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Introduction 

Subject: 
Single Regulatory 
Framework 
Improvement Plan 

The purpose of this report is to update Committee on the progress of 
the Improvement Plan which is required by Communities Scotland 
under the terms of the Single Regulatory Framework (SRF) introduced 
as part of The Housing (Scotland) Act 2001. 

Background 

Committee will recall my report dated 29 August 2006 outlining the 
outcome of the Single Regulatory Framework Inspection and that 
Communities Scotland had advised the Council that the intended 
publication date for the North Lanarkshire Council inspection report 
was 31 August, 2006. 

The report was subsequently published on 31 August, 2006 and there 
was a requirement placed on the Council to produce an improvement 
plan. The Improvement Plan needs to be with Communities Scotland 
no later than the 10 November 2006. 

Progress 

The Council has met with officers from Communities Scotland to 
discuss the format and content of the Improvement Plan and enclosed 
as Appendix One to this report is the draft Improvement Plan. It 
should be noted that significant action has been taken over the last 12 
months in each of the areas highlighted by Communities Scotland. 

Recommendations 

It is recommended that Committee approve the content of the 
Improvement Plan and agree to the Improvement Plan as detailed at 
Appendix One being presented to Communities Scotland. 

Director of Housing and Property Services 
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1. Introduction 

C 

C 

This Improvement Plan has been prepared in response to the recommendations made by Communities Scotland in their Inspection 
Report on our housing and homelessness service, which was published on 31 August 2006. 

Fair Some strengths, but with many areas where improvement is required 
or with a small number of significant weaknesses. 

Some strengths, but with many areas where improvement is required 
or with a small number of significant weaknesses. 

Fair 

The on-site inspection period was during May/June 2005, the authority received the draft report on 10 August 2005, and the final 
report was formally published on 31 August 2006. 

The outcome of the report with regards to Housing Management, Property Management and Homelessness were as follows. 

C 

- Area 

Fair Some strengths, but with many areas where improvement is required 
or with a small number of significant weaknesses. 

Housing Management 

Property Maintenance 

Homelessness 

Grade 

In accordance with the Regulation and Inspection framework, Local Authorities that receive a C or D grade for areas in their report, 
are required to submit and agree an improvement plan with Communities Scotland. North Lanarkshire Council’s Improvement Plan 
is attached. This plan was approved by the Housing and Technical Services Committee on xxxxxxxxx, and outlines the Council’s 
proposals for improvement over the next 2 years, including some improvements implemented since the on site inspection phase 
finished on 29 June 2005. 

2. Devising the Improvement Plan 

This plan was devised using Communities Scotland “Guidance on Post Inspection Improvement Plans (September 2005)”, this is 
not a detailed operational plan, the framework is intended to provide a strategic overview of the Council’s improvement proposals, 
and includes the following information: - 
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What Communities Scotland said -this refers to the Communities Scotland findings as detailed in the final report 
What action we will take - is a broad overview of the action we need to take to address the area of improvement 
Target Date for Completion - this includes the month and year we aim to complete the improvement action 
Desired Outcome -this is our objective on completion of the improvement action. 
Monitoring Arrangements - this will include details of the monitoring arrangements we intend to use to review service 
delivery and 
demonstrate continuous improvement. 

We have split the improvement plan into 4 Areas: 

0 Area 1 - Key tasks that cross cut over all our services. 
Area 2 - Housing Management 
Area 3 - Property Maintenance 
Area 4 - Homelessness 

The Council is committed to achieving and demonstrating improvements in all areas of service delivery including Housing 
Management, Property Maintenance and Homelessness. 

3. Consultation with Tenants 

North Lanarkshire Tenant and Resident Groups and the Coatbridge Tenant and Resident Federation have been consulted on the 
content of the Inspection Report. The draft Improvement Plan was discussed with tenants at the annual conference on 29/10/06 and 
copies of the Improvement Plan will be circulated to all tenants groups, and consultation will take place on the key tasks required to 
achieve the objectives. Using established processes, tenants groups will be consulted on any policy or procedural changes 
proposed by the Council. Regular updates will be provided to all North Lanarkshire Tenants and Residents Groups on our progress 
in relation to the plan at quarterly Chairpersons Meetings and at bi-monthly meetings with the North Lanarkshire Tenants and 
Residents Federation. 

4. Management and Monitoring Arrangements for the Improvement Plan 

The Director of Housing and Property Services will be the officer responsible for the overall management and monitoring of the 
improvement plan. This improvement plan will form part of the overall work plan for the Housing and Property Services 
Department, acknowledging the work ongoing in the implementation and delivery of services in accordance with established 
strategies such as Local Housing Strategy, Homelessness Strategy, Tenant Participation Strategy and our Service Plan. 
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5. Key Areas for Improvement Action 

This section of the Improvement Plan outlines the key areas identified by Communities Scotland, which require to be targeted by 
the Council for improvement action. They are broadly in order of priority within each of the key service areas. Further details on 
each of the following key areas for action are included later in the improvement plan. 

Review all areas of performance management to ensure that they cover all aspects of service delivery and that they 
provide a client focused view of the service and include performance against published service standards and service user 
satisfaction indicators and targets. 

Improve its approach to monitoring and reporting access and outcomes for minority ethic communities. 

Put in place effective arrangements for recording informal complaints and monitoring enquiries from local members 
including the recording of all personal information provided to them. 

Put in place effective arrangements for the recording of all appeals against all decisions including monitoring and reporting 
by service area and outcome. 

Develop a comprehensive plan for the development of its ICT systems to support the process of continuous improvement. 

