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1. Purpose of report

1.1 The purpose of this report is to provide the Scrutiny Panel with a summary of the findings
and recommendations arising from the work of the sub group to review performance of
the service areas under the remit of the Assistant Chief Executive for Enterprise and
Housing Resources.

2. Background

2.1 Members will recall that since February 2015 the challenge and scrutiny process has
been undertaken through performance reviews using PerformNL, the council's
performance management software. This provides the Panel with real time information
covering the most up to date performance results available. The drill down functionality
within PerformNL enables more detailed information to be reviewed (than can ever be
fitted into a paper report), e.g. targets and thresholds, trends, transaction volumes,
comments, national comparisons, and links to supplementary information.

2.2 Following the Chief Executive's report to Policy and Resources Committee in December
2015 revising the organisational structure and outlining the priorities for the council for
the next five years, a revised programme of performance reviews for 2016/17 was
agreed at the Panel meeting in August 2016. This comprises a review of the service
areas within each of the three Assistant Chief Executive portfolios.

2.3 Given the volume of information to be reviewed in each of the three Assistant Chief
Executive portfolios, it was agreed that a short life sub group be established for each
review. This group will undertake a detailed assessment before feeding back a summary
of findings and recommendations to full Panel meetings.

3. Sub group reviews

3.1 The Convener and three Panel Members represented the Scrutiny Panel at the sub
group meetings noted below to review the service areas under the remit of the Assistant
Chief Executive for Enterprise and Housing Resources.

• 1 9th September − to review performance information for the Head of Housing Solutions
and Head of Business, Housing Property and Projects

• 21st September − to review performance information for the Head of Planning and
Regeneration

3.2 The review programme comprises five parts:

1. An overview of the service provided by the respective Head of Service, followed by
questions from Members. This outlines the main areas of work, resources, and
volume of business to enable the performance information to be considered in the



appropriate context.
2. An overlay of the performance information within the portfolio against the service

overview. This allows gaps to be identified and discussions on areas potentially
requiring further development.

3. A real time review of the latest performance results using PerformNL, this includes
a review of trends and national comparisons, where available, as well as an
assessment of targets and thresholds to ensure they are fit for purpose and remain
realistic but challenging. This is accompanied by questions from Members and further
discussions with the respective Head of Service to clarify points and/or provide
supplementary information.

4. Alignment with the council's five priorities. This discussion enables identification
of the key areas of work in the service which directly impact on the council's priorities.

5. Discussions among sub group members to reach conclusions and agreement of
recommendations to be taken forward and considered by the full Scrutiny Panel.

3.3 A summary of the performance information considered, and discussions held at each of
the sub group meetings to review the service areas within the remit of the Assistant Chief
Executive (Enterprise and Housing Resources) is attached in Appendix 1. This
information is displayed separately for each Head of Service area.

4. Sub group findings

4.1 Following each of the reviews, members of the sub groups agreed the following
recommendations for action. Recommendations relating to the portfolios for all three
Heads of Service are as follows:

4.1.1 Review the respective performance indicator suites to streamline the range of
indicators and ensure all remain fit for purpose, are outcome focussed, and
contribute to the delivery of the council's new priorities. In undertaking this work,
consideration should be made of suggestions from sub group members regarding
development of new measures of performance.

4.1.2 Ensure all targets are regularly reviewed and appropriately reflect historical trends
and future projections and that thresholds are of a level sufficient enough to ensure
early warning of areas of underperformance.

4.2 Recommendations specific to each Head of Service's portfolio are as follows:

Head of Housing Solutions and Head of Business, Housing Property and Projects
4.2.1 Ensure a consistent approach to estate management in all council areas that

provides an effective mechanism to identifying and dealing with issues to avoid
recurrence.

4.2.2 Provide an update to the Panel on the revised approach to customer feedback
which involves the settling in process for new tenants.

4.2.3 It was recognised that due to statutory and regulatory requirements the service
maintains a large volume of performance information. While it was noted that this
is required for the reasons stated and for operational management purposes, the
sub group recommend that, in line with the new business planning arrangements,
the service review the information reported to Members to ensure they are able to
have more appropriate oversight of service impact and outcomes.

Head of Planning and Regeneration
4.2.4 It was recognised that many of the indicators in the portfolio for the Head of

Planning and Regeneration are in line with statutory Scottish Government
requirements that focus on processes rather than quality or outcomes. In addition
it was noted that new measures would be created following completion of work to



realign the service in terms of developing more entrepreneurial approaches,
maximising opportunities to develop a skilled labour market, and shaping
outcomes to ensure North Lanarkshire is a place for business, investment, and
tourism growth. The sub group therefore recommend that the Head of Service
updates the Panel on the new measures and intended outcomes once this work is
complete.

5. Recommendations

5.1 It is recommended that the Scrutiny Panel:
(1) note the contents of this report and accompanying appendices,
(2) agree the recommendations noted in sections 4.1 and 4.2 above,
(3) agree that a further report be brought to a future meeting of the Panel to update on

progress of the recommendations noted above, and
(4) agree to continue to use real time performance information in the challenge and

scrutiny process.

