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1. Purpose of report

1.1 The purpose of this report is to provide the committee with an update on changes to the
council's service planning arrangements and to request agreement for the Housing Services'
interim Performance Plan for 2016/17.

2. Move towards outcome−based plans

2.1 The Council's service planning arrangements are well established and have been in place for
a number of years. Service Plans have been prepared on an annual basis across all services
and have traditionally covered the contribution each service makes to the council's corporate
objectives, supported with a set of performance indicators and targets.

2.2 The Chief Executive reported to the Policy and Resources committee during December 2015
on the Future Priorities of the Council and Delivery Model. This includes a move towards
outcome−based plans and is consistent with Phase 1 changes to the management
arrangements for the council. The Assistant Chief Executive posts and the Chief Accountable
Officer (Health & Social Care) will have responsibilities for the delivery of the plans and
duties towards outcomes first, as opposed to service management.

2.3 Approval was granted at the Policy and Resources Committee on 9 June 2016 to develop
business plans for each of the council's five priority outcomes:

1. Improved economic opportunities and outcomes
2. Supporting all children to realise their potential
3. Improving the health, wellbeing and care of communities
4. Improving relationships with communities and the third sector
5. Improving the council's resource base

2.4 The plans will be populated with a set of actions which by their very nature will be strategic
and will focus on our overall priorities of prevention and tackling inequalities. The business
plans will continue to have a set of performance indicators and targets, these indicators will
focus on outcome and impact rather than service management.

2.5 Work will continue with colleagues in the Corporate Management Team over the coming
months to develop a set of draft business plans for approval at the meeting of the Policy &
Resources Committee on 22 September 2016.



3. Interim Performance Indicators & Targets 2016/17

3.1 In moving away from individual service plans, the council needs to continue to ensure that it
meets its duties in relation to best value, good governance and public performance reporting.
It also needs to consider the need for services to continue to collect and report performance
information that is operationally valuable. Attached as Appendix 1 is the interim Housing
Performance Plan for 2016/17, which will continue to monitor and report as new business
plans are developed.

4. Recommendation

It is recommended that committee:

i) Note the move to new business plans, which will be considered by the Policy and
Resources committee on 22 September 2016;

ii) Note the interim Housing Performance Plan for 2016/17 attached as Appendix 1.

Des Murray
Assistant Chief Executive (Enterprise and Housing)
18 July 2016

For further information on this report please contact Gillian Simpson, Strategy Officer on tel 01698 274151



Appendix 1

Performance Plan 2016/17

HOUSING SERVICES

Section 1: Introduction

The strategic context for the service

Housing Services incorporating Housing Solutions and Housing Property, has a robust strategic
planning process in place to ensure we are able to continually improve and develop our services in
response to identified need and demand. This is particularly important at a time of increasing
demand on our services, falling resources and the impact of welfare reform on our communities.

The challenges facing the service

Some of the key challenges facing the service include:

• Continuing to respond to the needs of service users in the face of reducing budgets
• The impact of welfare reforms on our residents including the financial implications on

temporary and supported accommodation services
• The projected increase in both the older population and single person households, impacting

on our ability to continue to meet their needs in terms of the type and size of housing
• Meeting the need for affordable housing by addressing local shortfalls, through re−provision,

new build and other housing policies such as the Empty Homes Purchase Scheme
• Improving neighbourhoods through both regeneration activities and the provision of a high

quality housing management and support
• Tackling disrepair within the private housing sector via the council's Scheme of Assistance and

efficient use of enforcement powers
• Combating fuel poverty in all its forms
• Meeting the ongoing needs of an ageing housing stock
• Maintaining council properties to Scottish Housing Quality Standard, incorporating EESSH, and

continuing to tackle abeyances/exemptions

The key improvements that will be delivered over the period 2016117

• Implementation of the new Local Housing Strategy 2016−2021 including the delivery of 300
new affordable homes per annum over the five years

• Delivery of increased investment of £57m in improvements to tenants' homes
• Completion of the new build short−term residential facility in Chryston
• A reduction in the number of empty properties and level of disrepair in private sector blocks in

priority areas
• Continuation of the Cumbernauld multi storey flat re−provisioning programme
• Implementation of priority actions within the revised Temporary and Supported

Accommodation Strategy (TASAS) 2015−2020 to more effectively match households to
temporary and supported accommodation spaces and take account of impact of welfare
reform changes

• Progress actions set out in the Housing Contribution Statement that supports delivery of the
Joint Integration Board's Strategic Commissioning Plan

• A reduction in fuel poverty across North Lanarkshire via the ongoing work of the Energy Team
• Implementation of the new Tenant Participation (TP) Strategy and scoping out a general

review of TP services to ensure the best fit with local needs and preferences
• Increased level of customer self service engagement via: mobile technologies, use of social

media and self service technology



Summary of Best Value within Housing Services

The Scottish Housing Regulator and Scottish Social Housing Charter were introduced under the
Housing (Scotland) Act 2010 and both commenced on 1 April 2012. The Housing Service
successfully submitted the third annual return on the Scottish Social Housing Charter for financial
year 2015/2016. The Scottish Social Housing Charter has seven sections which includes 16
national outcomes.

