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1. Background 
 
1.1 The LGBF is a high-level benchmarking tool designed to support senior management 

teams and elected members to ask questions about key council services.  
 

Executive Summary 
 
This report presents members with the current performance information provided by the 
Local Government Benchmark Framework (LGBF) relating to headline indicators.  
 
It provides background on the LGBF and outlines the details of the main performance 
indicators and analysis work currently being undertaken by Housing Solutions in 
conjunction with the Business Development and Support team. 
 

 
 

Recommendations  

 
It is recommended that the Audit and Scrutiny Panel: 
 

(1) Considers the content of this report 
(2) Note the significant resource and service changes since 2010-11 
(3) Note trends across both peer group and national averages 
(4) Note that improvement actions are still being implemented to improve the current 

performance levels 
(5) Consider that a visit be arranged to  Cumbernauld Housing Office and First Stop 

Shop 
 

 

The Plan for North Lanarkshire 

Priority  Improve the health and wellbeing of our communities 

Ambition statement (12) Ensure our residents are able to achieve, maintain, and recover 
their independence through appropriate supports at home and in 
their communities 



1.2  It reflects a commitment to develop better measurement and comparable data as a 
catalyst for improving services, targeting resources to areas of greatest impact and 
enhancing public accountability. 

1.3 The LGBF helps council’s compare their performance against a suite of efficiency, 
output and outcome indicators that cover all areas of local government activity.  For 
Housing Solutions the main indicators are: 

 

 Gross rent arrears of rent due 

 Rent lost due to properties being empty 
 
1.4 It is worth noting that Housing (including Housing Solutions and Housing Property 

and Projects) will report on 45 main indicators for 2019/20 as part of an annual 

submission to the Scottish Housing Regulator (SHR).  The SHR and the Scottish 

Social Housing Charter (SSHC) were introduced by the Housing (Scotland) Act 2010, 

which required Ministers to set standards and outcomes that social landlords should 

be achieving for tenants and Service Users through their housing activities.   

1.5 The SHR requires social landlords to collect and provide key information on their 
performance in achieving the SSHC outcomes and standards in an Annual Return 
on the Charter (ARC). 

 
1.6 Of the indicators chosen for review, appendix 1 provides the Housing Solutions 

indicator definitions as defined by the Improvement Service, included in Section 2.3 
of this report.  Appendix 2 provides an overview of current and trend performance 
since the indicators were first reported, details of which are outlined in this report. 

 

 
2. Report 
 
2.1       Scale and depth of housing service 
 
2.1.1 Housing stock  

North Lanarkshire Council is the largest local authority landlord in Scotland with a 
stock of over 36,500 homes.  Due to the abolition of Right to Buy in August 2016, our 
new build programme, and properties being brought back into social rented use 
primarily through the Open Market / Empty Homes Purchase Schemes, our housing 
stock will continue to increase in 2019/20. 
 
Future year’s stock levels will vary due to our Tower Strategy where properties 
vacated by tenants are decommissioned and deleted from stock. The cleared sites 
will subsequently be utilised to build new modern energy efficient properties. 

2.1.2 Ambition plan  

The Plan for North Lanarkshire sets the direction for the council and partners.  Its 
purpose is to communicate the shared priorities and provide a focus for activities and 
resources.  The Ambition Plan for North Lanarkshire is a high level strategic 
document that outlines a long-term vision for North Lanarkshire to be the place to 
Live, Learn, Work, Invest and Visit.  
 
The Plan for North Lanarkshire integrates the previous council Business Plan and 
ambition reports, and the North Lanarkshire Partnership (NLP) Local Outcomes 
Improvement Plan (LOIP). 
 



To deliver the shared ambition of inclusive growth and prosperity, The Plan 
comprises five complementary priorities which are to: 
 

 Improve economic opportunities and outcomes 

 Support all children and young people to realise their full potential 

 Improve the health and wellbeing of our communities 

 Enhance participation, capacity, and empowerment across our communities 

 Improve North Lanarkshire's resource base 

 

 

2.1.3 New build homes “Homes for the Future”  

The New Supply team is remitted with the delivery of the council’s new supply 
programme for affordable housing. This includes new build housing, purchasing off-
the-shelf from private developers and also buying back suitable properties through a 
dedicated Open Market Purchase Scheme. The new supply programme is supported 
by prudential borrowing, Scottish Government grant funding and affordable housing 
policy developer contributions. To date, the New Supply team has provided 772 new 
build homes and brought a further 347 homes back into use as affordable housing 
through open market purchases.  
 

2.1.4 Facts and Figures 

 

 The housing service manages over 36,500 homes 

 4 housing localities serve the 8 North Lanarkshire towns 

 1,278 medical adaptations completed in 2018/19 

 11,700 applicants on the housing waiting list as at 31 December 2019 

 Approximately 2800 properties re-let annually 

 12000 Tenants in arrears 

 91% of tenants satisfied with overall service provided 

 92.5% of tenants who feel we are good at keeping them informed about their 
services and decisions 

 92.5% of tenants satisfied with the opportunities given to them to participate 
in the decision making process 

 

2.2       Housing Solutions 
 

Housing Solutions fulfil the council’s ambition by improving the health and wellbeing 
of our communities and enhancing participation, capacity and empowerment across 
our communities. An outline of how the service is making progress to achieving the 
ambition is demonstrated in Sections 2.2.1 to 2.2.3 and how this is delivered through 
their performance and service improvement targets in section 2.3 and 2.4. 
 

2.2.1 Housing localities 
A new housing management structure was approved at committee in February 2019, 

reducing the traditional six housing offices to four housing localities, based on the 8 

town centres across North Lanarkshire. Each locality covers two North Lanarkshire 

town centres, ensuring the identity of each town is preserved, and aligning Housing 

Solutions to the Town Centre Regeneration plan.  