Chief Executive

Local Government Access to Information Act: for further information about this report, please contact Linda
Johnston, Strategic Adviser, tel: 01698 302559.



Appendix I

Real time performance review
Head of Housing Solutions

1. Service overview
Housing Solutions has a dual role, one as a landlord through the provision of rented housing and the
other as a strategic housing authority. Both roles combine to give the council significant influence over
the housing system in North Lanarkshire, delivering services to a population of almost 328,000. As
the largest local authority landlord in Scotland, the service provides housing for around 37,000
tenants, around 24% of all the homes in the council area, the remaining tenure split is − private rented
sector 15,0000(10%), registered social landlords 9,000(6%), and owner occupiers 91,000(60%).

The service is responsible for developing and implementing the North Lanarkshire Local Housing
Strategy (LHS). Through the delivery of the LHS (2016−2021) the service agreed priorities are:
• Supply of good quality affordable housing across all tenures
• Regeneration and sustainability of place
• Homelessness is prevented and appropriate housing support provided
• Range of housing solutions in place and appropriate support to meet the needs of older

households and those with other specific needs
• Tackle fuel poverty and climate change target
• Improve stock conditions across all tenures

One of the biggest challenges is dealing with changing economic pressures and the potential impact
on people's lives and housing circumstances. North Lanarkshire will continue to grow in terms of
population and household numbers over the next 10−15 years, and this brings new challenges for the
range of housing and associated services required. Housing investment in homes and services is also
vital for the economic wellbeing of North Lanarkshire and supports employment across the private,
public and independent sectors.

The service significantly contributes to the corporate priority outcomes, some examples include:

Improved economic opportunities and outcomes
• NL Homes, the council's new build programme and other affordable housing investment priorities

directly provide opportunities for business and employment growth. We lever in additional
investment through our innovative empty homes purchase scheme whilst tackling the blight caused
by empty homes and we work with local developers to realise additional resources to provide
housing through our affordable housing policy.

• By preventing and alleviating homelessness, assisting households affected by debt/financial
insecurity and implementing our actions on energy efficiency and fuel poverty, we improve
outcomes for households who experience significant economic disadvantage.

• Targeting causes of anti−social behaviour in a co−ordinated manner with community safety partners
helps create safer neighbourhoods, reduces crime and directly impacts on the life chances of
residents experiencing economic disadvantages

Supporting all children to realise their full potential
• Ensuring children in North Lanarkshire live in a settled, warm, secure house is critical to their

educational attainment.
• Improving the quality of neighbourhoods and delivering high quality housing management services

which meets the needs of local communities, helps to improve the prospects of children and builds
confidence in children by giving them a pride in where they stay.

Improving the health, wellbeing and care of communities
• Access to a suitable home is a pre requisite of good health and wellbeing and a well housed

population is more likely to be active and contributing within their communities. We work closely
with our service users and partners in health and social care services to tackle deep rooted health,
social care and housing inequalities.



• Our sheltered housing support service provides a valuable resource for the wider community,
reducing social isolation, improving safety and security and providing a wide range of housing
support assistance to help people live independently in their communities. The service is
preventative by nature.

Improving relationships with communities and the third sector
• Community participation and engagement are core features of a number of our service objectives.

We listen and respond to customer feedback and continuously improve and develop services to meet
legal requirements, improve efficiency and maintain good local relationships.

• Our tenant participation activity empowers tenant and resident organisations to develop their capacity
and work with the service to help create strong, sustainable communities. We work with a range of
community based partners in the voluntary sector to ensure that our strategies and actions are
informed and co−produced.

Regulation
The service is regulated by the Scottish Housing Regulator via the Scottish Social Housing Charter
(SSHC). In addition, and in respect of particular aspects of our services, we are also inspected by:
• Care Inspectorate − housing support services, sheltered and homelessness
• Specific landlord responsibilities under gas safety (Gas Safety (Installation and Use) Regulations

Statutory requirements
The council has s statutory requirement to provide the following:
• Local Housing Strategy
• Tenant Participation Strategy
• Housing management services
• Homelessness and temporary accommodation services
• Housing support services for homeless households
• Prepare a strategy for dealing with anti−social behaviour
• Duty to assess and have in place a plan to meet the housing needs of older people (as part of the

LHS)
• Publish a Scheme of Assistance

Performance indicators
• The service has the second lowest average rent in Scotland.
• The service participates in financial benchmarking (Housemark Scotland) analysing the relationship

between cost and performance across the main Scottish Housing Regulator activities and
compares service costs with other organisations of similar size. NLC UK peer group consists of 13
councils with a housing stock ranging 7,000 to 60,000.

• In 2014/15 housing and supervision management costs per house in NLC (f518) were lowest of all
Scottish LAs and 29% below the national average. The direct cost per property was 28% below
the Housemark UK peer group average.

• NLC is the only LA in the peer group with less than 5 direct FTE employees per 1,000 properties.