Improve public reporting to ensure that it provides tenants, service users and stakeholders with an accurate picture of 
performance in each service area and across the service as a whole. 
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Review all aspects of its approach to allocating empty houses including the strategic objectives of the allocations policy, 
the publication of all the rules applied, the recording and management of decisions and the monitoring and reporting of 
outcomes and ensure that the administration of its policy and procedures is fair, consistent and transparent. 

Put in place guidance for the management of occupancy following the granting of a decree for possession including 
arrangements for issuing a new tenancy agreement. 

Ensure that the management of outcomes including out come letters are reviewed as part of the overall review of 
procedures for the Anti Social Task Force. 

Improve the quality of information available to tenants relating to the response repairs service and ensure that it accurately 
reflects the service and service standards that the Council seeks to achieve. 

Put in place effective arrangements for the management and reporting of all services provided by Saltire Facilities 
Management including compliance of gas safety regulations and the Right to Repair legislation. 

Improve its performance in carrying out repairs within published timescales. 

Make better use of all the available sources of information on stock condition to ensure that it builds up a more accurate 
picture of the condition of its stock and compliance with both the SHQS and the “North Lanarkshire Standard”. 

Assess the extent to which current partnership contracts provide best value to tenants when the partnerships are reviewed 
and ensure that all decisions relating to procurement are recorded. 
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S 

Put in place detailed guidance for investigations and decision making including effective quality assurance arrangements 
and ensure that decisions on applications are made within target timescales and to a consistent standard across the 
service. 

Develop an effective approach to the strategic management of the service including the effective monitoring and 
management of outcomes for all applicants. 

Ensure temporary accommodation is available throughout North Lanarkshire, enabling homeless people to be placed 
within their area of connection. 

Address the high and increasing levels of repeat homeless presentations. 
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6. Contacts for further information 

If you wish to make any enquiries or would like further information about this improvement plan, please contact:- 

Thomas McKenzie 
Director of Housing and Property Services 
Department of Housing and Property Services 
North Lanarkshire Council 
Kildonan Street 
COATBRI DG E 
ML5 3NG 

Telephone Number (01236) 81 2503 

Email: McKenzieT@northlan.gov.uk 

Monica Patterson 
Head of Housing Services 
Department of Housing and Property Services 
North Lanarkshire Council 
Kildonan Street 
COATBRIDGE 
ML5 3NG 

Telephone Number (01236) 812504 

Email: PattersonM@northlan.gov.uk 
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Communities Scotland Housing Services Inspection 05/06 

Improvement Plan Sept 06 

Key Area 1 - Review all areas of performance management to ensure that they cover all aspects of service delivery and that they 
provide a client focused view of the service and include performance against published service standards and service user 
satisfaction indicators and targets. 

Ref. Improvement Area 

Housing Management 

Property Management 

Homelessness 

Action Required 

Continue to review all areas 
of performance 
management 

Continue to review all areas 
of performance 
management 

Continue to review all areas 
of performance 
management 

Update 

Complete and subject 
to review of ongoing 
information 
requirements 

As above 

As above 

Proposed 
Evidence to 
be offered 

Time- 
scale 

Sept 06 

Sept 06 

Sept 06 

How we will monitor 

Monthly reports and 
annual review 

Monthly reports and 
annual review 

Monthly reports and 
annual review 
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Key Areas 2- Improve its approach to monitoring and reporting access and outcomes for minority ethnic communities. 
- 
Ref. 

- 
3.8 

5.12 

Improvement Area 

No monitoring of ethnicity 
of those applying for 
housing 

Gaps in ethnicity 
information of people 
housed 

At the time of our 
inspection the Council was 
not routinely analysing this 
BME information, and 
could not be sure that 
minority ethnic applicants 
were getting equal access 
to the service. 

Action Required 

Ethnic monitoring included 
as part of waiting list review. 

Updated procedures issued 
to ensure information 
collected at time of sign up. 

Regular monitoring of BME 
information to be provided 
within Mgt lnfo reports 

Update 

Implemented, in 
addition SST sign up 
information previously 
collected. 

Implemented. 

Implemented 

Proposed 
Evidence to 
be offered 
Reported as 
part of MIS 
for current 
and new 
applications 

Produced 
monthly by 
Tenancy 
Services 

As above 

Time- 
scale 

Nov 06 

Sept 06 

Nov 06 

How we will monitor 

~ ~~ ~ 

Report required on who 
is applying/receiving 
service 

MIS reports 
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Key Areas 3- Put in place effective arrangements for recording informal complaints and monitoring enquiries from local 
members including the recording of personal information provided to them. 

Ref. 

3.27 

3.61 

Improvement Area 

The Council regularly 
gives elected members a 
list of the names and 
addresses of people to 
whom it has allocated a 
house, indicating the 
category from which the 
applicant has come, 
including homeless and 
medical groups. This 
practice breaches 
individuals’ confidentiality. 

No recording of informal 
complaints. 

Action Required 

Review level of information 
available to members 

Introduce informal 
complaints procedures. This 
was already underway 
following CharterMark 
assessment 

Install informal complaints 
feedback units to all FSS 

Update 

Implemented Feb 06 

Implemented Feb 06 

Proposed 
Evidence to be 
offered 
Committee 
report 

Reports 
available on 
Complaints 
database. 

Units in FSS 
reception areas 

Time- 
scale 

June 07 

Sep 06 

Feb 06 

How we will 
monitor 

Monthly reports monitoring 
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1 Key Areas 3- Put in place effective arrangements for recording informal complaints and monitoring enquiries from local I members including the recording of personal information provided to them. 

