
SPECIAL HOUSING AND TECHNICAL SERVICES - 13 December 2005 

Motherwell, 13 December 2005 at 11 am. 

A Special Meeting of the HOUSING AND TECHNICAL SERVICES COMMITTEE 

PRESENT 

Councillor McLaughlin, Convener; Councillors Jones and Lunny, Vice-Conveners; Councillors Burrows, 
Cassidy, A. Clarke, Curran, Hogg, Lafferty, Maginnis, J. Martin, W. Martin and Shields. 

CHAIR 

Councillor McLaughlin (Convener) presided. 

IN AlTENDANCE 

The Committee Services Manager, Head of Housing Services and Senior Accountant, Department of Finance. 

APOLOGIES 

Councillors Burns, Fagan, McKenna, Morgan and Wilson. 

TENANCY SERVICES AND SUPPORTED ACCOMMODATION DIVISION - TENANCY SUPPORT 
WORKER POSTS 

1. There was submitted a report dated 6 October 2005 by the Director of Housing and Property Services 
seeking approval to extend the existing temporary contract of the Tenancy Support Workers 
employed within the Tenancy Services and Supported Accommodation Division for a further six 
months to allow sufficient time to implement any proposed changes to the establishment which may 
arise from the current review of the service. 

Decided: that consideration of the report be continued to a future meeting of the Committee for 
further information. 

HOUSING AND PROPERTY REPAIRS - PROPOSAL TO PILOT SERVICES IN THE CUSTOMER 
CONTACT CENTRE 

2. There was submitted a report (docketed) dated 28 October 2005 by the Director of Housing and 
Property Services seeking approval for the Customer Contact Centre to be the contact point for the 
Housing and Property Repairs Service (1) outlining the background to the establishment of the 
Customer Contact Centre; (2) advising that Business Change reviews had taken place since the North 
Lanarkshire Direct Project Team had been set up with the final stage being to assess the suitability of 
the service for delivery through the Customer Contact Centre; (3) indicating that a Working Group had 
assessed the Repairs Service and visited other authorities who currently operated their Housing 
Repairs Service from a call centre environment; (4) proposing that (a) in order to fully assess the 
operational aspects of delivering the Housing Repairs Service from the Customer Contact Centre, a 
six month pilot be operated by transferring the telephone repairs demand from the Airdrie and 
Motherwell Area Offices to a dedicated Repairs Team based in the Contact Centre; (b) to assess the 
Property Repairs Service all calls for the service would be transferred to a Repairs Team, based in the 
Contact Centre for a six month period; (c) a single dedicated Repairs Team, handling both Housing 
and Property Repairs, be established and trained to handle all demand types for these services; (d) a 
team of six Customer Service Assistants (CSA) at GS3 grade be established, on a temporary basis, 
for a period of approximately six months as a dedicated Repairs Team for the period of the pilot, with 
the existing Contact Centre staff supplementing the service whenever possible to meet expected 
peaks in demand; (e) the posts detailed within the report be subject to a restricted recruitment process 
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and provide secondment opportunities for existing staff within the Property Section and the Airdrie and 
Motherwell First Stop Shops for the period of the pilot; (f) to manage and supervise the staff, a post of 
Repairs Service Manager at AP5/PO1 be established, on a temporary basis, for a period of 
approximately six months, with responsibility for staff supervision and monitoring of the Repairs 
Service; (9) as a result of creating the post, the Department freeze two vacant Maintenance Officer 
posts, for a temporary period of six months to fund the position; (h) the Repairs Service Manager post 
be subject to a restricted recruitment process, providing a secondment opportunity for existing staff 
within the Department, and (i) a Continuous Improvement Group for Housing and Property Repairs, 
be established to meet approximately every four weeks; (5) intimating that an assessment of the long 
term operational arrangements would be made towards the end of the six month pilot, with 
consideration being given to extending the service in all areas, with a further report being submitted to 
a future meeting of the Committee making recommendations on this service, and (6) detailing within 
Appendix 1 to the report, all the financial implications of the proposals. 

