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To: HOUSING & PROPERTY 
SERVICES COMMITTEE 

From: DIRECTOR OF HOUSING 
& PROPERTY SERVICES 

AGENDA E M  No, ...CC.....n IOCQJ 

Subject: 

Concierge Review 

NORTH LANARKSHLRE COUNCIL 

Date: 29 February 2000 

REPORT 

Ref: TMcKfEMcWCE 

1. 

1.1 

2. 

2.1 

2.2 

2.3 

2.4 

INTRODUCTION 

The purpose of this report is to advise Committee of the outcome of the 9 month Stand Alone 
pilot programme within the Concierge Service and recommend proposals for the future of the 
service. 

BACKGROUND 

The concepL of Stand Alone Working was developed in full consultation with the Trade 
Unions and was aimed at improving efficiency of the Concierge Service and reducing 
sickness absence within the Concierge Service. The pilot project commenced on 1 April 
1999. 

There are 8 Concierge Developments, 6 in Coatbridge and 2 in Airdrie. (See Appendix 1) 

The aim of introducing Stand Alone Working was primarily to stop the practice of Concierge 
Officers being taken from one station to cover sickness at other stations. Stations with good 
attendance records in the past were being penalised as Concierge from these stations were 
regularly being moved to cover at stations where sickness absence levels were high. Under 
the “Stand Alone” arrangement it was intended that cover for sickness and holiday absence 
would be provided from within the resources of each station whenever possible. 

Part of the stand alone agreement reached with the Unions allowed coverage at Witchwood 
and Holehills Developments with 2 Concierge at all times due to the high number of 
incidents at these locations, (see Appendix 2). Agreement was also reached that in 
emergency situations and to avoid station closure Concierge Officers would move from their 
designated stations, to cover other developments. 
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3. 

3.1 

3.2 

3.3 

3.4 

4. 

4.1 

4.2 

5. 

ANALYSIS OF PILOT STAND ALONE W O W N G  ARRANGEMENTS 

Cleanliness levels improved in Holehills & Witchwood due to these two stations remaining 
two man stations for all shifts. Levels of cleanliness have not improved in all other stations, 
this is evidenced by the level of tenant complaint and the findings of fortnightly inspection 
reports made by Housing Officers 

Sicbess absence levels increased from 1/4/99-30/11/99, however statistics for December 
1999 indicate a dramatic improvement, as outlined in Appendices 3/4. This can be attributed 
to hller implementation of’the Council’s Absence Management procedures. 

Stand Alone arrangements were aimed at stabilising stations and reducing incidences 
where Concierge were moved. Appendix 5 details shifts lost at each stations due to 
Concierge moving from designated stations to cover sichessfiolidays at another station. 
This movement of staff and the requirement to provide emergency cover has resulted in 
additional costs of €48,056 for overtime working. Concierge staff have an average holiday 
entitlement, including Public Holidays, of 6 working weeks per employee. 

Unfortunately from the foregoing, it would seem that stand alone working arrangements have 
had no appreciative effect on absence levels. The level of absence is only beginning to reduce 
following effective implementation of the Council’s Absence Manaagement Policy. 

STAFFING 

There are currently 4 Senior Concierge, 1 for each shift and they are based at the High Coats 
Development. The Senior Concierge is part of the team at that location and carries out all 
Concierge duties as well as additional duties. It is considered necessary that this role needs to 
be expanded and consideration should be given to designating a Senior Concierge at each 
development, this would mean 8 Senior Concierge instead of the existing 4. This would 
allow for a Senior Concierge at each station who would be fully responsible for the working 
of the development and who would be directly accountable for levels of staffing, security and 
cleanliness within the development. This could potentially be accommodated by recruiting 
4 Senior Concierge from the existing workforce and would be at an annual cost of €8357. 

The manning levels per shift at Holehills and Witchwood allows for two men at all times. 
This is not in line with the principle of stand alone, as Concierge are required to move from 
other stations to provide this level of cover. The trial period has proved unsuccessful as the 
service is suffering at all other stations. Providing two Concierge at all times at Holehills 
and Witchwood can no longer be justified as it has had a detrimental effect on manning 
levels and cleanliness at all other stations. In keeping with the principles of stand alone 
worlang arrangements it is recommended that all stations, without exception, adhere to full 
stand alone arrangements. To accommodate this it will be necessary to regularly change shift 
time to overlap for Concierge and Senior Concierge and review cleaning duties to be 
undertaken by nightshift staff. The emphasis therefore must be placed on maintaining the day 
shift at all stations at a minimum of 2 Concierge. 

MANAGEMENT MONITORING 

5.1  A designated team of Senior Housing OffcerMousing Officers has been set up to monitor 
the Concierge Developments and these staff visit the stations on a daily basis to check 
manning and cleanliness levels. Shift handover reports are monitored daily to ensure that the 
available manpower is most effectively deployed. 
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5.2 A number of meetings with local Tenants Associations and Residents have taken place in 
recent months. The tenants view at the majority of developments is that the standard of 
cleanliness needs to be improved as a matter of urgency. 

6. SICKNESS ABSENCE. 

6.1 The Divisional Manager (North) in conjunction with the Senior Housing Officer is closely 
monitoring sickness absence. Return to work interviews take place for every Concierge who 
is off sick and this is done in accordance with the Council’s Absence Management Policy. 
25 interviews have taken place since October 1999. Any further action involving Personnel 
Services will be taken as appropriate. 

6.2 Concentrated efforts have been made to implement the Councils Absence Management 
Policy and this has resulted in improvements in sickness absence levels during October - 
December 1999 (Appendix 4). 