Improvement Area 

Individual elected 
members adopt differing 
approaches to raise 
constituents’ enquiries 
with housing staff 
including using the 
Council’s formal member 
enquiry system. Most, 
however, contact area 
offices direct seeking 
information or requesting 
action by staff. Staff are 
responsive to these 
requests but do not 
consistently record the 
details of the enquiry, the 
action taken or the 
information provided to 
members. As a result the 
Council is not able to use 
the information from 
member enquires to 
improve services and in 
some circumstances may 
not be able to demonstrate 
that is has handled 
confidential information 
relating to tenants and 
housing applicants 
appropriately. 

4ction Required Update 

introduce system for 
-ecording and monitoring all 
dected members enquiries 

Proposed 
Evidence to be 
offered 
Monthly 
monitoring 
report 

rime- 
scale 

3ct 07 

-low we will 
monitor 

Monthly monitoring 
-eport 
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Key Area 4 - Put in place effective arrangements for the recording of all appeals against all decisions including monitoring and 
reporting by service area and outcome. 

Improvement Area 

The Council does not 
monitor on the number of 
appeals or their outcomes 
in relation to cancellations 

The Council could not 
provide information on the 
level of refusals and 
appeals against offers of 
permanent 
accommodation by 
homeless applicants 

There is no information on 
the right to appeal against 
an offer of temporary or 
permanent 
accommodation 

Action Required 

Produce/publish quarterly 
monitoring reports to be 
reviewed by AreaIService 
Managers 

Review appeals as a 
separate category within 
mail monitoring system and 
review on a monthly basis 

Produce a quarterly report 
on the uptake of offers to 
monitor refusals 

Expand advice on appeals 
to include issues about 
temporary and permanent 
accommodation 

To be included in 
procedural manual 

To be included in clients 
information leaflet 

Update 

System in place to 
record the number of 
appeals, system being 
further being 
developed to report 
and monitor 

3oposed 
ividence to be 
Dffered 
Included in MIS 
nfo for SMT 
Procedure 
Published on 
the intranet 

Report 

Procedural 
manual and 
information 
leaflets 

rime- 
scale 

Jan 07 

3ec 06 

Jan 07 

Dec 06 

Dec 06 

Dec 06 

-low we will monitor 

blonthly monitoring 
-eports 

auarterly monitoring 
?eport 

Annual review of 
literature 
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Key Area 5 - Develop a comprehensive plan for the development of its ICT systems to support the process of continuous 
improvement. 

Ref. 

4.67 

Improvement Area 

A range of proposed 
developments to improve 
and develop the service 
rely on improvements to 
the ICT systems that the 
Council uses. Delays and 
uncertainty about which 
projects are to be 
prioritised mean that these 
service improvements are 
already falling behind 
schedule. 

Action Required 

Review ICT plan and 
priorities 

Update 

ICT priorities are 
clearly set out 

Proposed 
Evidence to be 
offered 
I CT 
Development 
Plan and 
Property List. 

Time- 
scale 

How we will monitor 

Housing/ IT liaison 
meetings and HSMS 
working group 
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Key Area 6 - Improve public reporting to ensure that it provides tenants, service users and stakeholders with an accurate picture of 
performance in each service area and across the service as a whole. 

Ref. 

3.91 

4.61 

5.81 

Improvement Area 

However, the Council has 
not provided all tenants 
with a single report that 
provides an overview of 
performance across the 
service. 

However, the published 
repairs figures have not 
been calculated according 
to the guidance set out by 
Audit Scotland 

The Council publishes 
limited information on its 
performance against the 
homelessness targets 
within its homeless 
strategy and service 
standards outlined in their 
homeless charter 

Adion Required 

Review current 
arrangements for 
disseminating performance 
information to tenants 

End to end timescales to be 
reported 

Review homeless 
information being published 
within performance report. 

Update 

N.L. newsletter issued 
Jan 06 including full 
performance 
information for 04/05. 
Local newsletters also 
issued including 
performance 
information for 04/05 
and 05/06 
Implemented 

Stage 1 to review 
information 

Stage 2 to publish 
information in annual 
report and annual 
newsletter to all 
tenants 

Proposed 
Evidence to be 
offered 
Local 
newsletters 

NL newsletter to 
all tenants 

Housing & 
Technical 
Services Sub- 
committee 
reports 

Review report 

Annual report 

Time- 
scale 

Jan 06 

April 06 

Nov 06 

Nov 07 

How we will monitor 

Annual North 
Lanarkshire 
Newsletter 

Monthly report 

Annual review of 
information 
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Key Area 6 - Improve public reporting to ensure that it provides tenants, service users and stakeholders with an accurate picture of 
performance in each service area and across the service as a whole. 
~ 

Ref. 

~ 

5.82 

__ 
5.85 

~ 

Improvement Area 

Only a very limited range 
of homeless information is 
published. Specific 
targets are identified in a 
number of corporate and 
service documents, but 
information on 
performance against these 
is not published or made 
available to stakeholders, 
or service users. 

limited public reporting of 
the homeless service. 

Action Required 

As for 5.81 

As for 5.81 

Update 

As for 5.81 

As for 5.81 

Proposed 
Evidence to be 
offered 
As for 5.81 

As for 5.81 

Time- 
scale 

As for 
5.81 

As for 
5.81 

How we will monitor 

As for 5.81 

As for 5.81 
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Housing Management 1 - Review all aspects of its approach to; allocating empty houses including the strategic objectives of the 
allocations policy, the publication of all the rules applied, the recording and management of decisions and the monitoring and reporting 
of outcomes and ensure that the administration of its policy and procedures is fair, consistent and transparent. 

Ref. 

