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NORTH LANARKSHIRE COUNCIL 

To: SOCIAL WORK COMMITTEE 

From: DIRECTOR OF SOCIAL WORK 

Date: 23 August 2001 Ref: CC/AB/MC 

REPORT 

Subject: BEST VALUE SERVICE REVIEW 
COMMUNITY MEALS 

1 PURPOSE OF REPORT / INTRODUCTION 

1.1 To advise Committee of the findings of the Best Value Review of the Community Meals 
Service within North Lanarkshire and to seek approval for the Action Plan which has been 
developed in respect of the future provision of service. 

2 BACKGROUND 

2.1 The Community Meals Service was identified as being appropriate for Review as it forms 
an element of service provision to older people, for whom all community based Social 
Work Services are being reviewed in 2000/2001. 

2.2 The Community Meals Service was originally established under the auspices of 
Strathclyde Regional Council, and at Local Government re-organisation brought together 
services from the three former Strathclyde Social Work Districts. 

2.3 No dedicated staff had been disaggregated to the Department to supervise and organise the 
entire meals process. 

2.4 Community Meals consist of two distinct services: 

(i) Meals on Wheels which is an assessed for service and forms part of a community 
care plan designed to support people at home, 

a. 
b. 

the delivery by volunteers of pre-prepared meals to people at home. 
The delivery by home support workers of frozen meals for regeneration to 
people at home. 

(ii) Lunch Clubs which is an unassessed service providing the opportunity for 
individuals, usually older people, to attend a local centre with peers and have a 
meal. 

2.5 The Meals on Wheels Service is provided on the basis of assessed need and individuals 
need to meet the following criteria: 
- Be of pensionable age or be a young person with a disability 
- Be predominantly housebound 
- Be unable to prepare meals themselves 
- Where an element of risk exists 
- Require support for carers 
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2.6 

2.7 

2.8 

2.9 

Lunch clubs were developed in conjunction with community groups and voluntary 
organisations without any clear strategic framework. 

There are no eligibility criteria for accessing Lunch Club services nor do individuals 
undergo an assessment of need. Service users, usually older people, can simply “turn up” 
and can access more than one club. 

Early on in the life of the Council, it became apparent that there were no clear structures or 
systems in respect of administration, personnel and finance nor food hygiene standards and 
training. In 1996 officers from the Department undertook an inter-departmental review of 
Community Meals within North Lanarkshire. 

The initial review was concluded in 1997 with the: 
- Disaggregation of the supervision and organisation of the meals process to area teams 

without any new staffing resources (no resources were dissagregated). 
Introduction of operational procedures for area teams. 
Introduction of operational procedures for Lunch Club and Meals on Wheels providers. 
Acknowledgement that a more in-depth examination of Community Meals within North 
Lanarkshire Council would be required. Consequently, this Best Value Review has 
been widened in scope to embrace the requirement for a comprehensive service review. 

- 
- 
- 

3 SCOPE OF REVIEW 

3.1 This review has aimed to consider all aspects of the Community Meals Service provided or 
purchased by North Lanarkshire Council to individuals living in the community. 

3.2 Areas addressed relate to customer satisfaction, effectiveness and efficiency of the service, 
food safety and hygiene, the quality of the service and monitoring and evaluation 
arrangements. 

4 METHODOLOGY 

4.1 The methodology used to undertake the Best Value Service Review in respect of the 
Community Meals Service was: 
- The formation of a Review Team with Officers from Social Work, Environmental 

Services and Catering Services, with the work of the Review Team being overseen and 
supported by the Best Value Steering Group. 
Undertaking a series of surveys employing the SERVQUAL survey instrument. 
Benchmarking with other Local Authorities. 
Members of the review group discussing the current service arrangements with key 
stakeholders, volunteers and staff involved in community meals. 
Questionnaires relating to the areas within the scope of the review, issued to 
management, volunteers, responsible officers and staff involved in the delivery of meals. 
Questionnaires relating to the quality and type of service, issued to service users and 
carers. 

An examination of administrative, organisational and budgetary systems. 