7 PROPOSALS 

7.1 A number of proposals have been considered to improve efficiency and service delivery to 
ensure stand alone working arrangements are achievable at all 8 Developments. Two 
Proposals have been deemed suitable for further consideration, the financial implications of 
these proposals are summarised at Appendix 6. 

Proposal 1- 
Formalised stand alone working with a staffing compliment of 70. Included within the staff 
of 70 is 8 Senior Concierge, one for each development. This option allows all stations to 
stand alone, however Holehills and Witchwood would no longer be guaranteed to have 2 men 
on shift at any given time. A compliment of 70 staff and the removal of staffing guarantees 
at Holehills and Witchwood would provide greater flexibility during periods of sickness and 
holidays, improved cleaning provision and improved security levels. 

The addition of 2 concierge would be achieved by making permanent 2 posts currently 
temporarily covered by 2 Caretakers who have been carrying out Concierge work over the 
last 10 months. This would be done in accordance with the Council’s Recruitment and 
Selection Procedures. 

Proposal 2 - 
The current annual cost to provide emergency cover at all developments is 548,056. This 
overtime provides emergency cover for sickness absence and for covering all shifts at 
Holehills and Witchwood and is required to avoid station closure. 

Significant savings could be achieved by inviting tender invitations from local Security 
Companies who would be trained in the operation of the security equipment to provide 
emergency cover at all stations. The cost of this service has been estimated at 532,203 and is 
based on an absence level of 10%. This would reduce emeregency cover costs by €15,853. 
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FINANCIAL IMPLICATIONS 

Implementation of Proposals 1 and 2 of this report could result in annual savings of S7,496. 
summary of the financial implications of this report is set out in Appendix 6. A 

8. CONCL USION & RECOMMENDATIONS. 

8.1 This report has set out the current operating practices and options for future development of 
the Concierge Service to ensure 'security and cleanliness of stations is improved and 
maintained. 

It is recommended that Committee: 

a) Notes the action taken by the Department in managing sickness absence. 

b) Approves, in principle the proposals as outlined in Section 7 of this report on the 
understanding that the detailed implication to each will be examined in more detail in 
conjunction with Personnel Services and be the subject of a further report to Committee, 
following consultation with the Trade Unions. 

G Whitefield 
DIRECTOR OF EOUSING & PROPERTY SERVICES. 

concrev 

4 



39 

LOCATION . 

APPENDIX 1 

EXSTINGPROPOSED TOTAL 

EXISTING/PROPOSED STAFFING COMPLIMENT 

HIGH COATS* 

REDBRTDGE 

WITCHWOOD 

BLAIRGROVE 

16 

8 

8 

8 

MILLBRAE 8 

WHIFFLET 

HOLEHILLS 

MILTON 

8 

8 

6 

4 Senior Conciergeplus 2 Estate Caretakers 
temporary as Concierge. 

TOTAL 70 



LOCATION 

HIGH COATS 

REDBRIDGE 

WHIFFLET . 

GLEN 

BLAIRGROVE 

MILTON 

WITCH WOOD 

HOLEHILLS 

~ 

APPENDIX 2 

SUMMARY OF INCIDENTS 

%NOD- 114199-3016199 
DAYSHIFI NIGHTSHIFT TOfAL POLICE 

28 116 144 41 

17 25 42 9 

2 7 9 2 

7 14 21 3 

4 7 11 1 

10 11 21 3 

22 48 70 14 

20 54 74 18 

CALLED 

PERIOD 1/7/99-3019199 
DAYSHII'I' NIGHTSHIFI TOTAL POLICE 

CALI E D  

35 126 161 49 

21 29 50 11 

2 10 12 2 

10 15 25 3 

6 10 16 1 

9 9 18 3 

25 50 75 16 

22 59 81 22 

PERIOD 1/10/99-3 1/12/99 
DAYSHIFT NIGHTSHIFT TOTAL POLICE 

CALLED 

32 118 150 43 

20 25 45 10 

2 8 10 3 

9 15 24 3 

5 11 16 1 

8 8 16 ' 3  

24 53 77 17 

22 56 78 20 



DEVELOPMENT 1112198-3 1/3/99 1/4/99-3 1/7/99 

HIGHCOATS 

REDBRIDGE 

W HIFFLET 

25 25 

39 35 

34 31 

GLEN 

BLAIRGROVE 

16 15 

23 21 

1/8/99-30/11/99 DECEMBER 1999 

MILTON 

I 
74 4 

73 66 57 

WITCH WOOD 

HOLEHILLS 

TOTAL 

1 

126 116 

62 59 

398 368 

I 77 

536 

I 
80 

32 

MONTHLY AVERAGE 134 36 99.5 92 
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DEVELOPMENT 

HIGHCOATS 

REDBRIDGE 

WHIFFLET 

GLEN 

BLAIRGROVE 

MILTON 

WITCHWOOD 

HOLEHILLS 

TOTAL 
I 

APPENDLX 5 

TOTAL DAYS LOST TO COVER AT OTHER STATIONS 

1/12/98-3 1/3/99 

20 

35 

33 

27 

33 

148 

114199-3 1/7/99 

96 

57 

41 

52 

53 

1 

300 

118199-30/11/99 

22 

28 

13 

14 

23 

100 



APPENDIX 6 

XISTING COSTS 

68 Concierge (includes 4 Senior 
Concierge) 

pilot period) 
1 2 Temporary Concierge (agreed for the 

1 Emergency Cover Costs (Overtime) 

rota1 

?ROPOSED COSTS 

B 70 Concierge (includes 8 Senior 
Concierge) 

t Estimated costs of cover from Security 
Companies 

Total 

Total Saving 

f 

1,148,751 

28,770 

48,056 

1,225,577 

€ 

1,185,878 

€32,203 
Based on an absence rate of 10% 

1,218,081 

7,496 




