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(1) To discharge the social work functions of the Council in terms of relevant legislation, 
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consistent with approved Council objectives. 
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Introduction
North Lanarkshire’s mission is to put ‘service and people 
first’ to maximise the benefits of North Lanarkshire’s location 
creating prosperity, achieving social justice and meeting local 
needs by providing best value quality services.

The social work service works with 
people who may be disadvantaged 
by age, disability, poverty, ill-
health, discrimination, social 
circumstances or a combination of 
these factors.  

Everyone has different needs, 
circumstances and dreams that 
are unique to them.  We assist 
people to achieve their potential 
by working with them, the people 
who are important to them and in 
partnership with other agencies so 
that people can be:

• Included - enabled to be 
included in their own 
communities.

• Safe - protected from harm, 
including harming themselves  
or others.

• Healthy - supported to enjoy 
good physical health and  
mental wellbeing.

Social work services in North 
Lanarkshire have three key 
objectives:

• that more people are enabled 
to remain at home, as an 
alternative to institutional care;

• that people receive improved 
outcomes through faster access 
to support and services; and

• that people receive improved 
outcomes through better quality 
of support and services.

We provide services to the principle 
of ‘best value’, meaning that we 
provide the best services we are 
able to in line with the amount of 
resources we have available. To 
make sure we are achieving ‘best 
value’, we want to know what you 
think about our services.
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When you contact us
When you contact any of our 
offices, we aim to ensure that:

• Staff are attentive and helpful.

• Staff are punctual, reliable 
and polite.

• You are treated fairly and 
sensitively.

• In our buildings, staff will wear 
name badges and you will be 
given the name of the person 
dealing with your enquiry.

• In our buildings, you are able to 
discuss your enquiry in private 
wherever possible.

• When visiting you at home, 
staff will show their North 
Lanarkshire Council Housing and 
Social Work identification cards.

• We will use plain language, 
avoiding the use of technical 
terms and abbreviations.

• You will receive information 
about our services and whether 
we can help you.

• We will provide information so 
that it is easy to understand.

• You will be given a clear 
explanation of decisions that 
affect you.

• We will process your enquiry 
efficiently.

If you telephone our offices, we 
aim to ensure that:

• Our telephone switchboards are 
open from 8.45am to 4.45pm 
Mondays to Thursdays and from 
8.45am to 4.15pm on Fridays.

• We will answer all incoming 
telephone calls within eight 
rings.

• We will deal with callers 
promptly and politely.

• You are given the name of 
the person dealing with your 
enquiry.

If you call personally at our 
offices, we aim to ensure that:

• Our offices are open from 
8.45am to 4.45pm Mondays to 
Thursdays and from 8.45am to 
4.15pm on Fridays.

• Entrances and reception areas 
are clearly marked.

• Entrances are accessible by 
everyone and reception areas 
are welcoming, clean and tidy.

• Reception areas are accessible 
and open, although privacy is 
available.

• Waiting areas are comfortable.

• You are seen promptly at 
reception areas.
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• You are seen at your 
prearranged appointment time, 
or given an explanation for any 
delay.

• Information is clearly displayed 
and easy to read.

If you write to us:

• We will provide you with a full 
response within 14 days.

• Where this is not possible, we 
will write to you within 14 days 
and inform you of the steps we 
are taking to provide you with a 
more detailed response.

How you can help us to get 
it right

We are committed to developing 
and improving our services by 
listening to and, whenever possible, 
acting on your views. Everyone 
receiving a service will be given 
written information that explains 
what we can do as well as reviewing 
the services we provide. The types 
of information available include:

• Integrated children’s service plan.

• Joint priorities for 
community care.

• Lanarkshire Community Justice 
Authority Area Plan.

• Self evaluation and inspection 
reports.

• Information on various aspects 
of our services, for example, 
charging policies.

• How to become a foster carer or 
shared carer.

• Children and families services.

• Community care services.

• Justice services.

All of our documents can be made 
available in other languages and 
formats (including audio and 
Braille) on request.
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Children and families 
services
We provide or purchase a wide 
range of services to support 
children, young people and their 
families and carers. Services 
include guidance and support 
to children and young people 
affected by disability, child 
protection, family support and care 
and accommodation for those who 
are unable to remain at home.

The children’s carers centre in 
Airdrie has two meeting and 
training rooms, a crèche, a 
resource room with access to PCs, 
kitchen area, and provides regular 
drop-in support sessions for carers 
and adoptive parents. These 
sessions provide direct support and 
advice for carers and health related 
sessions as well as development 
opportunities. 

We have a range of statutory 
duties to children or young 
people who are ‘looked after’, 
which are detailed in section 17 
of the Children (Scotland) Act 
1995, including the requirement 
to “safeguard and promote the 
child or young person’s welfare, 
taking the welfare of the child or 
young person as their paramount 
concern”.

