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NORTH LANARKSHIRE COUNCIL 

To: HOUSING COMMITTEE 

~~ ~ ~ ~~ ~ - 

From: DIRECTOR OF HOUSING 

Date: 31 March 1998 

Subject: Best Value: 
Developing Housing Quality Plans 
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2.3 

Introduction 

The purpose of this report is to advise Committee of the progress of the draft Housing Quality Plan which 
has been developed by North Lanarkshire Housing who are represented on the advisory group which was 
established by the Scottish Office and the Chartered Institute of Housing to develop guidance to local 
authorities on the implementation of the Housing Quality Plan System. North Lanarkshire Housing are one 
of six authorities who agreed to “pilot” the draft guidance. 

This report will also up-date Committee on the implementation plan and key short term priorities which 
were established for October 1997 - March 1998 to ensure that Best Value is achieved in the delivery of 
the housing service. 

The Housing Quality Plan 

The draft Housing Quality Plan has been prepared reflecting the draft guidance issued and has been 
developed as part of the piloting process to test the guidance. A copy of the draft plan has been placed in 
the Member’s Library. 

The draft Housing Quality Plan forms an important element in North Lanarkshire Housing’s progress 
towards a Best Value System and sets out the department’s strategy for meeting fkture challenges of 
service delivery. The preparation of the plan gave the opportunity to take stock of the major progress that 
has been made and to identify the areas for improvement. 

The department has already taken very positive steps in pursuit of its strategic objective to provide a 
responsive housing management service which represents good value for money: 

0 a comprehensive service is now available through a network of decentralised area housing offices 

0 service standards have been set for all key elements of the housing service 

0 performance monitoring and review systems are in place and information is relayed to all tenants on 
a regular basis 



232 policies have been reviewed to ensure that they continue to meet the needs of the local residents and 
operate in the most cost effective manner 

0 increased management resources have been committed to the enabling role in order to ensure that 
the Council effectively meets its commitment under Care in the Community and works effectively 
with other housing providers to address overall housing need. 

2.4 The draft Housing Quality Plan brings together all of these policies and initiatives in a cohesive document 
and sets out the way in which the department intends to further develop these services in the future. As 
such it represents a very solid base fiom which the department can effectively demonstrate and deliver Best 
Value in it’s housing service. The plan also identifies the Housing Department’s contribution to the 
Council’s corporate proposals for Best Value. 

2.5 The draft Housing Quality Plan is essentially a working document which will be the subject of ongoing 
review. Performance against specific service standards and targets will be reviewed on a quarterly basis 
and progress towards the completion of the service developments identified updated in the final document 
which will be progressed as soon as the final guidance is issued. 

3. Best Value Implementation Plan 

3.1 In order to progress the achievement of Best Value in the Housing Service, key short term priorities were‘ 
established as part of the implementation plan for the period up to 3 1 March 1998. A report detailing the 
progress of these short term priorities is attached at Appendix 1. 

3.2 In addition, I attach a copy of the departmental Best Value Plan at Appendix 2. The tasks identified within 
this plan will be progressed during 1998/99 and will be subject to further reports to the Committee in due 
course. 

4. Recommendation 

4.1 It is recommended that Committee: 

a) notes the progress made in developing a draft Housing Quality Plan as part of the piloting process 

b) notes the progress of the short term priorities that were established as part of the Best Value 
implementation plan up to 3 1 March 1998 

c) approves the departmental Best Value Plan established for 1998/99 

d) notes that further reports on the development of the draft Housing Quality Plan and implementation of . 
the Best Value Plan will be submitted to the Committee as soon as the guidance is finalised. 

5. Background Papers 

5.1 Available in the Housing Department. 

! 
G Whitefield 
Director of Housing 
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Appendix 1 

Best Value Implementation 

1. Activity Analysis 

2. Complaints Procedure 

3. Performance Standards 

4. Internal Audit 

5 .  Tenant Consultation 

6. Competitiveness Rota 

7. Departmental Self-Assessment and Plan 

8. Develop a Housing Quality Plan 

9. Benchmarking 

Kev Short Term Priorities - October 1997 - March 1998 

0 hi ective 

All activity analysis pro-formas and guidelines to be reviewed and 
developed for all sections. 