In addition, sub group members received a pack of information containing:
• Local Housing Strategy 2016−21, summary
• Annual performance report, housing services, 2014−15
These documents are also available online at:
hftp://www.northlanarkshire.gov.uk/index.aspx?articl id=32465
http://www.northlanarkshire.gov.uk/index.aspx?articleid=20273
• Scottish Housing Regulator, landlord report for NLC 2015−16 − this is due to be reported to the

Housing and Social Work Services Committee in November 2016 (copy of the 2014/15 report in
pack for info).

2. Performance indicators
Performance indicators for Housing Solutions are listed below, although it should be noted some of
these indicators also reflect the work of the whole service overall (i.e. Housing Solutions and Housing
Property and Projects combined).

Financial and performance perspective
− Rent loss − % loss to voids



− Rent, current tenant arrears − £ arrears as % of net rent due
− Rent arrears, gross − arrears @ 31/03 each year as % of rent due for reporting year
− Rent collected − £ collected as % of total rent due in reporting year
− Housing management − cost per property

Customer perspective
− Anti−social behaviour − % cases resolved within locally agreed targets
− Tenant satisfaction − % satisfied with the management of the neighbourhood they live in
− Customer satisfaction, void house letting − % satisfied with overall service
− Customer satisfaction, void house letting − % satisfied that we did what we said we would do
− Customer satisfaction, void house letting − % satisfied with time taken to speak to someone about

their enquiry
− Customer satisfaction, void house letting − % satisfied with the quality of information received
− Customer satisfaction, void house letting − % satisfied with how well staff did their jobs
− Customer satisfaction − % satisfied with the overall service
− Customer satisfaction − % satisfied with the quality of their home
− Customer satisfaction − % satisfied with the standard of their home when moving in
− Customer satisfaction − % satisfied with the quality of temporary or emergency accommodation

Quality perspective
− New tenancies − % commenced during previous reporting year and sustained for more than a year
− Void re−lets − average number of days to re−let properties

3. Real time review of latest performance results
At the meeting of the sub group on 19th September 2016, representatives from the Panel considered
the information within the Housing Solutions dashboard on PerformNL. This provided the latest
annual P1 results for 2015/16, as well as quarterly results up to and including 1st quarter 2016/17.
Elaine McHugh, Head of Housing Solutions, and Des Murray, Assistant Chief Executive (Enterprise
and Housing Resources) attended the Panel sub group meeting to discuss in more detail the
performance results reviewed and to respond to any queries raised by Members. The following is a
summary of the information presented and discussions held.

Rent loss − % loss due to voids
Annual results for 2015/16 show 0.69% of rent due that was lost due to voids (properties remaining
empty). This continues a year on year downward trend and is better than the target of 0.8% and the
national average of 1.05%. A further review of the numerators/denominators shows that revenue lost
for the council due to voids continues to decrease year on year. It was also noted that figures for 01
2016/17 (0.68%) continue the positive trend.

Rent, current tenant arrears − £ arrears as % of net rent due
Annual results for 2015/16 show tenant's rent arrears to be 5.95% of the net rent due. This is an
improvement from 6.74% in 2014/15 and less than the target of 7%. It was noted that this indicator is
no longer collected nationally, but is retained by the service as it allows for trend comparisons over
many years. E McHugh advised that the decline in performance from 2012/13 to 2013/14 coincides
with the introduction of the bedroom tax in 2013/14, and this impact continued to be felt into 2014/15
and beyond, although results for 2015/16 had started to show signs of a change. It was noted that the
target had been decreased (from 7% in 2015/16 to 6.75% in 2016/17) to reflect this. E McHugh also
advised of the impact of universal credit on this indicator.

Rent arrears, gross − arrears (ã 31/03 each year as % of rent due for reporting year
Annual results for 2015/16 show tenant's rent arrears as at the year end to be 5.86% of the gross rent
due. This is an improvement from 6.18% in 2014/15 and less than the target of 6%. National
comparisons show the council's results are better than the average of 6.25%. E McHugh advised that
work throughout the year focusses on income maximisation, reviewing failed tenancies and ensuring
tenants have the ability to pay, and early intervention work, aimed at minimising debt and sustaining
tenancies − keeping people in their homes; this is reflected in the positive result at the year end.
Social media campaigns, such as Your Rent Matters, also help to engage with a wider audience.

Rent collected − £ collected as % of total rent due in reporting year
Annual results for 2015/16 show 99.5% of rent due in the year was collected. This is an improvement



from 99% in 2014115 and better than the national average of 99.4%. Figures show that actual rent not
collected has dropped from over L im in 2014/15 to just over £0.5m in 2015/16 through the income
maximisation and early intervention work referred to in the indicator above.

Housing management − cost per property
Housing management costs were noted to be £244.45 for 2015/16, a decrease from £246.84 in
2014/15 due primarily to reduced anti−social behaviour and resident involvement costs. Discussion
was held regarding the breakdown of costs per locality which D Murray advised were not available due
to differing working arrangements in housing property (which is not structured around localities)
compared to housing solutions (who work closely with the six locality teams in social work). D Murray
advised that further refinement in this respect would arise through restructure proposals currently
being developed. Discussions were held regarding national comparisons and E McHugh referred to
housing and supervision management costs per house which are available through Housemark UK;
this shows council costs in 2014/15 (f518) were the lowest of all Scottish local authorities and 29%
below the national average.