- 
- 
- 

- 
- 

- Analysis of returned Questionnaires. 
- 

5 PROFILE OF COMMUNITY MEALS 

5.1 Community Meals are defined as meals provided either through community based Lunch 
Clubs or as part of a Meals on Wheels Service which are subsidised or supported by the 
Social Work Department. 

5.2 A Lunch Club provides the opportunity for individuals, usually older people, to attend a 
local centre with peers and have a meal. There are three types of clubs operating within 
the Council’s area: 
- Voluntary Lunch Clubs which use volunteers to cook and serve the meals and which 

receive a financial subsidy from the Social Work Department. 
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- Voluntary Lunch Clubs which use volunteers to serve meals provided by Council 
kitchens which receive a financial subsidy from the Social Work Department. 
Voluntary Lunch Clubs which use volunteers to cook and serve frozen meals and 
which receive a financial subsidy from the Social Work Department. 

- 

5.3 Meals on Wheels are provided in two ways: 
- 

- 

The delivery by volunteers of pre-prepared meals to people at home. Meals originate 
from Council kitchens. 
The delivery by Home Support Workers of frozen meals for regeneration to people at 
home. 

6 LEGAL IMPLICATIONS 

6.1 Following publication of the Pennington Report in 1997 (relating to the E-Coli outbreak in 
Wishaw, in November 1996, which resulted in the death of 21 older people), the Food 
Safety Act 1990 and the Food Safety (General Food Hygiene) Regulations 1995, became 
more rigorously applied by Enforcement Officers. 

6.2 The Council has a statutory liability under the Food Safety Act 1990 and the subordinate 
Regulations, in respect of meals provided by North Lanarkshire Council from establishments 
owned by the Council. Statutory liability also arises where the meals are provided by 
organisations that can be regarded as being directly linked to the Council. The question of 
whether or not there is such a link between an organisation and the Council will be judged 
on the merits of each particular case. Certain circumstances can be said to point to the 
existence of a sufficiently close relationship incurring a statutory liability on behalf of the 
Council in respect of that organisation. For example, where the Authority (Social Work 
Department) : 

- Purchases the food or ingredients 
- Provides transport 
- Substantially funds the organisation 
- Provides other support, such as the provision of premises within which food is 

preparedfrom which food is supplied 

6.3 Underlying all of this, the Council has a delictual liability in terms of its general duty of care 
in the provision of Community Meals. The Council must take all reasonable steps to ensure 
that the food supplied to users through the Community Meals Service does not pose a health 
risk to those who consume it. The Council will go a long way to meeting this duty if it 
satisfies itself that the Food Safety legislation is being complied with by all those involved 
in the preparation and supply of Community Meals. 

6.4 The proposals contained within the Action Plan will assist the Council meet its range of 
statutory responsibilities, including its duty of care in respect of food safety standards in 
terms of the Food Safety (General Food Hygiene) Regulations 1995. 

7 OUTLINE OF CURRENT SERVICES 

7.1 The Community Meals Service within North Lanarkshire has the capacity to provide 
approximately 237,748 meals per annum (Lunch Clubs and Meals on Wheels). This is 
illustrated per Area Team on Appendix A, Tables A and B. 

7.2 The financial resources for the year 2000-01 were 5494,903.00, Detailed figures are shown 
at Appendix A, Table C. 
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7.3 The exact cost to the Council of Community Meals (including overheads), including unit 
costs of individual meals requires to be the subject of more detailed financial analysis, not 
presently available but identified in the Action Plan as a priority task. 

8 SUMMARY OF FINDINGS 

This section summarises key findings which are developed and the Action Plan detailed in 
Appendix C. 

The provision of community meals is a large scale; complex undertaking involving a range 
of providers from on-site services to those managed solely by volunteers. 

Meals on Wheels @re-heated) is a service targeted to those in need in line with other Social 
Work Services which promote community based care. The service is available on average 
2/3 times per week, 50 weeks of the year, with no choice of menu. 