Scottish comparisons provided by the Scottish Housing Regulator show that North Lanarkshire
Council's 2015/2016 average weekly rent continues to remain lower than the Scottish Average.

The Housing Service continues to show value for money and good performance when compared to
all Scottish Local Authorities (2014/15) across some of the following areas:

• On average the Housing Service re−lets void properties within 27 days. This shows the
management of our void properties continues to compare favourably against the Scottish
Average of 36.9 days.

• Due to improved processes and continual monitoring the % of rent lost through void properties
was 0.8%. The Scottish Average was 1.1%.

• We have an average response time of 4.9 hours to complete an emergency repair. This
compares favourably to the Scottish Average response time of 5.9 hours.

• The Health and Safety of our tenant's is a priority and we have ensured 100% of our properties
have had a gas safety check and certificate completed each year. On average across
Scotland only 94% of properties have had gas safety checks within the required anniversary
expiry date.

• Our Right First Time performance (95.5%) is significantly above the Scottish average of 90.2%

Comparisons for 2015/16 will be available when the SHR report is issued end August 2016.

The Housing Service continues to participate in Housemark's core benchmarking process, which
analyses the relationship between cost and performance across the main Scottish Housing
Regulator activities and compares service costs with other organisations of similar size.
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Section 2: Key Actions

Welfare Reform
Key Actions Responsible Timescales

Service
1.1 • Support tenants to cope with welfare reform Housing 2016−17

changes by providing advice, information and Solutions
financial assistance whilst minimising the
impact on the wider community, council andpartner

services
1.2 • Respond to any actions arising from the Housing 2016−17

implementation of the Scotland Bill, which will Solutions
lead to a revised Social Security system in
Scotland;

• Contribute to the development of a Local
Support Services Framework to facilitate the
roll−out of Universal Credit;

• Monitor appropriate partnership referral
arrangements to ensure early identification of
tenants transferred to Universal Credit to
minimise need for Alternative Payment
Arrangements;

• Respond to developments arising from the roll
out of the Digital Inclusion North Lanarkshire
paper developed by the NLC Community
Learning and Development Partnership

1.3 • Implement and Monitor the revised Temporary Housing 2016−17
Accommodation Strategy 2015−2020; Solutions

• More effectively match households to
temporary and supported accommodation
spaces to minimise the impacts of benefit
restrictions on people affected by welfare
reform;

• Achieve optimum occupancy levels;
• Maximise incomes to ensure revenues

collected

Health & Wellbeing
Key Actions Responsible Timescales

Service
2.1 • Progress implementation of Housing for Older Housing 2016−17

People Strategy Solutions
2.2 • Complete the new build short−term residential Housing Property 2016−17facility

_in_Chryston
2.3 • Ensure necessary links to the new integrated Housing 2016−17

arrangements for Health and Social Care Solutions
2.4 • Review Allocations Policy targets in line with Housing 2016−17

the implementation of the Housing (Scotland) SolutionsAct
2014

2.5 • Implement the Youth Housing Strategy Housing 2016−17
elements of the Local Housing Strategy Solutions



2.6 • Implement requirements of the National Housing 2016−17
Housing Options Guidance Solutions

• Continue to review and develop the Housing
Options approach including continued
participation within the West of Scotland Hub
(WOSH)

• Finalise development and evaluate bids to
deliver the Housing Options Training Toolkit as
the national resource linked to the Guidance;

• Implement the recommended Performance
Monitoring Framework as developed andadopted

_by_the _WOSH.
2.7 • Finalise the Health and Homelessness Needs Housing 2016−17

Assessment produced jointly with Health & Solutions
Social Care, respond to recommendations and
assist in development of associated joint
Action Plans

• Implement the housing actions arising from the
report, which are already included within theLocal

_Housing _Strategy _(LHS)

Regeneration
Key Actions Responsible Timescales

Service
3.1 • Continue to develop and facilitate Housing Solutions! 2016−17

implementation of the Affordable Housing Housing Property
Supply Programme to increase the
provision of affordable housing to meet
Local Housing Strategy priorities:

o 16/17 Target —170 units (Housing
Association/ council)

o Review and develop new Strategic
Housing Investment Plan (2016/17 −
2020/21

3.2 • Continue to deliver affordable housing Housing Solutions 2016−17
through the implementation of the Council's
Affordable Housing Policy in the
Cumbernauld Housing Sub Market Area andmonitor