What standards you can 
expect from us:

We will:

• Provide information on services 
that are available at the start of 
our contact with you.

• Acknowledge requests for 
assessment within seven days 
and complete the assessment 
within 28 days.

• In more complex situations, we 
may require more time. If this 
happens, you will be told how 
long the assessment will take.

• Provide you with details of your 
assessment and care plan.

• Provide a carer with a copy of 
their assessment.

• Review your plan and support 
arrangements at regular 
intervals.

• At regular intervals, review all 
of our work with those who use 
our services.

Where your needs have been 
assessed as high priority (see page 
14) we aim to start services within 
seven days of your assessment 
being completed. If there is a 
difficulty with resources, we will 
tell you about this and how long it 
will take to provide them.
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Justice services

Justice services provide a range 
of services to courts, prisons and 
the community. We supervise 
offenders (subject to statutory 
orders) in order to promote 
community safety. We also 
have a responsibility to address 
issues concerning the victims of 
crime. The aim of our work is to 
reduce offending, by tackling the 
offending behaviour of individuals 
directly and by helping to resolve 
difficulties which contribute to 
offending behaviour.

What standards you can 
expect from us:

We will:

• Give you detailed information on 
the services provided for you.

• Contact you to begin the 
preparation of a criminal justice 
social work report for court 
within seven days of your initial 
court appearance.

• Discuss the action plan with you 
before your court appearance. 
(If, in a criminal justice 
social work report, we have 
recommended to court that we 
should remain involved.)

• See each person placed on a 
community payback order by 
the courts within 48 hours of the 
order being made.

• Start your throughcare services 
as soon as you are sentenced.

• Start work with you as soon 
as a community payback order 
is made.

• Assess and offer you an arranged 
work placement within seven 
days of a community payback 
order being made.

• At regular intervals, review all 
of our work with those who use 
our services.
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Advice services

We have a commitment to social 
inclusion (making sure that 
everyone is fully involved in 
the community) and one of our 
priorities is reducing poverty.  
Our benefits services are provided 
to make sure that all service users 
receive the benefits to which they 
are entitled. This is called income 
maximisation.

When you contact any section of 
social work, whether or not you 
are currently receiving benefits, 
please ask for a benefit entitlement 
check, to make sure that you and 
your family are not losing money to 
which you may be entitled.

What standards you can 
expect from us:

We will:

• Give you the opportunity to 
maximise your income through a 
welfare benefits check.

• Work with all service users to 
try to maximise the income they 
receive.

• At regular intervals, review all 
of our work with those who use 
our services and all service users’ 
benefits entitlement.

• Representation (when 
appropriate) at social security 
appeal tribunals. 

We can also provide access to 
a range of advice services and 
provide information, including:

• Debt counselling, including 
referrals (when appropriate) 
to the trading standards debt 
counsellors.

• Advice on money management.
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Self-directed support

Self-directed support is a Scottish 
Government policy to increase 
people’s choice and control over 
any support they may require.  It 
involves a guided self assessment 
that is used to inform people’s 
needs and the possible financial 
resources available to achieve 
mutually agreed outcomes. 

Those eligible (see page 14) may 
choose to take the money in 
the form of a direct payment or 
ask that the social work service 
provides or secures support on 
their behalf.  A member of social 
work staff will be happy to provide 
further information and contact 
details are at the end of this 
publication.

People who may require simple 
items of equipment can go on line 
and complete a self assessment at 
http://www.northlanarkshire.gov.
uk/makinglifeeasier

Community care services
We provide or purchase a wide 
range of community care services 
which allow people to continue 
living in their own homes or 
support them in a homely 
environment. Our home support 
includes the reablement service, 
which means providing short term 
support designed to support a 
person to be as independent as 
possible. Our other services include 
home support, supported living, 
occupational therapy, providing 
equipment and adaptations 
to homes, meals on wheels, 
community alarms, respite, day 
services, care homes and addiction 
services. 

Your needs may be met in different 
ways – by providing a social work 
service; by social work buying 
support for you from another 
agency; or by providing you with a 
direct payment to buy support  or 
employ your own staff - depending 
on your circumstances.

We also provide assistive 
technology - this is a range of 
electronic equipment that can 
alert services when someone 
is experiencing problems in 
their everyday life and may 
have difficulty calling for help 
themselves.
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Community care services are 
provided for:

• Older people.

• People with learning disabilities.

• People with mental health 
problems.

• People with physical disabilities.

• People with sensory 
impairments.

• People who misuse drugs 
or alcohol.