Meals on Wheels (Frozen Meals) are targeted to those in need with other Social Work 
Services that promote community-based care. The service is available within the catchment 
area of two area teams providing a service 7 days per week, 52 weeks of the year and with 
an extensive menu. 

Lunch Clubs appear to meet a social and recreational need for users who in the main self- 
refer. They assist in and promote social inclusion and encourage community participation in 
local service provision. They are not an assessed service nor targeted to those considered 
most in need. 

Attendance at Lunch Clubs has decreased across the Authority in the past 3 years, while the 
use of meals-on-wheels has remained high. 

Food safety and food hygiene standards are not universally applied or known, some staff 
and most volunteers require hrther training and monitoring arrangements require to be 
improved. 

Premises within which Lunch Clubs are held do not always meet standards expected of 
statutory agencies. 

The role of volunteers requires to be reviewed and vetting systems introduced to ensure that 
volunteers are subject to the same scrutiny and levels of expectations as employees. 

A number of Departments have a locus in the provision of community meals, requiring a 
corporate approach. 

There is a lack of consistency in the quality of meals although all users pay the same charge 
for the service. 

Arrangements are required to ensure the nutritional value of meals provided by independent 
or voluntary providers. 

The food safety and food hygiene environment in which community meals now operate is 
significantly higher than previous with greater responsibility and accountability resting with 
the Council. 

Information on Community Meals Services is not readily available for service users, carers 
and other stakeholders. 

The administrative, organisational and budgetary systems require to be strengthened to 
ensure Best Value. 
There is currently no formal contract between volunteers and the Council to ensure that 
minimum health and safety standards and training requirements are achieved. 
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9 

10 

11 

12 

(xvi) The transportation of meals from source kitchens should be the subject of monitoring and 
supervision to ensure compliance with food safety and food hygiene standards. 

(xvii) Given the non-assessed nature of lunch club provision, consideration needs to be given as to 
where the service would be best located within the Council. 

FINANCIAL/PERSONNEL/POLICY IMPLICATIONS 

9.1 There are no personnel and financial implications arising from this report at this stage. 

9.2 In recognition of the major agenda facing the Department from the findings of this review, a 
post of Senior Officer Home Care (Grade P02) was approved recently by Committee. Any 
firther financial or personnel implications emanating from the implementation phase of the 
Action Plan will be reported to Committee. 

SUMMARY 

10.1 The review of community meals has identified a number of significant issues within the 
provision of community meals which require to be addressed to ensure that the Council 
meets all of its statutory and delictual responsibilities. 
be addressed within a corporate framework. 

Many of these issues are required to 

RECOMMENDATIONS 

1 1.1 Committee is asked to: 

- approve the terms of the Best Value Review Report and Action Plan in respect of the 
Community Meals Service. 

SUPPORTING DOCUMENTATION 

12.1 A copy of the Best Value Community Meals Review Report is held within the Members 
Library. 

Jim Dickie 
Director of Social Work 
2"d August 2001 

For further information on this report please contact M a y  Fegan, Head of Social Work Services 
(TEL: 01 698 332001) 
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Apendix A 

Wheels Coatbridge Area Team 6 

COMMUNITY MEALS AVAILABILITY 
6 I 

2 17,056 

TABLE A: MEALS ON WHEELS 

(Site Kitchen) 1 Coatbridge Area Team 12 

No, of AvemgeNo. , Totat ko. 
M.O.W. o fhysRua  i afR4FPals 
Services . -- Per Week - Per . Aaltum 

2 15,011 
Prepared) Cumbernauld Area Team 10 2 

I I 

Wishaw Area Team 2 2 5,044 

18,376 
I 

I Motherwell Area Team 

TABLE B: LUNCH CLUBS 

5 2 8,754 I 

Meals on Wheels I 

I Meals on Wheels (Frozen Meals) 

I Wishaw Area Team 2 I 42,656 I I 

Coatbridge Area Team I 0 0 0 I 

103,031 
101,010 

I 

I Cumbernauld Area Team 3 1 I 11,370 
l Motherwell AreaTeam I 2 4 15,925 I 

Wishaw Area Team 0 

TABLE C: FINANCIAL RESOURCES 
- 

Breakdown of Budgeted Expenditure _ _  

I:\Comm Care\Operations\Melanie\Attachents - Revenue Costs 



Appendix “B” 

