
Policy and Resources (Vacancy Monitoring) Sub-Committee 
Request to Fill a Vacancy Graded NLCl2 and Above 

Service: Housing & Social Work I Division: Housing Services 

Section: Housing Operations 1 Post: Service Delivery Manager 

Grade: NLCl2 I Current Salary Scale: €31,062 - €38,151 

Date vacancy occurred: 25 February 2013 

Reason for vacancy: 

Maternity leave 

What are the consequences of not filling this post? 
North Lanarkshire Council is the largest landlord in Scotland; the Service Manager plays a key role in delivery 
of services to tenants, residents and other service users. The revised structures agreed by Committee in 2009 
took account of the significance of this role in shaping and delivering services. The subsequent restructures set 
out a vision for service delivery which is fit for purpose whilst at the same time creating significant efficiency 
saving (plus E 1.7m). The restructure implementation builds on a strong track record of achievement in line 
with Service and People First agenda. 

This post is a critical role in an Area office with operational responsibility for the delivery of advice and housing 
services to a wide client group including tenants from local authorities, Registered Social Landlords and home 
owners via the Area Office. Specifically service delivery includes estate services, rent arrears prevention and 
recovery, homelessness and sustainability, dealing with anti-social behaviour, allocations and related 
administration functions. The post is operationally responsible for a range of regulated services including 
sheltered housing, temporary accommodation and housing support. The post also involves deputising for the 
Area Manager. Consequences of not filling the post includes significant risks associated with a failure to meet 
overall objectives of the staffing review and significant regulatory and legislative challenges including: 

Performance improvements required 
SPI / KPI 
Inconsistency in service delivery 
Significant focus required to reshape service delivery covering Homelessness, Sustainability and 
Prevent ion 
Regulatory Framework risk based inspection, Assurance and Improvement Plan 
Legislative Change 
SHQS delivery by 201 5 
Public Protection Agenda 
Dilution of Service Delivery / Securing Best Value in Service Delivery 
The Welfare Reform agenda 

Corporate Services 
Human Resources 
July 20 10 



What alternatives to filling the post have been considered and why is it considered that these 
alternatives are not appropriate? 
The post has been covered on a temporary backfill arrangment by a Service Delivery Co-ordinator, this 
arrangement was put in place as a short term measure to ensure any statutory requirements were 
appropriately covered. This measure is short term and cannot be sustained and therefore it is crucial in 
terms of service provision that this maternity leave vacancy is advertised and filled for the duration of 
the maternity leave. 

The following documents are enclosed with this form: (4 )  

Executive Director: a v  ;..E Ck& Signature 

I. Job Description 

Date: 2% \3 \&> 
~ 

2. Organisational Chart (detailing location of post in structure and 
including number of posts at same level) 

Human Resources use: 

Date of Vacancy Monitoring Sub-Committee 

APPROVE / NOT APPROVE / CONTINUE 
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North Lanarkshire Council 

Job Description 

Service: 
Division: 
Job Title: 
Post Reference: 
Responsible to: 
Grade: 
Conditions of Service: 

Housing and Social Work Services 
Housing Services 
Service Delivery Manager (Operations) 

Area Manager 
NLC12 
SJC 

Job Outline: 

You will be responsible to the Area Manager for the delivery of advice and housing 
services to a wide client group including tenants from local authorities, Registered Social 
Landlords and home owners via the Area Office. Specifically service delivery will include 
estate services, rent arrears prevention and recovery, homelessness, dealing with anti- 
social behaviour, allocations and related administration functions. You will also be 
operationally responsible for a range of regulated services including sheltered housing, 
temporary accommodation and housing support. The post will also deputise for the Area 
Manager as required. 

Main Duties and Responsibilities: 

Generic Duties 

1. 

2. 

3. 

4. 

5. 

6. 

7. 

8. 

Ensure effective delivery of specific service wide functions within Housing Services. 

Implement the provisions of the Housing (Scotland) Act 2001 and other relevant 
legislation. 

Contribute to the development of Housing strategy, quality of service and 
performance and manage compliance of service delivery consistent with these. 
Assist in service development and overall area regeneration in conjunction with 
partners and other agencies. 

Supervise and manage staff, developing a team approach to the delivery of 
housing services. 

To ensure the implementation of effective supervision and workload management 
arrangements for all staff and to provide supervision to and management of 
relevant staff. 

Assist in the monitoring of the Area Office budgets for Housing Services. 