• People who have a long-term 
condition (including HIV/AIDS) 
which has a substantial impact 
on an individual’s abilities to 
carry out tasks of daily living.
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Carers

A carer is a person of any age 
who looks after family members, 
partners or friends in need of help 
because they are ill, frail or have 
a disability and need support to 
live independently. The care they 
provide is unpaid. We consider 
carers to be key partners and aim 
to support them so that they can 
continue to provide this care. 
Carers who provide regular and 
substantial support are entitled 
to an independent assessment 
of their own support needs. 
Work is currently underway in 
collaboration with carers and 
carer organisations to improve the 
means by which carers are linked 
up to appropriate support, such as:

• Opportunities for breaks from 
caring.

• Adjustments to the services 
provided to the person being 
cared for.

• Provision of information and 
access to training opportunities.

• Referral to the carer support 
worker based in their locality or 
other providers of information 
and support.

What standards you can 
expect from us:

We will:

• Recognise and value you as a 
key partner in the provision of 
unpaid care.

• Ensure that you are advised of 
your rights as an unpaid carer.

• Consult with you and aim to 
involve you in developing a 
personal support plan for the 
person/s you care for.

• Ensure that you are provided 
with information and signposted 
to appropriate support.

• Ensure that you are aware 
of training opportunities to 
support your caring role.

• Work with you to produce a plan 
that supports your caring role.
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Referrals and assessments

When we receive a referral, we 
need to decide what priority it is. If 
an urgent response is required, we 
may provide or arrange support 
immediately. This arrangement will 
be temporary until the assessment 
has been carried out.

The assessment is how we will 
engage and communicate 
with someone to identify their 
strengths, needs, risks and 
expectations, to determine how 
we might be able to assist in 
meeting their desired outcomes. 
We will gather information about 
them, their family or carer and 
their circumstances including any 
religious or cultural considerations. 

We will ensure that we gain 
appropriate consent for sharing 
information. Sources of information 
can be wide ranging including the 
person being assessed, their family 
or carer and other agencies. 

Priorities for services

After your needs have been 
assessed, we then have to decide 
what needs we can meet. There 
are many more needs than the 
resources available to meet those 
needs. As a result, we have to 
decide which needs should receive 
the greatest priority. We do this by 
assessing the risk if needs are not 
met in four categories:

• Critical (Priority 1).

• Significant (Priority 2).

• Moderate (Priority 3).

• Low (Priority 4).

These categories refer to needs and 
not people. Not all of a person’s 
needs will fall into the same 
category (some needs may be a 
higher priority than others). If your 
needs fall into Priority 1 or 2, you 
will be eligible for support. We 
will meet Priority 3 needs where 
resources allow. Priority 4 needs 
will not be met but we will provide 
advice to see if they can be met in 
other ways.
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Critical (Priority 1): Critical risk 
where serious harm or loss of life 
may occur

• There is an immediate risk to the 
person’s survival.

• Serious abuse to self or others 
has occurred, or is suspected 
to the extent that protection 
measures are required.

• There are extensive and constant 
care and support needs on an 
ongoing or time limited basis 
that, if not met, present an 
immediate risk to the person or 
others.

• The carer relationship(s) has 
collapsed and there is a need for 
immediate care and support.

Significant (Priority 2): 
Significant risk where harm may 
occur now or in the near future

• Abuse to self or others has 
occurred or is at risk of 
occurring.

• There are extensive care and 
support needs on an ongoing or 
time limited basis.

• Absence or inadequacy of care 
and support is causing the 
person significant distress and 
their health to deteriorate.

• The carer relationship(s) is at risk 
of collapse and the person needs 
care and support.

Moderate (Priority 3): Moderate 
risk where harm may occur if 
action is not taken in the longer 
term

• There are some care and/
or support needs that will, if 
not met, impair the person’s 
longer term capacity to 
regain, maintain or sustain 
their independence or living 
arrangements.

• The person can make their needs 
known and ask for appropriate 
assistance when needed.

• The carer relationship(s) is 
strained and unlikely to be 
sustainable in the longer term.

Low (Priority 4): Low risk where 
a person may be disadvantaged, 
or their quality of life reduced, if 
needs are not met

• There are some care and/or 
support needs but the person 
can maintain their independence 
or living arrangements if these 
are not met, or can make other 
arrangements to have them met.

• The person can make their needs 
known and ask for/arrange 
appropriate assistance.

• The person has a support 
network.

• The needs are such that they can 
be met by provision other than 
social care services.
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How you can comment on 
our services

We will make every effort to ensure 
that the support we provide meets 
your assessed priority needs. We 
appreciate all comments on our 
services, good and bad. If there 
are problems, we can often resolve 
them quickly. You can ask to speak 
to a senior member of staff at the 
time you are experiencing any 
difficulty.

