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Introduction 

The purpose of this report is to update Committee on the progress of 
Housing and Property Service's Tenant Questionnaire 2004 Action 
Plan (see Appendix 1). 

Background 

Committee will recall that a commitment was given in the Council's 
Tenant Participation Strategy 2003-2006 to survey all North 
Lanarkshire Council tenants in order to evaluate customer satisfaction 
and identify service improvements. The results of the 2004 tenant 
questionnaire were used to form an action plan which would identify 
service improvements and track progress accordingly. 

In September 2005 an action plan was prepared and reported to 
committee. This plan identified a range of service improvement 
actions, as well as lead officers/ Continuous Improvement Groups 
and timescales. The actions contained within the plan were based on 
tenants identified priorities. As well as the action plan a series of 
further discussion groups were held in March 2006 to further evaluate 
tenant responses to the survey. 

Proposals 

The update demonstrates that significant progress has been made on 
the actions identified. In terms of repair improvement actions 
completed a new repairs satisfaction mailer has been introduced to 
better monitor satisfaction levels, all repair policies and procedures 
are now published and updated on the Council's website providing 
more information to tenants and two further repair review sessions 
were held with tenant representatives, in March 2006. 
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For capital programme investment a range of initiatives have been 
completed; further consultation was undertaken March 2006 as part 
of the Tenant Participation Strategy Review with tenant 
representatives, the range of information disseminated relating to the 
capital programme is being reviewed and improved and the Council’s 
I 0  year deliver plan investment priorities, fully reflect the priorities 
identified by tenants in the survey and through further consultation. 
Estate management procedures have also been developed as part of 
the action plan. The manual “Your Estates, Your Services is now 
complete and has been distributed to all tenants groups as well as 
being available on the Councils website, estate services are now 
more rigorously monitored via a series of management reports and 
tenant led inspections have been developed in further consultation 
with tenants. 

The tenant conference held in November 2005 also focussed on a 
number of areas for service improvement. Workshops were held on 
Repairs, Anti Social Behaviour, Capital Programme Investment and 
Estate Management and feedback gained and subsequent actions 
have been reflected in the action plan update. 

In March 2006 a series of ten local discussion groups were held with 
tenants who had replied to the Tenant Survey 2004. These groups 
were facilitated by the Tenants Information Service and were held to 
explore further the views expressed in the survey. Feedback from the 
discussion groups will also be used to further progress the Action 
Plan. 

Corporate Considerations 

By undertaking the tenant questionnaire and developing an action 
plan Housing and Property Services will help achieve the Council’s 
corporate priority of developing and empowering communities and 
involving service users. Monitoring the action plan also helps meet 
the Council’s commitment to continuous improvement. 

Recommendation 

It is recommended that the Committee note the progress of the 
Tenants’ Survey 2004 Action Plan and the related improvements 
identified. 

Background Information 

Available within the Housing & Property Services Department. 

Thomas b h n z i e  
Director of Housing & Property Services 



Appendix 1 

Tenant Survey 2004: Action Plan 

Issue 
No. 

1 .a 

Issue 

Increased dissatisfaction 
with repairs service 

Lead Officer/ 
Continuous 

Improvement 
Group 

Robin Slater / 
Property & Repairs 
Management 

Proposed Actions 

New tenant satisfaction mailers developed and 
issued. 
Tenant responses are collated and passed to 
area offices for comment and further action. 
Post inspections carried out by area offices on 
completed works (% on PPP and 100% of other 
con tractors). 
Random joint quality audits carried out. 

Further tenant consultation at Conference 
2005. 

Progress 31 March 06 

Format updated on 
HSMS. 
Co-ordinated through 
Performance Section. 
All statistics now 
appear in monthly KPI 
reports. 
Joint audit system set 
UP. 
Following Conference 
specific repairs 
consultations have 
been carried out with 
tenant’s groups North 
and South in relation to 
concerns raised at 
conference. Final 
meeting was completed 
16/3/06. (A report on 
findings will be 
produced and 
circulated by mid April). 

Outcome 

Complete 

Complete 

Complete 

Complete 

Complete 



Issue 
No. 

1.b 

Issue 

Group 
Dissatisfaction with 

Lead Officer/ 
Continuous 

Improvement 

1 .c Increased dissatisfaction Robin Slater / 
with time taken to complete 
repairs Management 

Property & Repairs 

1 information available on I 
repairs service 

I 

Proposed Actions 

0 All repairs policies and procedures now posted 
on Council website. 

0 These documents regularly updated to ensure 
up to date and consistent information. 

Further tenant consultation at Conference 
2005. 

