43.6% 

7.95 
weeks 

42.2% 

8.2 
weeks 

Projected 
201 311 4 
Result 

43% 

8.5 weeks 

43% 

9 weeks 

43% 

9 weeks 

-5% I +10% 

41% 147% 

-5% I +-I 0% 

8.5 weeks I 
10 weeks 

former) are offered income 
maximisation interviews 
throughout their tenancy. 
We are maximising the 
use of Discretionary 
Housing Payment's and 
Prevention and 
Sustainability Fund. The 
impact on arrears is 
massive and well 
documented. However, 
the service is attempting 
to mitigate against the 
impact in a variety of 
proactive ways. 
All tenants (including 
former) are'offered &come 
maximisation interviews 
throughout their tenancy. 
We are maximising the 
use of Discretionary 
Housing Payment's and 
Prevention and 
Sustainability Fund. The 
impact on arrears is 
massive and well 
documented. However, 
the service is attempting 
to mitigate against the 
impact in a variety of 
proactive ways. 
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Rent Management - write offs 
The proportion of arrears owed by former 
tenants that was either written off or 
collected during the year 

Annual 34.1 % 

Cost per property of major works and 
cyclical maintenance 

40% 

and improved decoration of 
voids. 

,602.00 ,471 .oo ,532.20 1,552.83 1,526.03 1,526.03 1,570.85 

-5% I +10% 

38% 144% 

The introduction of 
Welfare Reform, 
specifically relating to 
under occupancy charge 
(bedroom tax) may have 
an impact on this area. 

HouseMark figures for previous years now validated 2 

Denotes core measure 
Denotes Local Government Benchmarking Framework 
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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. 

Performance Indicators 

Quarterly 
&Annual 

Quarterly 
& Annual 

Quarterly 
&Annual 

Quarterly 
&Annual 

Number of people who have self 
directed support. 41 5 

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

26.2 

1 638 Number of people completing 
reablement process. 
Home care - percentage of service 
users aged 65 plus receiving personal 
care. 

93.8% 

Denotes core measure 
Denotes Local Government Benchmarking Framework w Indicators 

456 

25.7 

827 

95% 

950 600 1 
25.6 26 25.5 

98% I 96% I 98% 
(amended) 

+/-5% 

+l-5% 

+l-5% 

Numbers are rising quickly and 
are expected to continue 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 
gradually increase in the short 
term. 
We would expect this indicator 
to remain at or around the 
current level in the next year. 

+I-5% 
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assessments completed which 
resulted in service beinn provided 

I within 6 weeks - service users 65 plus. 
I Gross cost of children looked after in Annual 

residential based services per child per 

2011/12 2012A3 Projected 2013114 2014/15 Thresholds Supporting comments 
Result Result 2013114 Target Target 

Result 

Scottish average is 

Fin tion 

Result 

Social Work gross spend per head of 
population. Scottish government (Scottish 
figures, 201 0 and 201 3 averaqe 

f698) 

201 011 1 
Result 

Denotes core measure 
Denotes Local Government Benchmarking Framework 
Indicators 

2011112 
Result 

f551 
(Scottish 
average 
f692) 

2"a Quarter 
Result 
2012113 

N/A 
Result 

2013114 
Target 

N/A 

Rationale 

Our spend by this method is 
one of the lowest in 
Scotland. This reflects our 
preventative work and our 
emphasis on supporting 
people to live 
independently, where 
possible, in the community 

13 



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: 

e 

e 

0 

e 

e 

0 

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 ideaslpractices and formalise peer support 
Ensure employees receive regular and constructive feedback on their performance via l:l 's, team briefs, PRD and pre and post 
training discussions 
Ensure all new employees and job changers are effectively inducted to their role. 

P 
00 

Undertake employee satisfaction survey 

Monitor the implementation of PRD 

I Review PRD competency measures 

Continue to implement the service 3 stage induction process 

Fully integrate the Energy Team within Local Homes and enhance its 
portfolio of energy related services 

14 
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Performance Indicators3 

These are both Housing and Social Work indicators 

Denotes core measure 
Denotes Local Government Benchmarking Framework 
Indicators 
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Denotes core measure 
Denotes Local Government Benchmarking Framework 
Indicators 
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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. 

Manager Quality Assurance 

Performance Indicators 

I 85% Percentage of people attending the 
roadshows who found them useful. I Annual I 

17 
Denotes core measure 
Denotes Local Government Benchmarking Framework 
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I Section 3.4: Improved Performance 

Reduce volume repairs of emergency repairslpre-inspections, and further increase related 
outcomes to appointed works 

Housing Services’ ‘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 this 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 operate 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 the Scottish Housing Best Value Network (SHBVN) regarding performance from the housing service in financial year 201 2/2013 
showed that we are continuing to perform in the upper quartile in all areas of housing management. 
The SHBVN are also making changes to their data capture information to bring this more in line with the Scottish Social Housing Charter Annual 
Return on our performance which is due to be submitted in May 2014 for financial year 2013/2014. Preparation for submission of our annual return 
on the charter has led to IT developments and upgrades being carried out to ensure our methods of data capture and reporting are more robust. 
The more robust data capture process will lead to savings in terms of staff time required to produce the information. 
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 our strategies annually and include progress on all 

~ aspects of the action plans. 

Stephen Llewellyn 
Operations Manager 

Denotes Local Government Benchmarking Framework 
Indicators 

2014-15 
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Performance Indicators4 

frequency Indicator' I 
Quarterly 

Annual 

Homelessness - cases reassessed 
% of cases reassessed within 12 months 

of completion of duty 

Homelessness - decision notifications 

Percentage of council houses that are I ~nnua '  I energy efficient 
I I 

These are both Housing and Social Work indicators 
This table contains Housing indicators 

4 

6.58% 4.32% 5.5% 6.0% 

95.21 % 96.98% 95% 95% 

70.4% a1 % 88% 88% ' 
86% 96% 98% 98% 

-5% I +10% 

5.7% 16.6% 
6% 

+2.5% I-5% 96% 

Supporting comments 

This is an area of 
priority for the service. 
Tenancy sustainment 
performance may be 

affected by the impact 
of Welfare Reform. 

As above 
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Quarterly & 
Annual 

Quarterly & 
Annual 

Annual 

Annual 

% of repairs completed within target time 

Denotes core measure 
Denotes Local Government Benchmarking Framework 
Indicators 

2013/14 201 3/14 2014/1 Thresholds Supporting comments 
Result Target Target 

100% 1 100% 1 100% 1 
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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 Local Outcome I Utilise management information to inform decision making and improvement 

Performance Indicators 

Quarterly & 
Annual 

Annual 

I 94.3% I 95.7% I 95% Looked after children - percentage looked 
after in a community setting 

91.3% 95.7% 97% Looked after children - percentage seen by 
a supervising officer within 15 days 
Children social background reports - 
percentage of reports due to be returned, 71.5% 77.8% 77% 
submitted within 2- days 

VI 
VI 

Denotes core measure 
Denotes Local Government Benchmarking Framework 
Indicators 

Target Target 

95% 96% 

95% 1 97% 

+l-5% 77% 
(amended) 

+l-5% 

+I-5% 

Performance has been consistent 
over the last few years and is 
expected to remain at the same 
level. 
We would expect to retain 
performance at this level. 
Performance has improved over 
the last few years and we expect 
to sustain current performance. 
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