_impact _ofsame
3.3 • Progress and monitor implementation of the Housing Solutions 2016−17new

_Local _Housing _Strategy _(2016−2021)
3.4 • Review and update the current Housing Housing Property! 2016−17

Asset Management Plan 2013−14 − 2018/19 Housing Solutions
3.5 • Conduct tower condition surveys to assess Housing Property 2016−17

future investment needs! ongoing
sustainability

3.6 • Deliver a planned maintenance programme Housing Property 2016−17
of £16.5m to improve the council's housing
stock

3.7 • Deliver HRA Capital working programme of Housing Property 2016−17
£58.2m to improve the housing stock and
provide quality accommodation that meets

____
the _needs _of_our _tenants



3.8 • Continue to maintain council properties to Housing Property 2016−17
Scottish Housing Quality Standard and
continue to tackle abeyances/exemptions
where possible, incorporating Energy
Efficiency Standard for Social Housing
(EESSH)

3.9 • Continue to maximise energy efficiency Housing Property 2016−17
measures across North Lanarkshire by
utilising appropriate grant funding e.g. Home
Energy Efficiency Programme Scotland: Area
Based Schemes (HEEPS:ABS); EnergyCompany

_Obligation _(ECO)
3.10 • Consider options to meet EESSH for Housing Property 2016−17

Muirhouse towers, in line with available
funding

3.11 • Contribute to reducing fuel poverty in North Housing Property 2016−17
Lanarkshire via the ongoing work of the /Housing Solutions
Energy Team:

• Fuel Switching
• Energy Advice
o Income _Maximisation

3.12 • Continue to address serious disrepair in Housing Solutions 2016−17
private sector (including use of enforcement
powers and provision of grants) within budgetprovision

of £1.4m.
3.13 • Support delivery of £67million investment Housing Solutions 2016−17

programme to re−provision 12 multi storey
blocks of flats in Cumbernauld
Progress Compulsory Purchase Orders
(CPOs) for Berryhill Road, Hume Road,Burns

_Road _blocks _offlats
3.14 • Develop a strategy to reduce the number of Housing Solutions 2016−17

long term empty properties to help meet
housing need and improve amenity of
communities

• Continue to implement the Empty Homes
Purchase Scheme to help bring emptyhomes

_back _into _use
3.15 • Deliver Social Work capital programme to Housing Property 2016−17

support communities: Budget £1 .5m(including
_£200k_for _minor _works)

Community Safety
Key Actions Responsible Timescales

Service
4.1 • Review and update the council's Tower Housing Solutions 2016−17

Strategy
4.2 • Review impact of the implementation of the Housing Solutions 2016−17anti

_social _behaviour _service
4.3 • Implement actions/ recommendations from Housing Solutions 2016−17

the review of Estate Management service

_____
provision



Adult Protection
Key Actions Responsible Timescales

Service
5.1 • Continue to monitor and review Housing Housing Solutions 2016−17

Solutions Adult Protection Procedures inlight
_of_any _new _guidance _and _best _practice.

5.2 • Contribute to the implementation of the Housing Solutions 2016−17
Domestic Abuse Disclosure Scheme andmonitor

_any _actions _for _Housing _Solutions

Children and Young People
Key Actions Responsible Timescales

Service
6.1 • Continue to monitor and review Housing Housing Solutions 2016−17

Solutions Child Protection procedures in line
with Getting it Right for Every Child and the
Children _&_Young _People _Act _2015.

Lifelong Learning
Key Actions Responsible Timescales

Service
7.1 • Create individual development pathways for Housing Property 2016−17

each employee of North Lanarkshire
Industries_(NLI)

7.2 • Assist those in supported employment to Housing Property 2016−17
access available funding to maximise theirtraining

_opportunities _I_skills _enhancement
7.3 • Further develop NLI strategic partnership Housing Property 2016−17

working with other organisations to increase
development/ progression opportunities

Customer Focus
Key Actions Responsible Timescales

Service
8.1 • Progress and monitor implementation of the Housing 2016−17

new Tenant Participation Strategy Solutions
• Continue to progress programme of Tenant

Scrutiny, linked to delivery of Scottish Social
Housing Charter Outcomes, in partnership
with the North Lanarkshire Federation ofTenants

_and _Residents _Associations
8.2 • Continue to increase the level of customer Housing Property! 2016−17

self service engagement via: Housing
• Mobile technologies Solutions
• Use of social media