Anti−social behaviour − % cases resolved within locally agreed targets
Annual results for 2015/16 show 96.1% of complaints regarding anti−social behaviour were resolved
within locally agreed targets (3,937 out of 4,096 cases). This is similar to 2014/15 results which shows
96.4% (4,204 out of 4,362 cases) resolved on target but was noted to be higher than the national
average of 85.8%. E McHugh advised that this indicator reflects the impact of the 24/7 anti−social
behaviour service implemented fully from 1st April 2014 and measures cases resolved within the 6
weeks target; targets are the same in all localities. E McHugh also advised that a categorisation
framework is in place which enables complaints to be allocated appropriately and dealt with according
to the nature/severity of each case. Where criminal activity is suspected, or taking place, Police
Scotland are involved in the process.

Tenant satisfaction − % satisfied with the management of the neighbourhood they live in
Annual results for 2015/16 show 88.3% of tenants are satisfied with the management of the
neighbourhood they live in. It was noted that previously this indicator has been informed by a survey
of tenants which generated 3,956 returns. E McHugh advised that a new process for 2015/16,
involving 400 face to face interviews, had generated positive returns. Discussion was held regarding
the appropriateness of this indicator given that neighbourhood issues are not necessarily always
housing related, and in fact many relate to issues involving other council services, such as grass
cutting, bins, fly tipping, etc. E McHugh advised Members of work regarding chairpersons meetings
and tenant led walkabouts which had recently been reviewed and that meetings with tenants/residents
organisations had to be with groups that were registered. However, concern was expressed by
Members that this is a subjective measure and it's not clear how effectively this indicator enables the
service to identify, and deal with, specific estate management issues to ensure they are resolved and
do not recur.

Customer satisfaction, void house letting − % satisfied with overall service
Customer satisfaction, void house letting − % satisfied that we did what we said we would do
Customer satisfaction, void house letting − % satisfied with time taken to speak to someone
about their enquiry
Customer satisfaction, void house letting − % satisfied with the quality of information received
Customer satisfaction, void house letting − % satisfied with how well staff did their lobs
The suite of customer satisfaction measures in terms of void house letting were reviewed together.
Concern was expressed by Members that annual results for 2015/16 in all five indicators was below
target and in three indicators (time to speak to someone re enquiry, quality of information received,
and how well staff did their jobs) results were lower than the previous year. E McHugh advised that
the number of responses from new tenants remains low and an analysis of negative comments
received had been carried out, but no specific trends had arisen. D Murray advised that historically
void property turnaround times were high at approx. 65 days, this has decreased significantly in recent
years and policy changes have resulted in many enhancements to empty properties before a new
tenant takes up residence, e.g. painting work. Des advised that the annual results do not reflect the
latest position which includes a new approach involving visits to new tenants 4 weeks after taking up
residence. Notwithstanding this, Members considered further information was required in order to be
able to fully understand the impact of the work undertaken in this respect.



Customer satisfaction − % satisfied with the overall service
Customer satisfaction − % satisfied with the standard of their home when moving in
Customer satisfaction − % satisfied with the quality of their home
Customer satisfaction − % satisfied with the quality of temporary or emergency accommodation
This suite of customer satisfaction measures form part of the return to the ARC and as such enable
performance to be compared nationally. For each of the four indicators noted above, the council's
performance was noted to be − 85.3% (national average 82.2%), 90.6% (national average 87.6%),
79.3% (national average 81.7%), and 96% (national average 90.3%) respectively. No areas of
concern were identified by the sub group.

New tenancies − % commenced during previous reporting year and sustained for more than a
year
Annual results for 2015/16 show 86% of new tenancies sustained for more than a year (2,474 out of
2,878); performance is similar to 2014/15 when 86.2% of tenancies were sustained for more than a
year (3,022 out of 3,506). A national comparison shows performance similar to the council (88.5%).
No areas of concern were identified by the sub group.

Void re−lets − average number of days to re−let properties
Annual results for 2015/16 show the average number of days to re−let properties has decreased to
24.8 days from 27 days in 2014/15. This continues a year on year downward trend and is better than
the national average of 41.5 days. A review of QI 2016/17 results shows performance continues to
improve with an average of 22.5 days being taken to re−let properties. It was noted that this has had a
positive impact on the amount of rent collected as houses are empty for less time and there is more
rent due to be paid. The decrease in the target (from 29 in 2015/16 to 27 in 2016/17), to reflect the
continued improvement in performance, was noted. No areas of concern were identified by the sub
group.

Real time performance review
Head of Business, Housing Property and Projects

1. Service overview
Housing Property and Projects are responsible for the council's repairs and maintenance service,
including the management of the linked strategic partnership vehicles and non−linked contractor
supply chain. This includes specific responsibilities in relation to cyclical works, void management,
gas safety/servicing, electrical testing and asbestos management.