Decided: 

that the transfer of the telephone demand for the Housing Repairs Service for the Airdrie and 
Motherwell areas to the Customer Contact Centre be approved for a period of approximately 
six months to monitor the effect on customer and operational service during the period; 

that the transfer of the telephone demand for the Property Repairs Service to the Customer 
Contact Centre be approved for a period of approximately six months to monitor the effect on 
customer and operational service during the period; 

that the creation of six clerical posts from Housing and Property Services Department to 
Customer Service Assistant at GS3 grade for a period of approximately six months on the 
basis of a restricted recruitment process as detailed within the report be approved; 

that the creation of a Repairs Service Manager at AP5/PO1 grade from the Housing and 
Property Services Department for a period of approximately six months on the basis of a 
restricted recruitment process as detailed in paragraph 3.11 and 3.12 of the report be 
approved; 

that the report be remitted to the Policy and Resources (Personnel) Sub-Committee for 
consideration, and 

that a further report be submitted to a future meeting of the Committee, with a view to 
considering an extension to the service. 

COMMUNITY WARDENS - CONTINUATION OF FUNDING TO 2008 

3. With reference to paragraph 1 of the Minute of the meeting of this Committee held on 21 June 2005 
when, inter alia, the establishment of one Senior Mobile Community Warden and eight Mobile 
Community Wardens had been approved, there was submitted a report (docketed) dated 9 November 
2005 by the Director of Housing and Property Services seeking approval to extend the temporary 
contracts of staff employed as Senior and Community Wardens (1) outlining the background to the 
creation of the Community Warden Scheme; (2) advising that in February 2005, the Scottish 
Executive confirmed funding for the initiative for 200612007 and 2007/2008, and (3) proposing that the 
contracts for three Senior and 22 Community Wardens be extended to 31 March 2008, with the costs 
of the temporary posts being met from the funding detailed in the "Building Strong, Safe and Attractive 
Communities" Budget. 

Decided : 

(1) 

(2) 

that the continuation of the Community Warden Scheme on a temporary basis until 31 March 
2008 be approved, and 

that the report be remitted to the Policy and Resources (Personnel) Sub-Committee for 
consideration. 
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REVIEW OF FIRST STOP SHOP SERVICE DELIVERY 

4. With reference to paragraph 37 of the Minute of the meeting of the Policy and Resources Committee 
held on 19 April 2005 when, inter alia, key findings and proposals for further analysis of the Improving 
Access to Services Survey 2004 had been noted, there was submitted a report (docketed) dated 
1 November 2005 by the Director of Housing and Property Services seeking approval of a number of 
service improvements and changes to the Staffing Establishments within the First Stop Shops (1) 
advising that the range of services provided within First Stop Shops had expanded; (2) proposing that 
(a) in order to improve service delivery, that the two existing neighbourhood offices at Woodside 
Street, Coatbridge, and Harthill, be upgraded to First Stop Shop status; (b) to facilitate service 
developments at the First Stop Shops, that two existing GS1/2 Clerical Assistant posts be deleted, 
and two GS3 Customer Service Assistant posts, created; (c) recruitment to the new GS3 Customer 
Service Assistant posts be restricted to holders of existing GS112 Clerical Assistant posts within the 
First Stop Shops; (d) in order to improve waiting times, more flexible working arrangements be 
introduced; (e) all existing First Stop Shop Senior Clerks at GS3 grade be redesignated to Customer 
Service Assistant GS3 grade, to provide the flexibility for additional cover; (9 one GS112 Clerical 
Assistant post be deleted from both Airdrie First Stop Shop, and Coatbridge First Stop Shop; (9) two 
Mobile GS3 Customer Service Assistant posts be created for the North Division, with the current 
Customer Service Assistant posts being redesignated for the South Division to Mobile Customer 
Service Assistant, and (h) approval be sought to retain the right to change any future vacant 
Customer Service Assistant post into part-time posts at the same grade GS3 to meet operational 
requirements, and (3) detailing within Appendix 1 to the report, all the financial implications of the 
proposal. 