_____
o__ Self _service _technology



Greater Efficiency
Key Actions Responsible Timescales

Service
9.1 • Progress action plan to implement Scottish Housing 2016−17

Government's guidance on the Operation of Solutions
Local Authority Housing Revenue Accounts
(HRAs)_in_Scotland

9.2 • Procure a new supply chain that maximises Housing Property 2016−17
community benefits and delivers enhanced
value for money

9.3 • Progress implementation of Phase 2 of new Human 2016−17
corporate HR and payroll system Resources

Improved Performance
Key Actions Responsible Timescales

Service
10.1 • Continue to align performance management Housing 2016−17

with Scottish Housing Regulator (including Solutions
the Scottish Social Housing Charter), Local
Government Benchmarking Framework

_____
(LGBF)_ and _other _regulatory _frameworks



Section 3: Key Performance Indicators

CUSTOMER
Frequency Indicator 2014/15 2015/16 2016/17 Scottish Social

(A/Q) Result Result Target Housing Charter
Indicator (where
applicable)

Percentage of customers who are satisfied with the overall service

Overall service 84.16% 85% 85% Indicator 1

Quality of their home 79.99% 79% 80% Indicator 10

Management of the neighbourhood
79.27% 88% 85% Indicator 17they live in

Annual

Repairs service 92.24% 94.12% 90% Indicator 16

Standard of their home when moving in 84.27% 90% 90% Indicator 9
(Void House Letting)

Quality of temporary or emergency 87.87% 95% 85% Indicator 28
accommodation (Homeless)

Percentage of customers who are satisfied that we did what we said we would do

Repairs Service 89.51% 92.05% 90%

Annual

Void House Letting 82.10% 86.76% 90%

Percentage of customers who are satisfied with the time taken to speak to someone about their enquiry

Repairs Service 93.41% 94.23% 90%

Annual

Void House Letting 76.01% 74.91% 80%

Percentage of customers who are satisfied with the quality of information received

Repairs Service 90.48% 92.31% 90%

Annual

Void House Letting 88.85% 85.37% 90%



Frequency Indicator 2014/15 2015/16 2016/17 Scottish Social
(A/Q) Result Result Target Housing Charter

Indicator (where
applicable)

Percentage of customers satisfied with how well staff did their jobs

Repairs Service 92.24% 94.70% 90%

Annual

Void House Letting 89.60% 85.02% 90%

Tenancy Sustainment
% of new tenancies to tenants (all lets)

Annual which commenced during the previous
86.19% 86% 85%

Indicator 20
reporting year and sustained their tenancy
for more than a year

FINANCE
Frequency Indicator 2014/15 2015/16 2016/17 Scottish Social

(A/Q) Result Result Target Housing Charter
Indicator (where
applicable)

Gross rent arrears (all tenants) as at 31St
Annual March each year as a % of rent due for the 6.18% 5.86% 6% Indicator 31

reporting year

Quarterly % of rent due lost through properties being
0.76% 0.69% 0.8% Indicator 34and Annual empty during the last year

Rent collected as percentage of total rentAnnual 99.04% 99.5% 99% Indicator 30due in the reporting year

Current tenant arrears as a percentage ofAnnual 6.7% 5.95% 6.75%
net rent due

Quarterly Average length of time taken to re−let
27 days 24.6 days 27 days Indicator 35and Annual properties in the last year (days)

Annual Cost per property of housing management 253.42 241.60 259.40

Cost per property of responsive repairs andAnnual 781.64 758.52 760.66void works

Annual Cost per property of major works and
cyclical maintenance 1431.32 1482.97 1531.26



QUALITY
Frequency Indicator 2014/15 2015/16 2016/17 Scottish Social

Result Result Target Housing Charter(A/Q)

Indicator (where
applicable)

Annual
% of Antisocial behaviour cases resolved

96.38% 96.42% 95% Indicator 19within locally agreed targets.

Annual Average length of time taken to complete 4.87 5.25 5.0 Indicator 11
emergency repairs (hours) hours hours hours

Annual
% of reactive repairs carried out in the last

95.49% 96% 96% Indicator 13
year right first time.

100% 100%% of stock meeting the Scottish HousingAnnual
90.53% (excluding (excluding Indicator 7Quality Standard

abeyances) abeyances)
% of properties at or above the appropriate

100% 100%
Annual NHER or SAP ratings specified in element 35

94.92% (excluding (excluding Indicator 8of the Scottish Housing Quality Standard, as abeyances) abeyances)
at 31" March each year

Annual
% of properties which had a gas safety check

100% 100% 100% Indicator 15and record completed by anniversary
Average length of time taken to completeAnnual

8.71 days 7.62 days 8.5 days Indicator 12
non emergency repairs (days)