The service also delivers the councils capital housing investment programmes and major social work
capital programmes.

In relation to repairs, all works are given a timed priority:
• Emergency works (danger to life, security or property) − three hours to attend and remove danger.
• Right to Repair (a Government scheme for Scottish secure tenants and short Scottish secure

tenants to have small urgent repairs carried out by their landlord within a given timescale).
• Urgent works (covers all non−emergency urgent routine type works) − three working days to

complete repair.
• Routine works (covers all non−emergency repair works) − 20 working days to complete repair.
• Repairs to empty/void houses (to bring the property up to a set standard) − 3 or 10 days working

days depending on property condition.

2. Performance indicators
Performance indicators for Housing Property and Projects are listed below, although it should be
noted some of these indicators also reflect the work of the whole service overall (i.e. Housing
Solutions and Housing Property and Projects combined).

Financial and performance perspective
− Responsive repairs and void works − cost per property



− Major works and cyclical maintenance − cost per property
Customer perspective
− Customer satisfaction, repairs − % satisfied with the overall service
− Customer satisfaction, repairs − % satisfied that we did what we said we would do
− Customer satisfaction, repairs − % satisfied with the time taken to speak to someone about their

enquiry
− Customer satisfaction, repairs − % satisfied with the quality of information received
− Customer satisfaction, repairs − % satisfied with how well staff did their jobs

Quality perspective
− Scottish Housing Quality Standard − % council dwellings meeting SHQS
− Scottish Housing Quality Standard − % council dwellings that are energy efficient
− Gas safety − % properties which had a gas safety check and record completed by anniversary
− Repairs − average time (days) to complete non−emergency repairs
− Repairs − average time (hours) to complete emergency repairs
− Repairs − % of reactive repairs carried out in the last year right first time

3. Real time review of latest performance results
At the meeting of the sub group on 1910 September 2016, representatives from the Panel considered
the information within the Housing Property and Projects dashboard on PerformNL. This provided the
latest annual P1 results for 2015/16, as well as quarterly results up to and including 1st quarter
2016/17. Des Murray, Assistant Chief Executive (Enterprise and Housing Resources), and Elaine
McHugh, Head of Housing Solutions attended the Panel sub group meeting to discuss in more detail
the performance results reviewed and to respond to any queries raised by Members. The following is
a summary of the information presented and discussions held.

Responsive repairs and void works − cost per property
Responsive repairs and void work costs were noted to be £782.03 for 2015/16, a slight increase from
£780.06 in 2014/15. D Murray advised that costs reflected the investment in the repairs service and
void works in line with policy decisions (e.g. painting works) and that the council's costs were
considerably lower than national and peer group averages. E McHugh advised that as part of the joint
working improvement plan with the council's partnering contractor, a new strategy for planned
maintenance was being developed to reduce the level of response repairs and related expenditure. In
addition, a new investment programme would be modelled to help enhance SHQS and EESSH
requirements through planned maintenance frameworks.

Major works and cyclical maintenance − cost per property
Major works and cyclical maintenance costs were noted to be £1,530.82 for 2015116, an increase from
£1,429.04 in 2014/15. D Murray advised that figures for 2015/16 reflected higher levels of growth
approved as part of 2015/16 revenue budget setting to fund increased capital expenditure on the empty
house purchase scheme and HRA capital programme.

Customer satisfaction, repairs − % satisfied with the overall service
Customer satisfaction, repairs − % satisfied that we did what we said we would do
Customer satisfaction, repairs − % satisfied with the time taken to speak to someone about
their enquiry
Customer satisfaction, repairs − % satisfied with the quality of information received
Customer satisfaction, repairs − % satisfied with how well staff did their lobs
The suite of customer satisfaction measures in terms of repairs were reviewed together. In all
instances performance was noted to be higher than the target of 90% and within acceptable
thresholds. D Murray advised that these results could generally be attributed to the ongoing
development of the service's cloud based integrated contractor repairs management and monitoring
system, supported by an enhanced audit regime and the continual development of networked and
agile frontline teams. Customer satisfaction levels were considered in line with the volume of repairs
that are carried out, i.e. around 160,000 each year; no areas of concern were identified by the sub
group.

Scottish Housing Quality Standard − % council dwellings meeting SHQS
Performance in 2015/16 shows 92% of council dwellings meeting the SHQS, an improvement from
90.5% in 2014/15. D Murray advised it should be noted however that the calculation for this indicator



means that exemptions are included in the figures, but out of almost 37,000 properties in NL, 4,000 of
these are in towers which are exempt from the standard. This means in reality that by 31/03/16, 100%
of council dwellings (that are required to) met the SHQS. It was noted that the target will continue to
be 100% as this is a statutory requirement.