3.6 

3.7 

mprovement Area 

ntroduce specific target 
'or processing housing 
applications 

No prospect interviews 
Following an application 
submitted for housing 

4ction Required 

Specific target has been in 
place for a number of years, 
however, a specific 
category for housing 
applications is to be 
introduced through the mail 
monitoring system 

Develop more formal 
system for prospect 
interviews 

Amend application letter 

Amend procedural 
guidelines 

Update 

Specific category 
introduced 

Produce monitoring 
report. 

Current letter invites 
applicants for 
prospect interview. 
Stock turnover 
information being 
developed to enhance 
information available 
to them. 

Recording system 
being developed to 
monitor take up of 
prospect interviews 
and target those not 
interviewed 

Implemented 

Published on intranet 

'reposed 
Evidence to be 
iffered 
Monthly 
nonitoring 
.eports 

-etter 

Application letter 
lntranet site 

rime- 
;cale 

June 06 

lec  06' 

4pril 07 

Oct 07 

July 06 

Nov 06 

- 

-low we will monitor 

vlonitored via MIS 
.eporting 

4udits 

Monitored via MIS 
reporting 
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Housing Management 1 - Review all aspects of its approach to; allocating empty houses including the strategic objectives of the 
allocations policy, the publication of all the rules applied, the recording and management of decisions and the monitoring and reporting 
of outcomes and ensure that the administration of its policy and procedures is fair, consistent and transparent. 

Ref. 

3.9 

Improvement Area 

No waiting list review 
since 2003 

Action Required 

Commence waiting list 
review 

~~ 

Update 

Phase 1 of review 
including all 
applicants registered 
up to Dec 04 
completed. 
Phase 2 including all 
applicants registered 
Dec 04 - Sept 05 
started August 06. 
Due for completion 
Nov 06. 

Proposed 
Evidence to be 
offered 

Time- 
scale 

Phase 1 
May 06 

Phase 2 
Nov 06 

How we will monitor 

Reports 

Reports 
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Housing Management 1 - Review all aspects of its approach to; allocating empty houses including the strategic objectives of the 
allocations policy, the publication of all the rules applied, the recording and management of decisions and the monitoring and reporting 
of outcomes and ensure that the administration of its policy and procedures is fair, consistent and transparent. 

Ref. 

3.10 
3.1 1 
3.12 

3.15 

3.17 

Improvement Area 

No published procedure or 
policy for applying 
suspensions. 

No monitoring or recording 
of suspensions that have 
been lifted 

No monitoring of 
suspensions and 
cancellations and appeals 

Supported Living Category 
not included in published 
policy 

Current allocation policy 
does not give priority to 
housing need 

Action Required 

To be incorporated into new 
allocation guidelines and 
already published within 
allocation policy booklet. 

Monitoring reports to be 
developed 

Produce monitoring reports 
to be reviewed by 
Area/Service Managers 

~~~ 

Reference has now been 
included in guidance 
document and will be 
updated in allocation policy 
booklet for applicants 

Consider as part of major 
allocation Policy review 

Update 

Implemented 

New monitoring form 
produced and 
circulated for 
comment Sept 06 

Implemented 

lntranet to be updated 
with document able to 
be downloaded. 

Independent 
Consultants appointed 
in September 2006 to 
assist in developing a 
new policy. 

Proposed 
Evidence to be 
offered 
Procedural 
document and 
Allocations 
Policy booklet 

MIS information 
provided for 
SMT 

Guidance 
document 

Time- 
scale 

April 06 

Nov 06 

April 06 

Oct 06 

Oct 07 

How we will monitor 

Monitoring reports 

Monitoring reports 
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Housing Management 1 - Review all aspects of its approach to; allocating empty houses including the strategic objectives of the 
allocations policy, the publication of all the rules applied, the recording and management of decisions and the monitoring and reporting 
of outcomes and ensure that the administration of its policy and procedures is fair, consistent and transparent. 

Ref. 

3.19 

3.20 

Improvement Area 

Current policy allows for 
discretion by officers 

No recording of key 
decisions in letting 
houses. 

Action Required 

All lets to be checked and 
signed off by AredService 
Manager. This includes 
reviewing % lets for each 
category 

Consider as part of major 
allocation Policy review. 

Process for recording key 
decisions to be included in 
procedural guidelines and 
all lets to be signed off by 
AM/SM and attach 
information detailing reason 
for decision. 

Update 

Implemented and in 
addition monthly 
report issued on % 
letting achieved in 
each area 

Implemented 

Proposed 
Evidence to be 
offered 
Procedural 
document 

Procedural 
manual and 
File 
management 

fime- 
scale 

July 05 

Oct 07 

July 05 

How we will monitor 

Allocation audits 

Allocations Audits and 
file audits 
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Housing Management 1 - Review all aspects of its approach to; allocating empty houses including the strategic objectives of the 
allocations policy, the publication of all the rules applied, the recording and management of decisions and the monitoring and reporting 
of outcomes and ensure that the administration of its policy and procedures is fair, consistent and transparent. 

Ref. 

3.21 

3.22 

3.25 

Improvement Area 

Allocation of housing in 
Allershaw Tower 

Recording of decision 
making at Open Days 

Current allocation policy 
limits applicants choices 

4ction Required 

>olicy amended to comply 
Nith legislation 

To be included in current 
Dolicy document 
amendments 
Included in current 
procedural guidelines and 
policy 

Review existing policy and 
consider as part of major 
allocation policy review to 
allow applicants to choose 
any area or house type 

Update 

Implemented 

Implemented 

~ 

Stage One 
implemented - 
Committee Report 
approved by 
Committee removing 
limits on the number 
of areas an applicant 
can select. 

Stage Two - 
Implementation 
subject to IT 
development 

Proposed 
Evidence to be 
Dffered 
Committee 
minute Jan 06 

Draft letter 

Committee 
report 
recommending 
amendments to 
policy 

Time- 
scale 

Jan 06 

Oct 06 

Oct 06 

August 06 

April 07 

-low we will monitor 
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Housing Management 2 - Put in place guidance for the management of occupancy following the granting of a decree for 
possession including arrangements for issuing a new tenancy agreement. 

Ref. 

3.37 

Improvement Area 

Not consistent in offering 
new tenancies to post 
decree tenants 

Action Required 

Rents Continuous 
Improvement Group is in 
discussion with Legal 
Services on guidance in this 
matter 

Current procedures being 
benchmarked against other 
authorities and Rent Arrears 
Forum. 

Options paper to be 
developed. 

Update 

Awaiting information 
from other local 
Authorities 

Proposed 
Evidence to be 
offered 

Time- 
scale 

April 07 

April 07 

How we will monitor 
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Housing Management 3 - Ensure that the management of outcomes including outcome letters are reviewed as part of the overall 

Outcome letter to be 
implemented and issued to 
all complainants 

review of procedures for the Anti Social Task Force. 

Implemented 

Ref. 

~ 

3.49 

Improvement Area 

Good contact was 
maintained with 
complainants but they did 
not always receive 
confirmation of any action 
that had been taken. 

Action Required Update Proposed 
Evidence to be 
offered 
Your Estates 
Your Services 
manual and 
outcome letters 

Time- 
scale 

July 05 