NORTH LANARKSHIRE COUNCIL 
SOCIAL WORK DEPARTMENT 

COMMUNITY MEALS REVIEW 

A SUMMARY OF THE IMPROVEMENT ACTION PLAN 

Examine further usage and availability of service to address inconsistency in 
service availability across authority 
Extend availability of meals on wheels to 7 days per week. 
Review location of lunch clubs within Council 
Examine further all aspects of health and safety across services and locations 
to ensure compliance with health and safety regulations. 
Examine further nutritional standards of meals provided by self-catering lunch 
clubs. 
Establish mechanisms for supervision and monitoring of practice. 
Provide information leaflets for service users, carers and other stakeholders. 
Provide information leaflets for carers and other stakeholders. 
Provide clear eligibility criteria for meals-on-wheels and to review remit, 
location and eligibility criteria if applicable in respect of lunch clubs 
provision. 
Review policies and procedures for community meals. 
Review Unit Costs and financial framework for community meals service. 
Widen training opportunities for staff and volunteers subject to future review. 
Alternative methods of service provision to be explored. 
Review all aspects of transport within community meals. 
Design of a Service Contract between Departments and voluntary sector. 
Set up standard consultation process with users, carers and stakeholders. 



Appendix C 

I IMPROVEMENT ACTION PLAN: COMMUNITY MEALS SERVICE 

To provide all service users 
with an information leaflet. 

~~ 

TO provide information 
leaflets to carers and other 

stakeholders. 

To provide a clear eligibility 
criteria for Meals on Wheels 

and to design eligibility criteria 
for lunch clubs. 

Survey results show that 
service users require 
information about the 

Community Meals Service. 

Survey results show that 
carers and other 

stakeholders require 
information about the 

Community Meals Service. 

This has been identified to 
ensure the service is 

targeted to the 
appropriate care groups. 

Service users will be 
better informed of the 

Community Meals Service 
via information leaflets, 

presented in a user 
friendly format. 

Increased awareness and 
knowledge of the 

Community Meals Service 
by carers and other 

stakeholders. 

Staff within the service 
who undertake 

assessments will have an 
awareness of 

developments within the 
service. Assessments will 
reflect a consistent and 

better care manaeement. 

- Develop 
information 

leaflets. 
- Distribute 
leaflets to all 

current service 
users. 

- Develop 
information 

leaflet. 
- Distribute 
leaflets to all 
carers and 

stakeholders. 
- To set up joint 
group to review 
current criteria 
for community 

meals. 
- Update leaflet to 
include eligibility 

criteria. 

March, 
2002 

March, 
2002 

March, 
2002 

February, 
2002 

A further survey 
will be undertaken 

of stake holders 
which will indicate if 
service users have 
received sufficient 
information about 

the service. 
Consultation with 
both carers and 
stakeholders will 

indicate if this 
action has achieved 

i ts objective. 

Sampling exercise 
to be undertaken of 

assessments. 
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Appendix C 

Description 
sf 

the 
llannsd Imprwement 

TO review present policies and 
procedures in respect of 

Community Meals Service. 

To review unit costs and 
financial framework for 

Community Meals Service. 

Widen training opportunities 
for staff and volunteers. 

This has been identified 
through a survey 

exercise. Inconsistency is 
varied in relation to 

support and guidance to 
lunch club organisers and 

volunteers. 
Inconsistency shown in 

findings from survey 
exercise in relation t o  

unit costings. 
Comparison of costs 
with benchmarking 
partners still to be 

undertaken 
Information received 
from survey returns, 

particularly comments 
from Environmental 

Health Officers. 

To ensure clarity of 
roles and responsibilities 

by offering structured 
support, guidance and 
practical assistance. 

To ensure value for 
money and cost 

effectiveness. 

Better trained and more 
qualified staff and 

volunteers resulting in a 
higher quality service. 