Scottish Housing Quality Standard − % council dwellings that are energy efficient
This indicator is a national measure of energy efficiency and performance was noted to be 97.9% in
2015/16 compared to a national average of 96.2%. D Murray advised that the caveat regarding
exemptions noted in the indicator above applies to this indicator as well and that actual performance
was 100%. D Murray also advised Members of the pilot underway in terms of improving energy
efficiency of social housing in Scotland in line with the Energy Efficiency Standard for Social Housing
(EESSH), and advised that the council had played an active role in terms of shaping the standards to
ensure a minimum set of criteria. D Murray advised this relates to funding via Scotland's Energy
Efficiency Programme (SEEP), which invites local authorities and their partners to submit proposals
for the piloting of new approaches (for delivery by 31 December 2017) of energy efficiency measures
in both domestic and non−domestic buildings.

Gas safety − % properties which had a gas safety check and record completed by anniversary
100% of the properties in North Lanarkshire, which are required to, have the appropriate gas safety
check and completed record. The service continues to target 100% each year as this is a legislative
requirement under landlord responsibilities contained in the Gas Safety (Installation and Use)
Regulations. E McHugh advised that the Scottish Housing Regulator had reviewed this work in North
Lanarkshire earlier in the year.

Repairs − average time (days) to complete non−emergency repairs
Annual results for 2015/16 show an average of 7.6 days to complete 80,228 non−emergency housing
repairs. This is an improvement from 8.7 days in 2014/15 for 80,423 repairs and quicker than the
national average of 9.4 days. D Murray advised Members of the benefits gained by the repairs service
through the use of mobile technology to schedule repairs and ensure customers are advised of
appointment times at the time of reporting their repair.

Repairs − average time (hours) to complete emergency repairs
Annual results for 2015/16 show an average of 5.3 days to complete 61,710 emergency housing
repairs. This is slightly longer than 4.9 days in 2014/15 for 63,801 repairs, but quicker than the
national average of 6 days. D Murray updated Members on the national right to repair scheme which
requires a repair within 24 hours by law, or a fine is incurred. This can have an impact on the average
time taken for emergency repairs; therefore the service has to balance this with the quality of the
service (i.e. repairs carried out right first time) which is reflected in the indicator below.
Notwithstanding this, D Murray advised that further work was underway regarding the overall
inspection process to improve co−ordination of emergency calls and multi−trade appointments.

Repairs − % of reactive repairs carried out in the last year right first time
Annual results for 2015/16 show 96.2% of reactive repairs carried out in the last year were right the
first time (this is 78,036 out of 81,132) and is an improvement from 95.5% (77,372 out of 81,030)
repairs in 2014/15. Council performance compares favourably to the national position which shows an
average of 88.7% repairs right first time. Discussions involved the role of inspections in the overall
repairs process. E McHugh advised that any repair works that had failed the post inspection process
were considered not to have been completed right the first time.

Combined discussions in relation to Housing Solutions and Housing Property and Projects included
suggestions from sub group members regarding development of new or amended performance
measures, or for the inclusion of more relevant information. This included:
− Measures that ensure effective identification and resolution of estate management and tenant

issues.
− Further information on the new approach to customer engagement in terms of the voids process.
− Measures that enable Members to assess impact and outcomes, as opposed to management

information.



Real time performance review
Head of Planning and Regeneration

1. Service overview
Planning and Regeneration are responsible for the following areas of service:

Strategic planning is currently delivered through two functions; local development planning and
monitoring and enforcement. Our central role in local development planning is to provide effective
development plans that deliver land use planning policy which promotes sustainable development
and the regeneration of our communities. Our monitoring and enforcement team focuses on the
collection and monitoring of information required to support development plans and on the
monitoring of development to ensure compliance with planning legislation. The team is also
responsible for all enforcement action against unauthorised works.
Funding and development team supports the implementation and delivery of physical
regeneration projects and helps to protect our built heritage, while leading the co−ordination of
external funding bids.
Development management services are currently delivered through two teams; local
developments and major developments. Our major development team handles larger proposals,
and works jointly with building standards to deliver an integrated service. In development
management, we consider whether or not development is appropriate. We appraise planning
applications against the policies in the Development Plan and other material considerations, and so
matters such as the suitability of the location, the design of any buildings, the impact on
neighbouring properties and the wider area, and any comments from the public are taken into
account in deciding whether to grant or refuse planning permission.
Building standards. The principal aim of this service is to secure the health, safety, welfare and
convenience of persons in or about buildings, and of others who may be affected by buildings or
matters connected with buildings; further the conservation of fuel and power; and further the
achievement of sustainable development. It is our role to protect the public by independently
checking building work through the application of the Building (Scotland) Regulations 2004 − from
design through construction to completion − to make sure homes, offices and public buildings meet
all relevant building regulations.
Business development team is responsible for providing a lead role in terms of business change,
upgrade and development including eplanning and ebuildingstandards, IT systems, core
infrastructure projects, hardware I software procurement and maintenance, data management and
information assurance and providing technical and administrative support for planning and building
standards and administrative support for regeneration and preparation and management of our
planning performance framework and balanced scorecard.
The economic development service provides a range of business support and employability
services designed to support local economic growth. To achieve this, the service works with key
internal and external partners and contractors to deliver a range of products and services many of
which are supported through funding from the European Social Fund and the European Regional
Development Fund. The service delivers against the priorities identified within North Lanarkshire's
Economic and Regeneration Strategy − Our Plan for Growth for 2014−17. The priorities are;
supporting businesses, developing our infrastructure and attracting investment, increasing
employment and improving the skills of our workforce; and regenerating our town centres and
communities.
City Deal. The Glasgow City Region City Deal is an initiative which empowers the Glasgow City
Region to deliver a tailored infrastructure programme of work to accelerate economic growth and
new job creation. The City Deal team is a multi−disciplinary team designed to deliver the three
infrastructure projects for which North Lanarkshire is responsible. These three core projects are:
A8/M8 Corridor Access Improvements; GartcoshlGlenboig CGA; and Pan Lanarkshire Orbital
Transport Corridor.