~~~ 

How we will monitor 

~ 

File Audits 
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Pt'Opei'ty Management 1 - Improve the quality of information available to tenants relating to the response repairs service and 
ensure that it accurately reflects the service and service standards that the Council seeks to achieve. 

Ref. 

4.8 

4.9 

___ 

Improvement Area 

The Council does not; 
monitor the number of 
repairs reported to 
saltire, 

0 the effectiveness of the 
contact arrangements, 

0 or the contractors 
response 

Some of the information 
that is available in the 
Council's advice leaflets 
and on the website does 
not accurately reflect the 
way the repairs service is 
being operated. 

Action Required 

Develop existing reporting 
arrangements and develop 
integrated I.T. system. 

Update Website and review 
all leaflets and publications 
and amend to reflect 
current service delivery and 
service standards. 

Update 

HSMS extended to 
include repairs 
undertaken by Saltire. 

Proposed 
Evidence to be 
offered 
End to end 
performance 
reports 

New published 
leaflets 

Web site 

rime- 
scale 

9pril 06 

Will start 
Feb 07 

How we will monitor 

Monthly reports 

Annual review of 
published material to 
ensure service 
developments and 
service improvements 
are included in 
updated leaflets and 
publications. 
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Property Management 2 - Put in place effective arrangements for the management and reporting of all services provided 
by Saltire Facilities Management including compliance of gas safety regulations and the Right to Repair legislation. 

?ef. 

4.21 

4.31 

Improvement Area 

The Council is not 
complying with the 
regulations in respect of 
qualifying right to repairs 
for repairs reported direct 
to Saltire 

The Council does not 
become aware that the 
safety check has been 
missed until after the 12 
month target. 

Action Required 

Compliance with the 
regulations. 

Review existing 
s ystems/procedures 

Update 

Existing procedures 
amended to ensure 
full compliance with 
the regulations. 

Existing 
procedures/systems 
amended to maintain 
service history. 

Additional reporting 
measures introduced. 

Proposed 
Evidence to be 
offered 
Procedural 
manual, copy 
letters issued to 
tenants 

Service list 

Report 

Time- 
scale 

April 06 

Sept 05 

How we will monitor 

Regular Audits 

Performance Reports 

17 



I Property Management 2 - Put in place effective arrangements for the management and reporting of all services provided I by Saltire Facilities Management including compliance of gas safety regulations and the Right to Repair legislation. 

Ref. 

4.32 

4.33 

Improvement Area 

Landlords are meant to 
carry out these safety 
checks within 12 months of 
the previous safety check, 
although from our review of 
the service records only 
68% were serviced within 
this period. 

Up to the time of our 
inspection there had been 
no competent post 
inspection of any 
responsive repairs carried 
out to gas appliances. This 
is a significant weakness. 

Action Required 

Demonstrate compliance 
with safety in use 
regulations. 

Post inspections of 
repairslservicing to be 
undertaken by competent 
persons. 

Update 

Additional 
monitoringheporting 
of services 
undertaken within the 
12 months 
anniversary date 
introduced. 

Integrated information 
system between 
Saltire Facilities 
Management and 
NLC to be developed 

CORGI was 
appointed in 05 to 
carry out post 
inspections of 
servicing and repair 
works undertaken by 
contractor. 

CORGI continues to 
be employed by the 
Council to undertake 
post inspections of 
servicing and repair 
work undertaken by 
Saltire 

Proposed 
Evidence to be 
offered 
Monitoring 
reports 

Post inspection 
analysis and 
results 

Time- 
scale 

Sept 05 

Sept 05 

How we will monitor 

Analysis of reports 

Analysis of reports 
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Property Management 2 - Put in place effective arrangements for the management and reporting of all services provided 
by Saltire Facilities Management including compliance of gas safety regulations and the Right to Repair legislation. 

Ref. 

4.35 

Improvement Area 

Plans to develop an 
integrated system to 
manage information 
between the Council and 
Saltire Facilities 
Management were not well 
developed at the time of 
the inspection 

Action Required 

Develop integrated IT 
System. 

Update 

Currently being 
developed by IT. 