Contribute to development of Area Office Initiatives and Service Plan projects. 

Prepare training planslprogrammes for any aspect of service delivery highlighted 
through PRDs. 



9. 

10. 

11. 

12. 

13. 

14. 

15. 

16. 

17. 

18. 

19. 

20. 

21. 

Contribute, in conjunction with the OperationsIArea Manager, to the development 
of efficient government. Contribute to the implementation of improvements required 
within the service identified within the Single Regulatory Framework, Care 
Commission, and other regulatory regimes. Ensure compliance with national 
accreditations such as IIP and Chartermark. 

Deal with all correspondence, including complaints and Ombudsman enquiries as 
required, in accordance with agreed service standards. 

Provide reports to the Operations/Area Manager on any aspect of service delivery. 

Participate in training courses as required. 

Represent the service as required at tenants’ meetings, external events, 
committees of the Council and other events, e.g. tribunals, appeals, etc. 

Be responsible for all personnel matters relating to employees and for taking any 
appropriate action as laid down by the Council’s Policy and Procedures. 

Undertake such duties as may be required in terms of the Health and Safety at 
Work Act 1974 and other safety legislation. 

Deputise for Area Manager and other Service Delivery Managers as required. 

Ensure compliance with Council Standing Orders and Financial Regulations at all 
times. 

Actively promote the equalities agenda. 

Ensure compliance with organisational policy and procedure in relation to child 
protection and vulnerable adults. 

Assist in maintaining robust liaison and monitoring arrangements for external 
contractors delivering locally based services. 

Undertake such delegated duties as may be decided by the Council and as may be 
required by the Executive Director of Housing and Social Work Services. 

Locality Management 

1. Manage all aspects of estate services functions to ensure that these are being 
performed satisfactorily and in accordance with Council policy, service procedures 
and all relevant legislation. 

2. Oversee the service provided by Estate Officers to ensure that is optimised. 

3. Assist the OperationdArea Manager in ensuring that there is an effective response 
to all residents in the North Lanarkshire community who have difficulty with anti- 
social behaviour and neighbour disputes. 



4. 

5. 

6. 

7. 

8. 

Assist the new Community Safety and Tasking & Coordinating Teams to ensure 
effective communication and liaison with other Council services, partners and 
agencies to tackle anti social behaviour. 

Ensure rent arrears recovery procedures are being implemented in accordance 
with Council policy and service procedures and that performance targets are being 
achieved. 

Promote and develop, in conjunction with the Area Manager, service users’ 
involvement and participation. 

Manage sheltered and dispersed temporary accommodation including void control 
and associated services. 

Facilitate and provide mediation for clients in terms of homelessness, anti-social 
behaviour and general mediation or refer to other agencies as appropriate for high 
level cases. 

Person Centred Management 

Ensure that homeless applications are being assessed and dealt with in 
accordance with legislation, Code of Guidance, service policy and procedures and 
ensure performance targets are being achieved. 

Ensure housing support services are delivered to varied client groups in 
accordance with agreed service standards, policies, procedures and protocols. 

Allocate properties in accordance with Council policy and performance standards, 
including implementation of effective void control procedures. Ensure appropriate 
use of referrals and nominations under current legislation and agreed nomination 
agreements. 

Ensure applications for housing are being processed accurately and timeously and 
that waiting lists within the Common Housing Register are being maintained 
efficiently. Ensure advice and assistance is provided to inform applicants enabling 
maximisation of housing options available. 

Manage occupancy and demand for temporary accommodation ensuring that this 
is continually monitored. 

Be responsible for an adequate supply of suitable temporary accommodation within 
the locality. 

Be responsible for the accurate budgetary control for all temporary 
accommodation. This will include responsibility for ensuring that rental income is 
maximised. 

Supervise the delivery of sheltered housing and support services to ensure that this 
is managed in accordance with agreed standards. 



Some aspects of this post may involve evening or weekend work. 

The job description is intended to provide an outline of the post of Service Delivery 
Manager. It should be noted that the contents may alter due to changes in service 
delivery requirements, legislative changes, new technology or other external factors and 
that you may be required, on occasion, to carry out other such duties as may be allocated 
by the Executive Director of Housing and Social Work, but which would be in general 
context of the duties outlined above. 



STRUCTURE - OPERATIONS 

Operations Manager (NLC 17) 

Area Manager (NLC 15) 

Service Delivery Manager 
(NLC12) 