In addition, sub group members received a pack of information containing:
• Planning Performance Framework 2015−16
• Building Standards Verification Service, Balanced Scorecard 2016−17
These documents are also available online at:



httpi//www.northIanarkshire.gov.uk/CHttpHandler.ashx?id=1 8929&p=0
http://www. northlanarkshire.gov. uklCHttpHandler.ashx?id=1 3826&p=O

2. Performance indicators
Performance indicators for Planning and Regeneration are listed below.

Financial and performance perspective
− Capital programme − % spent against target spend for programme

Customer perspective
− Customer satisfaction − % satisfied with the overall service
− Customer satisfaction − % satisfied that we did what we said we would do
− Customer satisfaction − % satisfied with the time taken to speak to someone about their enquiry
− Customer satisfaction − % satisfied with the quality of information received
− Customer satisfaction − % satisfied with how well staff did their jobs
− Development plans − % population covered by local plans adopted I finalised within last 5 years
− Businesses, new − number supported by NLC
− Businesses, existing − number supported by NLC

Quality perspective
− Local planning developments − average time (weeks) to deal with applications
− Major planning developments − average time (weeks) to deal with applications
− First reports, building warrant applications − % issued within 20 days
− Building warrants − release of building warrants within 6 days
− Completion certificates − % requests responded to within 6 working days

3. Real time review of latest performance results
At the meeting of the sub group on 21s' September 2016, representatives from the Panel considered
the information within the Planning and Regeneration dashboard on PerformNL. This provided the
latest annual Pt results for 2015/16, as well as quarterly results up to and including 1st quarter
2016/17. Shirley Linton, Head of Planning and Regeneration, and Des Murray, Assistant Chief
Executive (Enterprise and Housing Resources) attended the Panel sub group meeting to discuss in
more detail the performance results reviewed and to respond to any queries raised by Members. The
following is a summary of the information presented and discussions held.

Capital programme − % spent against target spend for programme
Performance for 2015/16 of 63.6% was noted to be below target of 100% and the previous year
(90.6%). S Linton advised that this indicator measures the town centre programme and performance
for the year reflects an underspend in Coatbridge, Cumbernauld, Motherwell and Wishaw town
centres, in particular due to play services projects within the Local Development Programme, Colzium
Clock Theatre project, and the Vacant and Derelict Land fund programme due to site delays caused
by ground conditions affecting various projects. Discussions were held regarding the combination of
factors and complexities of these (such as allocation dates for funding, and the requirements to have
all aspects of a project in place − legal aspects, resources, procurement, construction − before funding
is received) which impact on this indicator. It was noted that performance is monitored monthly with
six monthly reports to committee, although the indicator only reflects an annual position. In light of
this, discussion was also held regarding the suitability of this as an indicator of performance if it always
comes with a qualification.

Customer satisfaction − % satisfied with the overall service
Customer satisfaction − % satisfied that we did what we said we would do
Customer satisfaction − % satisfied with the time taken to speak to someone about their
enquiry
Customer satisfaction − % satisfied with the quality of information received
Customer satisfaction − % satisfied with how well staff did their jobs
S Linton advised that these indicators considered customer feedback in terms of planning applications
and building warrants and that the council's building standards service has held Customer Service
Excellence accreditation for 10 years. A range of engagement strategies are in place to gain
feedback, including face to face communication, letters sent with consent forms, follow up phone calls,
focus groups and stand point machines at venues. Performance in these indicators was noted to be



generally positive, although the indicator measuring satisfaction with time to speak to someone
regarding an enquiry was noted to be below target. S Linton advised that staff resources had had an
impact on enquiry processes and the service had streamlined their approach in order to improve the
service, actions include standardising handling of householder pre−application enquiries and restricting
advice to major developments only and increasing opportunities for the public to engage online, e.g.
through online self−serve information, more clearer web information, and letters with web signposting.
It was noted though that these indicators were part of a service wide suite used by the former
Regeneration and Environmental Services, and that work was underway to review the approach and
develop more appropriate measures moving forward.