Proposed 
Evidence to be 
offered 

Time- 
scale 

Oct 07, 
subject to 
IT 
develpom 
ent 

How we will monitor 
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Property Management 2 - Put in place effective arrangements for the management and reporting of all services provided 
by Saltire Facilities Management including compliance of gas safety regulations and the Right to Repair legislation. 

Ref. 

4.56 

4.57 

Improvement Area 

The Council does not have 
good performance 
information relating to its 
gas maintenance service 
or other aspects of the 
service provided by Saltire. 

The Housing and 
Technical Services sub- 
committee receives 
performance management 
reports on the responsive 
repairs and the planned 
maintenance services 
regularly.. . ..However, in 
common with other areas 
of performance reporting 
these reports do not 
provide a full picture of the 
service as experienced by 
tenants. 

Action Required 

Introduce performance 
information report on gas 
maintenance and 
performance of Saltire for 
Committee. 

Ensure all repairs reported 
direct to Saltire are 
recorded on HSMS and 
reported and monitored. 

Monitor performance 
through end to end 
measures 

Introduce performance 
information on gas 
maintenance and 
performance of Saltire 

Update 

Implemented and 
reported to Sub- 
committee 

Implemented 

Implemented and 
reported to sub- 
committee 

Implemented and 
reported to Sub- 
committee 

Proposed 
Evidence to be 
offered 
Performance 
Reports 

Performance 
Reports 

Time- 
scale 

April 06 

April 06 

-low we will monitor 

'erfo rm a n ce Re ports 

Performance Reports 

Performance Reports 

Performance Reports 
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Property Management 3 - Improve its performance in carrying out repairs within published timescales. 

Ref. 

4.13 

Improvement Area 

However, the way the 
Council reports its 
performance means that 
these figures cannot be 
relied upon to provide an 
accurate measure of the 
service experienced by 
tenants. 

Action Required 

As for 4.57 

Update 

As for 4.57 

Proposed 
Evidence to be 
offered 
Committee and 
perform an ce 
Reports 

Time- 
scale 

April 06 

How we will monitor 

Performance Reports 
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Property Management 4 - Make better use of all the available sources of information on stock condition to ensure that it 
builds up a more accurate picture of the condition of its stock and compliance with both the SHQS and the “North Lanarkshire 
Standard”. 

Ref. 

4.25 

Improvement Area 

North Lanarkshire Council 
currently manages stock 
condition data and other 
maintenance records in a 
number of different 
databases. Information 
generated from a wide 
range of technical 
inspections each year 
such as void visits, 
response repairs 
inspections and visits prior 
to planned maintenance 
works, is not currently 
being used to assist in 
building up a more 
detailed record of the 
condition of the housing 
stock. 

Action Required 

Develop one 
comprehensive database 
for recording and sharing of 
information. 

Update 

Procurement of new 
stock condition survey 
currently being 
undertaken to start 
fieldwork in 
spring/summer 07. 
Integration of ICT 
systems being 
developed. Voids now 
checked and where 
kitchen and rewiring 
works would be due 
within the 5 years of 
the capital programme 
this work now 
undertaken. 
Information on the 
attributes of the stock 
collected whilst 
undertaking other 
works such as 
asbestos surveys etc 

Proposed 
Evidence to be 
offered 
OJEC advert for 
prospective 
consultants. 

Com m ittee 
report 

Survey sheets 

Time- 
scale 

Oct 07 

How we will 
monitor 
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Property Management 4 - Make better use of all the available sources of information on stock condition to ensure that it 
builds up a more accurate picture of the condition of its stock and compliance with both the SHQS and the “North Lanarkshire 
Standard”. 
~ 

Ref. 

4.40 

- 

Improvement Area 

It also has well developed 
investment plans in place 
for the long term 
maintenance of its 
properties; however, more 
effective use could be 
made of available 
information and resources 
to build up a more 
complete picture of its 
housing stock 

Action Required 

As for 4.25 

Update 

As for 4.25 

Proposed 
Evidence to be 
offered 

Time- 
scale 

Oct 07 

How we will 
monitor 
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Property Management 5 - Assess the extent to which current partnership contracts provide best value to tenants 
when the partnerships are reviewed and ensure that all decisions relating to procurement are recorded. 

Ref. 

4.51 

Improvement Area 

Whilst the Council has 
gone to some lengths to 
ensure that its 
partnerships provide value 
for money to the Council 
as a whole, including 
contractual requirements 
to increase efficiency and 
to reduce the risk of 
financial loss, it has not 
carried out any specific 
assessment of the extent 
to which these 
arrangements provide best 
value to tenants. 

Action Required 

Review scheduled as part 
of contract prior to 201 1 in 
preparation for 
arrangements post 201 1. 

Update Proposed 
Evidence to be 
offered 

Time- 
scale 

2009 

How we will 
monitor 
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Homelessness 1 - Put in place detailed guidance for investigations and decision making including effective quality assurance 
arrangements and ensure that decisions on applications are made within target timescales and to a consistent standard across the 
service. 
~ 

Ref. 

- 
5.18 

~ 

5.20 

Improvement Area 

Significant differences in 
the proportions of 
decisions of each type 
were found across the 10 
FSS 

The quality of audit trails 
and the recording of the 
decision making process 
was poor. 

Action Required 

Audit decisions made and 
analyse difference across 
all offices 

Revise and reissue 
checklist 

Maintain and audit use of 
checklist and quality of 
decision. 

Service Managers to 
monitor decisions and sign 
off cases. 