If you wish to make a 
complaint about our 
services:
Anyone who has had an 
assessment or receives a service 
from social work, or a person 
acting on their behalf can make a 
complaint.

Social work complaints are handled 
in line with North Lanarkshire 
Council’s corporate ‘You say, we 
listen - complaints, comments and 
compliments’ system. 

There are various ways in which 
you can make a complaint, see 
the ‘You say, we listen complaints, 
comments and compliments’ form 
for more details. You can access 
an electronic complaints form 
through our website.

What standards you can 
expect in relation to 
complaints include:
• We will acknowledge all 

complaints in five days and send 
you a response or an interim 
letter within 14 days. 

• If you are dissatisfied with the 
response to your complaint, you 
may ask for a review or appeal.

• If your complaint relates to a 
service that is registered by 
Social Care and Social Work 
Improvement Scotland (SCSWIS), 
you have the option of bringing 
the matter to their attention. You 
can contact them at:

Social Care and Social Work
Improvement Scotland 
(SCSWIS) enquiries:

Princes Gate, Castle Street,
Hamilton, ML3 6BU
Tel: 0845 600 9527
Website: www.scswis.com
Email: enquiries@scswis.com
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How you can influence our 
services

• By completing the ‘You say, 
we listen - complaints, 
comments and compliments’ 
leaflet, which is available in all  
of our buildings.

• By contributing to reviews of 
plans to develop our services.

• By taking part in reviewing the 
plans and arrangements we 
have agreed with you.

• By joining an organisation 
representing the views of service 
users or carers.

Occasionally, different sections of 
our service will seek your views 
on how well we are meeting your 
needs. This may take the form of 
a survey or questionnaire, or an 
invitation to attend a meeting 
to discuss our services and our 
performance.

Data protection

Any information that we hold 
about you will be processed 
(gathered, stored and then 
destroyed) under the terms of 
the Data Protection Act 1998, 
which also gives you a general 
right of access to your personal 
information. This information may 
be held on a computer or in paper 
records. 

If you want to know whether we 
hold information about you and if 
so what, you will need to contact 
us in writing. This is known as 
a ‘subject access request’. For 
more information on making a 
request, please contact your local 
social work office to request the 
leaflet ‘accessing your personal 
information’.
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Where to contact us

For further information, or to ask 
for an assessment, please contact 
your nearest social work locality 
office:

Airdrie Social Work Locality
Coats House, Gartlea Road, 
Airdrie ML6 9JA
Tel: 01236 757000
Fax: 01236 755297
Email: AirdRecServices@northlan.gov.uk

Bellshill Social Work Locality
303 Main Street, 
Bellshill ML4 1AW
Tel: 01698 346666
Fax: 01698 748686
Email: BellRecServices@northlan.gov.uk

Coatbridge Social Work Locality
122 Bank Street, 
Coatbridge, ML5 1ET
Tel: 01236 622100
Fax: 01236 440662
Email: CoatRecServices@northlan.gov.uk

Cumbernauld Social Work Locality
Bron Chambers, Bron Way,
North Carbrain Road, 
Cumbernauld G67 1DZ
Tel: 01236 638700
Fax: 01698 403080 
Email: CumbRecServices@northlan.gov.uk

Motherwell Social Work Locality
Scott House 73/77, 
Merry Street, 
Motherwell ML1 1JE
Tel: 01698 332100
Fax: 01698 332165
Email: MothRecServices@northlan.gov.uk

Shotts Social Work Locality
169 Station Road, Shotts ML7 4BQ
Tel: 01501 824700
Fax: 01501 824711
Email: ShottsRecServices@northlan.gov.uk

Wishaw Social Work Locality
King’s Building, King Street,
Wishaw ML2 8BS
Tel: 01698 348200
Fax: 01698 348269
Email: WishRecServices@northlan.gov.uk

Social Work Headquarters
73/77 Merry Street, 
Motherwell ML1 1JE
Tel: 01698 332000
Fax: 01698 332097
Email: socialwork@northlan.gov.uk

Monklands Hospital
Monkscourt Avenue
Airdrie ML6 0JS
Tel: 01236 748748

Wishaw General Hospital
50 Netherton Street
Wishaw ML2 0DP
Tel: 01698 361100

Social Work Emergency Service
Merrystone Care Base,
10 Blairhill Street
Coatbridge ML5 1PG
Tel: 0800 121 4114
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North Lanarkshire Council
Housing and Social Work Services
Scott House
73-77 Merry Street
Motherwell ML1 1JE

www.northlanarkshire.gov.uk
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This information can be made available 
in a range of languages and formats, 
including large print, braille, audio, 
electronic and accessible formats.
 
Please contact:
Senior Officer, Quality Assurance
on 01698 332062