Businesses, new − number supported by NLC
The number of new business start−ups for 2015/16 (504) was noted to be less than the target (600)
and the previous year (607). It was noted that this is a pattern similar across other local authority
business gateway areas due to the impact of technical issues and delays at a national enquiry service
level where referrals were not automated as usual. In addition, this trend follows the national picture
which aligns with an increase in the number of people in employment, thus less people looking to start
up their own businesses. While Qi 2016117 start ups (129) remain below target (150), figures are
higher than the same quarter last year (118) and the national start up campaign has performed well
with the business gateway contractor scoping out additional local marketing; it is anticipated this will
be reflected in future 2016/17 figures. Discussion was held regarding the targets which S Linton
advised are set in line with the national contract and partly attributable to the Scottish Government. It
was noted that the target does comprise elements which are outwith the control of the council (e.g. the
national enquiry service), although locally determined projects are built in.

Businesses, existing − number supported by NLC
While the annual 2015/16 figure (963) was noted to be less than target (1,000) and the previous year
(1,183), performance in Q1 2016/17 has exceeded expectations, reaching 421 (compared to a target
of 250 for the quarter). S Linton advised that this is partly due to a more robust reporting system and
the inclusion of an additional programme managed by the council's employer engagement team,
(Scotland's Employer Recruitment Incentive) funded through Skills Development Scotland.

The following indicators were noted to belong to a statutory suite required by the Scottish
Government.

Development plans − % population covered by local plans adopted I finalised within last 5 years
Performance in this indicator was noted to have remained consistently at 100%. S Linton advised that
the NL Local Plan is the document which is used to guide development and inform decisions, and is
planning policy for the council. The policies and guidance within, and that evolve from, the plan
contribute to the delivery of high quality development on the ground. As such, this is a statutory
measure of performance required by the Scottish Government and it was considered that it's the
impact of the plan on local developments which provides more meaningful information than the
indicator itself.

Local planning developments − average time (weeks) to deal with applications
Annual results for 2015/16 show an average of 9.6 weeks being taken to deal with 858 local planning
developments. This is an improvement on the target of 10 weeks and last year's performance of 11.6
weeks. Previous year's timescales have been impacted by several long standing legacy cases. It
was noted that performance continues to improve in Q1 2016/17 with the average time taken
improving to 9 weeks. Discussions were held regarding planning fees which the council can attract
which it was established are set in legislation; S Linton advised that the Scottish Government are
currently undergoing a review of fees.

Maior planning developments − average time (weeks) to deal with applications
Annual results for 2015/16 show an average of 24.3 weeks being taken to deal with 19 major planning
developments. This is an improvement on the target of 30 weeks and last year's performance of 46.2
weeks. These efficiencies were gained through creation of a dedicated team to deal with major
applications, aligned to a relatively small number of applications in the year (19 in 2015/16 compared
to 26 in 2014/15). It was noted that performance continues to improve in 01 2016/17 with the average
time taken improving to 17.2 weeks for 4 applications. Discussion was held regarding the range of
processes involved in major developments, such as the requirement for a 12 weeks consultation



period, which includes for example a statutory notice in the paper, consultation with community by
developers, and public meetings, etc, and also a complex scheme of delegation in terms of approving
applications. S Linton advised major developments can also be quite complex, for example in the
case of wind farms, as they can involve a large volume of objections.

Discussions were held regarding national comparisons which D Murray advised show the council to be
mid table for local developments but 1.4 weeks quicker than the national average for major
developments. Discussions also focused on the measurement of the indicators which, because they
only measure time taken, don't demonstrate the quality of the service being provided or the impact on
the local economy in terms of employment and business opportunities, for example.

First reports, building warrant applications − % issued within 20 days
Annual results for 2015/16 show performance to be 97.4%, an improvement from 87.8% in 2014/15,
performance in Q1 2016/17 (95.8%) remains within the target and agreed thresholds (100% less 10%
threshold). No areas of concern were identified by the sub group.

Building warrants − release of building warrants within 6 days
Annual results for 2015/16 show performance to be 97.6%, similar to last year (97.7%) and higher
than the target (97%). It was noted that this target had been stretched in 2015/16 (to 97% from 95%
in the previous year). General discussion was held regarding the assessment process undertaken
when a building warrant application is received; S Linton advised that work is underway to move this
to an electronic system which will reduce the volume of paperwork, although it was noted that building
standards certificates must be issued in writing and can't be done electronically (like planning
applications can). No areas of concern were identified by the sub group.

Completion certificates − % requests responded to within 6 working days
Annual results for 2015/16 show performance to be 93.9%, an improvement from 91.8% last year. Qi
2016/17 figures (91.2%) were noted to have fallen due to the seasonal nature of construction works
which results in an increase in onsite inspections which in turn impacts upon performance. No areas
of concern were identified by the sub group.

Discussions included suggestions from sub group members regarding development of new or
amended performance measures, or for the inclusion of more relevant information. This included:
− A more realistic measure to assess progress against the capital programme
− Measuring the impact of the development plan on local developments
− A measure of the sustainability of business start ups
− The impact of local/major developments on economic growth
− Funding to support economic opportunities and outcomes