Update 

Implemented 

Implemented 

Implemented and 
subject to ongoing 
audits 

Implemented 

Proposed 
Evidence to be 
offered 

Time- 
scale 

Sept 06 

June 05 

Sept 06 

June 05 

How we will 
monitor 

Audits 

Audits 
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Homelessness 1 - Put in place detailed guidance for investigations and decision making including effective quality assurance 
arrangements and ensure that decisions on applications are made within target timescales and to a consistent standard across the 
service. 

Ref. 

5.22 

5.23 

5.25 

Improvement Area 

Performance on making 
decisions within 28 days 
has fallen and varies 
across offices. 

Delays indecision making 
caused by decision 
authorisation procedure 
and mistakes in the 
recording of date of 
decisions 

Inconsistent decisions 
across offices and poor 
recording of decisions 

Action Required 

Improve monitoring against 
target 

Improve time taken to 
conclude decisions. 

Carry out audits. 

Audit decisions made and 
analyse differences across 
all offices 

Update 

Added to MIS 
requirements 

Implemented 

Commenced audits 
Sept 06 

As for 5.18 

Proposed 
Evidence to be 
offered 
Monitoring 
reports 

Time- 
scale 

Dec 06 

June 05 

How we will 
monitor 

Performance 
reports 

Audit results 
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Homelessness 2 - Ensure temporary accommodation is available throughout North Lanarkshire, enabling homeless people to 
be placed within their area of connection. 

Ref. 

5.29 

Improvement Area 

However, there are a 
number of weaknesses in 
the Council’s current range 
of accommodation 
including: 

high concentrations of 
scatter flats in some 
low demand areas and 
in particular multi 
storey blocks; 
some areas have little 
or no temporary 
accommodation; and 
the Council makes 
regular use of eight 
bed and breakfast 
establishments in 
Glasgow. 

Action Required 

Review current spread of 
temporary accommodation 
against overall supply and 
demand for 
accommodation in each 
area. Maximise use of all 
available accommodation 
e.g., private sector lets and 
Housing Association lets. 

Consider as part of 
Homeless Strategy 

Minimise use of B & B 

Update 

This work is being led 
by the multi-agency 
Temporary 
Accommodation Sub 
Group. 

No B&B used to date 
this year 

Proposed 
Evidence to be 
offered 

Monitoring 
reports 

Time- 
scale 

Sept 07 

April 05 

April 06 

w we will 
initor 

mitoring reports 
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Homelessness 2 - Ensure temporary accommodation is available throughout North Lanarkshire, enabling homeless people to 
be placed within their area of connection. 

Ref. 

5.30 

5.32 

Improvement Area 

~ 

As a result significant 
numbers of applicants are 
placed in temporary 
accommodation outwith 
their area of connection. 
For some vulnerable 
applicants this creates 
significant problems in 
maintaining access to 
health services or other 
support networks and 
makes access to work, 
training and school difficult 
The Council does not 
monitor or report the 
number of placements 
outwith their area of 
connection, however it is 
aware of this gap in its 
monitoring arrangements 
and is in the process of 
developing its ICT system 
to address it. 

Action Required 

As of 5.29 

Implement IT system to 
produce gap in information 
and produce and analyse 
monitoring reports 

Update 

As of 5.29 

Stage one complete - 
Tenancy support 
teams manually 
review individual out 
of area placements at 
local office level and 
act quickly to move 
applicants back to 
their area of 
connection. 

Stage two, 
implementation of IT 
system 

Proposed 
Evidence to be 
offered 

Manual 
monitoring 
reports 

Time- 
scale 

Sept 07 

April 05 

July 07 

How we will 
monitor 

Manual reports 

28 



Homelessness 3 - Develop an effective approach to the strategic management of the service including the effective monitoring 
and management of outcomes for all applicants. 

Ref. 

5.17 

5.18 

Improvement Area 

The proportion of 
applicants the Council 
considers to be not 
homeless has remained 
constant around 1 1 %. 
This is significantly higher 
than the Scottish average. 

Although the Council 
published an office by 
office analysis of decisions 
in its 2000/01 
homelessness strategy 
which showed similar 
variations, it does not 
monitor these figures and 
was unaware of the extent 
of these variations or their 
significance for service 
users. 

Action Required 

Monitor level of decisions 

Audit individual offices 
decisions and compare 
differences 

Introduce system to further 
monitor level of decisions 

Audit individual offices 
decisions and compare 
differences 

Update 

Implemented 

Commenced Sept 06 

Implemented 

Commenced Sept 06 

Proposed 
Evidence to be 
offered 

Audit reports 

Audit reports 

rime- 
scale 

4pril 06 

Sept 06 

April 06 

Sept 06 

-low we will 
monitor 

Monitoring reports 

Monitoring reports 
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Homelessness 3 - Develop an effective approach to the strategic management of the service including the effective monitoring 
and management of outcomes for all applicants. 

Ref. 

5.21 

5.22 

Improvement Area 

As with the overall pattern 
of outcomes, the 
proportion of applicants 
that the Council loses 
contact with varies 
significantly across offices 
from 5.54% in Bellshill to 
21.46% in Airdrie. The 
Council is aware of these 
variations and has begun 
work to improve its 
understanding of why they 
occur. 

28 day target.. . This figure 
varies significantly across 
offices from 55% in the 
Cumbernauld and Wishaw 
offices to 85% in Shotts. 

Action Required 

Monitor levels of lost 
contact cases 

Improve the monitoring of 
performance against the 
target of 28 days. 

Update 

Implemented 

Added to MIS 
requirements 

Proposed 
Evidence to be 
offered 
Monitoring 
reports 

Time- 
scale 

April 06 

Dec 06 

How we will 
monitor 

Monitoring reports 

Monitoring reports 
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Homelessness 3 - Develop an effective approach to the strategic management of the service including the effective monitoring 
and management of outcomes for all applicants. 
~ 

Ref. 