Procedure to be reviewed in line with corporate policy. 

Guidelines, training and monitoring system to be re-established. 

Review definition of existing standards and develop for sections 
where they do not currently apply. 

Review format of information. 

Extend monitoring systems to all sections (e.g. mail monitoring) 

Introduce a system of rota based audits of performance 
information. 

Establish Best Value consultation forum 

Pilot tenant exit surveys 

Divide the service into 5 tranches, each comprising 20% of the 
service for submission to Chief Executives Department. 

To comply with the Council’s Best Value Plan 

Draft Housing Quality Plan or outline required by Scottish Oflice 
for each pilot authority. 

Identifl all options for benchmarking in the housing service. 

Progress 

Complete and implemented 1 April 1998. 

Departmental complaints procedure leaflets now 
in all reception areas and monitoring system in 
place. 

All new standards identified and monitoring 
system in place. 

To be progressed. 

To be further considered by Tenant Participation 
Working Group. 

Complete. Housing included in tranches 2, 4 and 
5. 

Complete February 1998. 

Complete February 1998 

Results of benchmarking pilot project due end of 
April 1998. 
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NORTH LANARKSHIRE COUNCIL Appendix 2 
BEST VALUE 
Departmental Best Value Plan 

Schedule 2 Pro Forma for Completion By Departments 

Authority 

Department 

Contact Name 

Telephone No 

Fax No 

E Mail No 

~ 

Date Issued 

Agreed Completion Date 

Date Received By Chief Executive’s Dept 

For reference: 
Housing Management Services (HM) 
Property Services (P) 
Tenancy Services U) 
Finance & Client Services (FC) 
Housing Development (D) 

NORTH LANARKSHIRE COUNCIL 

Housing 

Aileen Gormley 

01236 823290 

01236 824593 

5 / 1 1 / 9 7  

I /  2 / 9 8  
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Key Elements Audit Task Responsibility 
Ref 

Timescale 

S o u n d  G o v e r n a n c e  

Customer/Citizen 
Focus 

Sound Strategic 
Management 

Fully participate in the formation and development of Area Committees and Community 
Forums 

Review and monitor the customer complaints system to ensure that feedback ftom service users 
is taken into account. 

Agree and implement a Tenant Participation Policy for North Lanarkshire 

Develop a programme for monitoring customer satisfktion 

Establish a customer focus group to encourage feedback ftom service users to inform the future 
development of policy and service delivery arrangements. 

Promote the Service Plan and,provide a copy in summary outlining the main priority areas to all 
customer/citizen groups. 

Continue to develop local community involvement within estates through the establishment of 
forums/action groups and to ensure that tenants are fully consulted and informed about estate 
regeneration and refurbishment proposals in their areas. 

Monitor and measure extended service standards. 

Analyse and disseminate the results of the Housing Needs Survey and National House 
Condition Survey “Boost” 

Prepare and submit North Lanarkshire Housing Plan to the Scottish Ofice. 

Implement rolling review of all waiting list applicants to ensure information is upto date. 

Annual Review of the Service Plan integrating Best Value 

Implement a monitoring system to analyse the housing needs of waiting list applicants. 

Contribute to the housing agenda of the new Government to ensure continued fhding  e.g. 
Empty House Initiative, Al-=w Housing Partnership etc. 

DIHM 

D/HM 

FC/HM 

HM 

D 

Hh4 

HM 

D 

T 

D/HM 

D 

HM/D 

April 1998 

April 1998 

December 1998 

December 1998 

December 1998 

January 1999 

March 1999 

April 1999 

April 1998 

June 1998 

June 1998 

August 1998 

December 1998 

Jan 1998 to Dec 
1999 
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Sound @er ati on a1 
Management 

Sound Financial 
Management 

AZG[ 13bvr reports BVAUSCHZ.doc] 

Implement departmental Best Value Plan 

Publish revised Area Management Plan Guidelines to include integration with Best Value 

Develop new style Service Plan, integrating Best Value, and other forward planning 
processes e.g. Housing Plan/Community Care Plan etc. 