Set up joint group 
made up of staff 

from Community 
Care and Finance 

Officers. 

Set up joint group 
made up of 

Community Care 
staff and Finance 

Officers to review 
costs. 

Develop a training 
audit for 

Community 
Meals. 

February, 
2002 

Report by 
December, 

200 I 

February, 
2002 

Consultation with 
service users, staff 

and other 
stakeholders. 

Compare unit costs 
periodically 

Further survey of 
staff and 

stakeholders' to 
obtain their views. 
Numbers of staff 
receiving training/ 

aualifications. 
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Appendix C 

Description 
of 
the 

Planned 1 rnprovernsn t 

13) Alternative methods of service 
provision. 

- 
14) Review all aspects of transport 

within Community Meals. 

IS )  Design of a Service Contract 
between Departments and 

Voluntary Sector. 

16) Set up standard consultation 
process with users, carers and 

stakeholders. 

Why has this 
improvement 
been chosen 

Due to lack of choice at 
present within 

Community Meals service 
delivery. Services 

currently resource led 
rather than service user 

determined or needs led. 

Present use of transport 
is varied, including 

availability throughout 
North Lanarkshire. 

Ensure policies and 
procedures are adhered. 
Enable accountability and 
minimum standards and 

aualitv are achieved. 
To ensure appropriate 
targeting of resources 
and provision meets 
service user needs. 

To ensure choice, cost 
effectiveness and 

maximum efficiency of 
service delivery. To 
provide service which 
reflects service users’ 

need t o  an optimum of 
365 days per year. 

To ensure cost 
effectiveness, efficiency, 
standardise practice and 

facilitate meeting 
“assessed need”. 

Ensure safe practice of 
production and delivery 
of Community Meals. 

Provide service on a 
needs basis and offering 
choice and flexibility to 

service users. 

Set up joint group February, 
with stakeholders I 2002 

to review. 

t o  review inter- 
departmentally 

Set up joint group February, 
to review. 2002 

Set up joint group March, 
to review 2002 

Further consultation 
with service users, 

staff and volunteers. 

Further consultation 
with service users, 

staff and volunteers. 
Less variation in cost 

Monitoring and over 
viewing to ensure 

standards are 
achieved and 
maintained. 

Monitoring and over 
viewing to ensure 

standards are 
achieved and gaps 

addressed. 
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Appendix C 

IIMPROVEMENT ACTION PLAN: COMMUNITY MEALS SERVICE C 

Planned lrnprovernent 
Th$s should bs both 

Examine further usage and 
avai labi I ity. 

Extend availability of Meals on 
Wheels to 7 days per week. 

Review location of Lunch Clubs 
within Council. 

Examine further all aspects of 
health and safety across 

services. 

Examine further nutritional 
standards of meals provided. 

Establish mechanisms for 
supervision and monitoring of 

practice. 

Inconsistency in service Consistency and equity Set up group to December, 
availability. of service provision per review. 200 I 

availability. review. 2002 

geographical patches. 
Inconsistency in service More service availability. Set up group to March, 

Service is often located in 
poor premises with 
geographical gaps 

Shortfalls in health and 
safety practices 

highlighted during course 
of review 

Improved targeting of Set up group to January, 
2002 review. service provision 

Ensure compliance with Set up group to December, 
minimum health and review inter- 200 I 

safety regulations departmentally 

No monitoring of Ensure compliance with Set up group to January 2002 
nutritional content of minimum nutritional review inter- 

self-catering lunch clubs standards departmentally 
currently undertaken 

No formal supervision o r  Ensure compliance with Set up group to February, 
monitoring procedures health and safety review. 2002 

currently in place regulations and improve 
quality of service 

Service will be 
extended to 7 days 

per week. 
Premises monitoring 
equitable spread of 

service 
Regular monitoring c 

services 

Regular monitoring c 
service 

Regular monitoring o 
service and user 

satisfaction 

I:\COMMCARROperations\Melanie\Best ValueMppendices \Appendix I - Improvement Action Plan.lwp 