Repairs review consultation meetings. 

Progress 31 March 06 Outcome 

First published May 
2004 after tenant 
consultation. 

0 Continually updated in 
line with policy and 
proced u ra I changes . 

0 Discussed in depth at 
conference with tenants 
confirming that they 
use procedures. 

0 Audits of Manager and 
staff ongoing, last 
round (Managers) will 
be completed by April 
06. 

0 KPI performance for PPPs increased to 95% 
target of works completed within timescale. 

0 PPPs and contractors have preset target times- 
any failures identified taken forward at local and 
divisional level. 

0 End to end measure KPls are being developed 
to ensure more accurate recording of time 
taken to complete repairs. Target date August 
2005. 

0 KPI performance 
targets reviewed and % 
increased annually 
(April) with partners 
participation. 

and minuted at local, 
divisional and senior 
management regular 
meetings. 
End to end KPls being 
done manually since 
September 05. IT 
prioritised to complete 
July 06. 

0 KPI targets discussed 

0 

0 Complete 

0 Ongoing 

0 Complete 

0 In progress 

In progress I 
0 Ongoing 

1 

0 In progress 



Issue 
No. 

2.a 

Issue 

Increased dissatisfaction 
with our response to anti 
social behaviour 

Lead Officer/ 
Continuous 

Improvement 
Group 

Matt Costello / 
Estate Management 
Group 

Proposed Actions 

0 Monitor Repairs by Appointment scheme. 

0 Further tenant consultation at Conference 
2005. 

0 Review with En. Services communication 
methods in regard to noise monitoring. 

0 New powers on tackling ASB from Housing Act. 

0 ASB Strategy being developed by Chief Execs 
Dept to ensure more co-ordinated actions. 

Joint protocol being developed with Noise 
Abatement Team. 

0 Joint training being undertaken with Call Centre 
Staff. 

Progress 31 March 06 

KPl’s set up manually 
January 06 with IT fix 
prioritised for July 06. 

0 Ten Conference Nov 
05. 

Draft procedures 
produced by En Health, 
amendments underway 
Youth offenders 
meetings established in 
3 areas, being rolled 
out across NL. 
Procedures being 
updated to reflect new 
powers. Assisting in 
registration of private 
landlords. 
ASB Strategy and 
outcome agreements 
submitted by NLC and 
accepted by Scot Exec. 
Draft procedures 
produced by En Health, 
amendments 
underway. 
To be progressed 
following agreement of 
joint procedures. 

Outcome 

0 In progress 

0 Complete 

0 In progress 

0 In progress 

0 Complete 

In progress 

0 In progress 



Issue 
No. 

2.b 

3.a 

Issue 

Dissatisfaction with the 
information available on 
tackling anti social 
behaviour 

Dissatisfaction with 
condition of home 

Lead Officer/ 
Continuous 

Improvement 
GrouD 

Elaine McHughl 
Estate Management 
Group 

Proposed Actions 

0 Further tenant consultation at Conference 
2005. 

0 Review of information. 
0 Updating ASTF lnfo Pack. 

0 

0 

New leaflet distributed on ASB to all NL 
residents on ASB Advice Line. 
Further leaflet planned promoting new Noise 
Abatement Team, ASB Strategy and Mediation 
and Support Service. 
Further tenant consultation at Conference 
2005. 

0 

Draft Estates Services manual issued for 
consultation to over 200 groups Jan 2005. 
Your Estate, Your Services introduced. 
Increase in management reports on Estate 
Services. 
Review factoring service - North Area. 

Increase Tenant Led Inspections in all areas - 
set minimum per quarter in each ward. 

Maximise number of meetings with T&R 
Groups - set minimum per quarter. Requesi 
attendance of other corporate departments. 

Maximise publicity by relaunch of Your Estates 
Your Services and promote Tenant Lec 

Progress 31 March 06 

0 Conference Nov 2005. 
Action plan prepared. 

0 Ongoing process. 
0 Underway to reflect 

new AS powers. 
0 Completed April 05. 

Underway. 

0 Ten Conf Nov 05. 

Manual finalised Nov 
05. 
Nov 05. 
First report to SMT Feb 
06. 
Review underway. 

Inspections in all areas, 
procedure reviewed in 
consultation with 
tenants Jan 06. 
Chairpersons meetings 
ongoing. New groups 
being set up via Dev 
Support Project. 
Press release Jan 06, 
Ten News Mar 06. 