5.23 

~ 

5.39 

Improvement Area 

However, we found 
weaknesses in the 
Council’s performance in 
this area including delays 
in decision making caused 
by the decision 
authorisation procedure 
and mistakes in recording 
the date of decisions that 
the Council was not aware 
of. 
Homeless applicants 
housed in 2004/05 waited 
an average of 231 days; 
however those that were 
still awaiting rehousing had 
been on the list for an 
average of 304 days. 
These times are 
significantly higher than 
the Council’s 90 day 
target. 

k t ion Required 

Improve the administration 
3f the decision making and 
?ecording processes across 
311 offices. 

Improve the performance 
against the 90 day target 
For rehousing of homeless 
applicants in priority 
housing need by: 

Continuing to expand 
search beyond first 
preference; 
Developing monitoring 
and joint case 
assessment between 
FSS and Support 
teams; 
Monitor 50% relet target 
Maximising referrals to 
RSL‘s 
Review overall target in 
light of overall housing 

Update 

Implemented 

Implemented 

Implemented 

Implemented 
Implemented 

Review target 

Proposed 
Evidence to be 
offered 

Time- 
scale 

June 05 

July 05 

July 05 

July 05 

July 05 
Mar 07 

How we will 
monitor 

Monitoring reports 

Monitoring reports 
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I Homelessness 3 - Develop an effective approach to the strategic management of the service including the effective monitoring 
and management of outcomes for all applicants. 

Improvement Area 

The Council could not 
provide information on the 
level of refusals and 
appeals against offers of 
permanent 
accommodation by 
homeless applicants 

The Council has a duty to 
those applicants that it 
considers to be either 
intentionally homeless or 
not in priority need to 
provide advice and 
assistance and temporary 
accommodation for a 
reasonable period to assist 
them in finding permanent 
accommodation. These 
groups made up 46.5% of 
homeless applicants in 
2 004/05. 

4ction Required 

qeview appeals as a 
separate category within 
nail monitoring system and 
?eview on a monthly basis 

Produce a quarterly report 
3n the update of offers to 
monitor refusals 

411 applicants requiring 
temporary accommodation 
are provided with temporary 
accommodation while 
cases are assessed. 

Update 

Manual pro-forma 
introduced as 
temporary measure 

Implemented 

Proposed 
Evidence to be 
offered 
Report 

rime- 
scale 

Jan 07 

Jan 07 

July 05 

How we will 
monitor 

Monitoring reports 

Monitoring 
reports 
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Homelessness 3 - Develop an effective approach to the strategic management of the service including the effective monitoring 
and management of outcomes for all applicants. 

Ref. 

5.46 

Improvement Area 

The Council does not 
know the final outcomes 
for many applicants in this 
group. In 2004/05 it lost 
contact or recorded the 
outcome as ‘not known’ for 
just over half of these 
applicants. The Council is 
unable to demonstrate that 
it has met its statutory 
obligations to these clients. 
This is a significant failing. 

Action Required 

Develop monitoring 
arrangements for non- 
priority cases. 

Reduce the level of 
outcomes where contact 
has been lost or 
whereabouts are unknown 

Update Proposed 
Evidence to be 
offered 

Time- 
scale 

April 07 

April 07 

How we will 
monitor 

Monitoring reports 
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Homelessness 3 - Develop an effective approach to the strategic management of the service including the effective monitoring 
and management of outcomes for all applicants. 

Improvement Area 

However, the number of 
repeat homeless 
applications is a significant 
issue in North Lanarkshire, 
and the Council has 
identified this as a 
challenge and an area for 
improvement. Repeat 
applications have 
increased over the past 
three years and are 
consistently higher than 
Scottish figures. 

Action Required 

Reduce level to Scottish 
average. 

Improve accuracy in closing 
cases in HSMS system and 
HLI. 
The manner in which re- 
presentations were 
calculated was in 
accordance with guidance 
given by Audit-Scotland. 
This was later found to be 
inconsistent with that used 
by the Scottish Executive. 
Following discussion with 
both, the method adopted 
by the Executive's 
Statisticians was adopted 
and our figures re- 
calculated. 
This inconsistency was not 
picked up by the inspectors 
from Communities Scotland 
and our re-presentation 
rate referred to in their 
Inspection Report is 
inaccurate 

Update 

Achieved 

Continuous 

Proposed 
Evidence to 
be offered 

Time- 
scale 

July 05 

How we will 
monitor 

Monitoring reports 
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Homelessness 4 - Address the high and increasing levels of repeat homeless presentations 

Ref. 

5.53 

Improvement Area 

However, the number of- 
repeat homeless 
applications is a significant 
issue in North Lanarkshire, 
and the Council has 
identified this as a 
challenge and an area for 
improvement. Repeat 
applications have 
increased over the past 
three years and are 
consistently higher than 
Scottish figures. 

Action Required 

Reducelevel to Scottish 
average. 

Improve accuracy in closing 
cases in HSMS system and 
HLI. 
The manner in which re- 
presentations were 
calculated was in 
accordance with guidance 
given by Audit-Scotland. 
This was later found to be 
inconsistent with that used 
by the Scottish Executive. 
Following discussion with 
both, the method adopted 
by the Executive's 
Statisticians was adopted 
and our figures re- 
calculated. 
This inconsistency was not 
picked up by the inspectors 
from Communities Scotland 
and our re-presentation 
rate referred to in their 
Inspection Report is 
inaccurate 

Update 

Achieved 

Continuous 

Proposed 
Evidence to be 
offered 

Time- 
scale 

July 05 

How we will 
monitor 

Monitoring reports 
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