Decided: 

(1) 

(2) 

that the proposals set out within the report be approved, and 

that the report be remitted to the Policy and Resources (Personnel) Sub-Committee for 
consideration. 

HOUSING CAPITAL PROGRAMME (HRA) 2005/2006 

5. 

c 
With reference to paragraph 3 of the Minute of the meeting of this Committee held on 1 September 
2005 when, inter alia, the revised Capital Programme 2005/2006 had been approved, on the 
understanding that further reports would be submitted to future meetings of the Committee on any 
further adjustments required during the remainder of the year, there was submitted a report 
(docketed) dated 1 December 2005 by the Director of Housing and Property Services seeking 
approval to revise spending plans within the current year’s HRA Capital Programme (1) advising that 
revised expenditure projections for a number of projects had suggested that a further adjustment was 
required within the Capital Programme; (2) submitting revised spending proposals as set out as 
Appendix 1 to the report, and (3) intimating that the Scottish Housing Quality Standard Delivery Plan 
would be adjusted to reflect any changes to the programme during 2005/2006. 

Decided: 

(1) that the Capital Programme, revised as set out in Appendix 1 to the report be approved, on 
the understanding that the Programme would continue to be closely monitored, with further 
reports being submitted to future meetings of the Committee on any additional adjustments 
required during the remainder of the year, and 

that the report be remitted to the Policy and Resources Committee for consideration. (2) 

DOCUMENT IMAGE PROCESSING TENDER 

6. The Convener intimated that the item regarding Document Image Processing Tender was withdrawn. 
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FORMER TENANT RENT ARREARS AND SUNDRY DEBT RECOVERY - REVIEW OF USE OF 
EXTERNAL AGENT 

7. The Convener intimated that the item regarding Former Tenant Rent Arrears and Sundry Debt 
Recovery - Review of Use of External Agent was withdrawn. 

EMPTY HOUSE SECURITY CONTRACT 

8. With reference to paragraph 22 of the Minute of the meeting of this Committee held on 18 March 2004 
when, inter alia, the Empty House Security Contract which would cover all of North Lanarkshire for a 
period of two years beginning 1 April 2004, with an option for one further year, had been awarded to 
Orbis Property Protection Limited, Glasgow, there was submitted a report (docketed) dated 
25 November 2005 by the Director of Housing and Property Services (1) advising that Orbis had 
performed in an acceptable manner, and (2) proposing that the option to extend the contract with 
Orbis Property Protection Limited, Glasgow, for a period of one year from 1 April 2006 until 31 March 
2007 be taken up. 

Decided: that the option to extend the Empty House Security Contract with Orbis Property 
Protection Limited, Glasgow, for a period of one year from 1 April 2006 until 31 March 
2007, be approved. 

VARIATION TO CONTRACT - GLASGOW SIMON COMMUNITY 

9. With reference to paragraph 5 of the Minute of the meeting of this Committee held on 4 November 
2004, when inter alia, the Director of Administration had been authorised to accept the tender 
submitted by Glasgow Simon Community to provide Outreach Services to rough sleepers and to carry 
out local research into problems of rough sleeping in North Lanarkshire, in the sum of f99,799, there 
was submitted a report (docketed) dated 2 December 2005 by the Director of Housing and Property 
Services seeking approval for the variation of the contract between the Council and Glasgow Simon 
Community which would end on 31 March 2006 (1) advising that a variation to the present contract 
would allow expansion of the consultation to document service users views, and would seek to 
develop an experimental service user consultative forum, and (2) intimating that the additional 
research, consultation and forum development work would cost f9,987.50 

Decided: that the variation to the Glasgow Simon Community Service Contract to include the 
further development of service user involvement funded from the Rough Sleeper 
Initiative Funds provided by the Scottish Executive, for additional sum of f9,987.50 be 
approved. 
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