Outcome 

0 Complete 

0 Ongoing 
0 In progress 

0 Complete 

0 In progress 

0 Complete 

0 Complete 

0 Complete 
Ongoing 

In progress 

0 Complete 

0 In progress 

0 Complete 



Issue 

Dissatisfaction with 
information on 
improvements to estates 

Priority for improvement in 
tenants homes including: 

Kitchen units 
Central heating 
Bathrooms 
Roughcasting 

Priorities for additional 
investment: 
More adaptations for the 
disabled 

Priorities for additional 
investment: 
Environmental 
imtxovements 

Lead Officer/ 
Continuous 

Improvement 
Group 

Elaine McHughl 
Estate Management 
Group 

Lorna Kilpatrick 

John Gormley/ Joint 
Adaptations Group 

Divisional Managers 

Proposed Actions 

0 Maximise PR opportunities via press releases, 
local newsletters and info to local tenant & 
resident groups. 

0 Improve corporate working in conjunction with 
Community Regeneration Managers. Corporate 
tenant led inspections. 
Improve information to tenants from Garden 
Assistance Scheme and close cleaning 
contractor. 
Consultation event held with tenant's groups on 
developing priorities for investment June 05. 
Councils 10-year delivery plan investment 
priorities broadly in line with tenants identified 
priorities. 

0 

0 Adaptations (revenue) budget was significantly 
increased in recent years from f 1.7m in 03/ 04 
to f2.8m in 04/05 and 05/06. 

0 In addition f0.16m spend on major adaptations 
through capital programme in 04/05 and a 
projected budget of f0.2m in 05/06. 

0 

0 

Programme has been agreed by H&TS 
Committee for back court improvements. 
Liaise with tenant and resident groups re estate 
based initiatives. 

Progress 31 March 06 

0 Dept. Communication 
Group progressing via 
press releases and 
monitoring of coverage. 

0 Discussions underway 
with CRMs. 

0 Review current info- 
DSMs to produce draft 
by 3 1/3/06. 
New bathroom 
programme 06/07. 

0 Consultation on info 
requirements March 06. 

0 Liaison with SWD to 
improve co-ordination 
of service for people 
with disabilities. 

0 f0.3m spent on major 
adaptations via capital 
programme 05/06. 
f 0.25m allocated for 
06/07 

0 Works started March 

0 Prog. for other works 
06. 

finalised. 

Outcome 

0 Ongoing 

0 In progress 

0 In progress 

0 Complete 

0 Complete 

0 Ongoing 

Ongoing 

0 Complete 

0 Complete 



Issue 

Priorities for additional 
investment: 
Improving estate 
management 

Information on how rents 
are calculated and spent, 
especially their 
‘Afforda bi li ty’ 

Levels of dissatisfaction 
with overall housing 
service: 

Moodiesburn (-21.3%) 

0 Airdrie (-3.8%) 
0 Wishaw (-1.8%) 

Shotts (-5.8%) 

Lead Officer/ 
Continuous 

Improvement 
Group 

Elaine McHugh/ 
Estate Management 
Group 

Una Coleman 

Divisional Managers 

Proposed Actions 

Continuous Improvement Group (CIG) 
monitoring monthly returns from area 
managers. 
CIG carrying out audits on house files and 
estates. 

0 Rent newsletter issued annually to include 
affordability comparison. 

lnfo in North Lan news on how HRA budget is 
made up and spent. 
Rent consultation Ten Conf 2005. 

0 Rent info on Northlan web being developed. 

Establish short life residents focus groups- 
Moodiesburn, Airdrie, Wishaw and Shotts. 
Discuss survey results with local members, 
PPPs and tenant and resident groups. 

0 

0 Introduce informal complaints process. 

Analyse complaints, service levels through CIG. 

Progress 31 March 06 

0 Underway 

0 Commencing June 06 

0 Rent newsletter incl. 
affordability comparison 
issued 27/2/06. 

March 06. 

0 Rent Survey at Ten. 
Conf. Nov 05. 

0 Rent lnfo published 
website March 06. 

0 Discussion groups 
Feb/Mar 06. 
Consultation with 
members and local 
groups complete: 
Shotts, Wishaw, 
Moodiesburn. Airdrie 
ongoing. 

0 Monitoring commenced 
Nov 05 

0 Feedback units to be 
installed at all FSS 

Outcome 

0 Ongoing 

In progress 

0 Complete 

Complete 

0 Complete 

0 Complete 

Complete 

0 In progress 

0 Ongoing 

0 Complete 