Identify areas of overlap with potential for both service and value for money 
improvements 

Finalise saving and growth items identified in the Service Plan when revenue estimate 
proposals are finalised. 

Determine and agree standard service levels with all internal departments 

Determine and agree internal charging system 

Refine budget monitoring reports to include outturn projections and reflect areas of 
responsibility. 

Review and implement system of activity based costing for all elements of the service 

Identify and agree priorities for investment with Scottish Homes, L.D.A., private 
developers and other housing providers including a 3 year joint investment plan with 
Scottish Homes and L.D.A. 

HM/D 

HM/D 

D/HM 

FC 

FC 

FC 

FC 

FC 

HM 

D 

April 1998 

April 1998 

August 1998 

Jan 1998 to Dec 
1999 

February 1998 

April 
1999 
April 
1999 
April 

998 to Dec 

998 to Dec 

998 

April 1998 

April 1998 

3 03/04/98 



Responsibility Key Elements Audit Task 
Ref 
No 
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Timescale 

Continue to collect and monitor Statutory P.I.’s on a quarterly basis. 

Continue to collect and monitor all housing indicators on a monthly basis. 

Review content and format of Quarterly Performance Report linked to any new service 
standards agreed across all areas. 

Review and publish the departments complaints system across all areas. 

Review and update the I.T. strategy to reflect performance information needs and 
management system. 

HM 

HM 

HM 

HM 

HM/FC 

4 

Quarterly 

Monthly 

April 998 

April 998 

August 1998 

03/04/98 
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Key Elements Audit Task 
Ref 
No 

Timescale Responsibility 

C o n t i  n u o u s  I m p r o v e m e n t  

Quality Plan 

Costing 

Complete departmental Best Value Self-Assessment. 

Complete departmental Best Value Plan. 

Complete draft Housing Quality Plan as one of six authorities piloting the draft guidance. 

Contribute to the advisory group established by the CIOH and Scottish Office to establish 
guidance for Housing Quality Plans. 

Apply the corporate quality self-assessment model (EFQM). 

IdentifL areas of improvement and quality initiatives through the Area Management 
Plans. 

Develop action plan to attain Investors in People and Charter Mark. 

Implement staff training and development plan (including staff conference) and ensure 
staff receive the necessary training and support to deliver a quality housing service. 

Establish a customer focus group to encourage feedback from service users to inform the 
future development of policy and service delivery arrangements. 

Establish a staff focus group to agree and implement quality standards (e.g. public 
reception areas) . 

Further develop full output, cost and quality specifications required for Best Value. 

Review and implement system of activity based costing for all parts of the service. 

Establish a programme of value for money exercises within the housing service. 
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HM 

HM 

HM 

HM 

HM 

HM 

FC 

FC 

HM 

D/HM 

HM 

HM 

FC 

February 1998 

February 1998 

March 1998 

May 1998 

August 1998 
onwards 
August 1998 

September 1998 

Sept 1998 - March 
1999 

Dec 1998 

March 1999 

Mar 1998 - Sept 
1999 

April 1998 

April 1998 

03/04/98 
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Benchmarking 

Option Appraisal 
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Progress benchmarking exercise currently underway as part of the piloting of the Housing 
Quality Plan guidance (Arthur Andersen model) 

Establish hture benchmarking proposals. 

Develop continuous Quality/Cost Benchmarking Plans - Consider Joint Approaches with 
other housing departments. 

Develop option appraisal scheme for Capital Projects approved in line with corporate 
guidance. 

Establish a rolling programme of review and audit. 

6 

W F C  

m 

Hh4 

D 

HM 

April 1998 

April 1998 -June 
1998 

June 1998 

April 1998 
onwards 

January 1999 

03/04/98 
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