 Airdrie & Cumbernauld 

 Kilsyth & Coatbridge 

 Motherwell & Bellshill 



 Wishaw & Shotts 

Within each locality, functional teams provide services for housing allocations, estate 

management, housing support, older persons housing, antisocial and homelessness. 

The management of rent arrears is a centralised service. 

 Workflow: 

 2,892 lets made in 2018/19 

 141 of the above lets made to older person housing 

 5164 cases of antisocial behaviour received in 2018/19 

 1,376 people provided with housing support in 2018/19 

 257 successions to tenancy were approved in 2018/19 

 137 mutual exchanges took place in 2018/19 

Our in-house Tenant Participation team have officers based within localities to 

support staff and to provide a local service to tenants and residents to encourage 

participation. 

2.2.2 Adaptations  

 

Adaptations make an important contribution to supporting older people and disabled 

people to live safely, comfortably and independently at home.  

Examples of housing adaptations include: 

 replacing a bath with a level access shower 

 improving access to the home by widening doors or constructing a ramp 

 fitting lower work surfaces to make the kitchen easier to use 

These alterations are preventative measures. They help to reduce the number of 

emergency hospital admissions through falls and other accidents, and also reduce 

the need for home care or long-term admission to a care home. 

 

Last year 1,278 medical adaptations were fitted in our tenant’s homes after an 

assessment completed by an occupational therapist. 

 

A range of assistive technology is also available to tenants to help them stay in their 

homes longer. The assistive technology range provided includes falls sensors, bed 

monitors, fire safety sensors and GPS locators. 

 

An innovative project within Allershaw Tower, Wishaw showcases how technology 

can promote safety, well-being and independence within the home.  Available by 

appointment, demonstrations on how smart technology can be used to control small 

household appliances such as kettles, lamps and televisions as well as how we can 

use technology to alert people if help is needed within the home and to provide 

reassurance to carers. 

 

Improvement work in progress: 

 

 Improved technology in older people’s housing to support older people with 

more complex needs 



 Implemented dementia friendly design in council sheltered housing 

complexes 

 Changing alarm systems from analogue to digital 2018-2025 

 

2.2.3 Waiting lists  

 

North Lanarkshire uses a common housing register (CHR) to maintain the waiting 

lists for social rented housing in the area. This was developed in partnership with the 

registered social landlords (RSL’s) [housing associations and co-operatives] who 

have houses to let in North Lanarkshire. There are currently nine partner landlords 

operating within the CHR. Applicants only need to complete one application form to 

apply for housing from any of the main partner landlords.  

As well as the main partner landlords there are a number of other RSL’s who have 

housing stock in the North Lanarkshire area, with whom we have arrangements in 

place which enables us to nominate an applicant from our waiting list to some of the 

vacancies that these landlords may have. 

Anyone over the age of 16 has a right to apply for housing and to have their housing 

needs properly assessed. It is important to note that not everyone who applies for 

housing will get an offer, this is because there are more people applying for housing 

than the number of homes that become available. 

Every applicant will be offered a Housing Options Interview within three months of 

applying for housing. 

We have an Allocation Policy which sets out how we match the people who may 

apply for our homes with the homes that become available to let.  We operate a 

housing needs based policy that meets current legal requirements and uses a groups 

plus points system. 

We place applicants into one of the following groups and assess their needs via the 

points based system: 

 Transfer (existing tenants with an assessed need to move) 

 Aspirational transfer (existing tenants who have no need to move but may 

want to move to a different house type or area) 

 Homeless (applicants assessed as Statutory Homeless) 

 General (anyone else not in above groups) 

Targets have been set for each group in each locality. These have been designed to 
make sure that everyone gets fair access to housing that has different levels of 
demand and availability.  

 

 

2.3 Performance and Service Improvements 

 
2.3.1 In terms of the LGBF indicators defined within Appendix 1, and full year on year 

analysis provided in appendix 2; an update on performance to date is provided 
below.  It should be noted that the family group relates to the Improvement Service 
groupings and not the Scottish Housing Regulator Peer Group averages.  2018/19 
has been estimated as the updated Improvement Service report will not be available 
until spring 2020. 

 

https://www.northlanarkshire.gov.uk/CHttpHandler.ashx?id=5266&p=0


2.3.2 Gross rent arrears of rent due 
Gross rent arrears as at end of financial year 2018/19 was 8.3%, a 48.4% increase 
since 2013/14 (5.6%). 
 
The 2018/19 Scottish average was 6.9% and the family group average was 7.4% in 
2018/19.   

 
The reporting of this indicator within the technical guidance outlined by the SHR, 
does not reflect the true position of any housing providers overall arrears position.  
The policy followed on write off, by any individual provider can impact dramatically on 
the overall position. The Gross Indicator includes current and former tenant arrears. 
 
The single biggest factor impacting on the arrears levels has been the 
implementation of Welfare Reform relating to Universal Credit. 
 
The initial roll out of Universal Credit (UC) cases commenced within North 
Lanarkshire during 2015/16.  The numbers have dramatically increased during 
2018/19 due to the commencement of Full Service roll out.  At 31st March 2018, there 
had been 959 current tenancies in receipt of UC with housing costs being paid 
directly to the tenant.  This has increased to 5,313 cases by 31st March 2019, an 
increase of over 550% from 2019.  Of these cases, 80% are currently in arrears with 
outstanding balances collectively of just over £3M which equates to 53% of overall 
arrears outstanding. As these numbers being migrated continue to increase, this will 
continue to have major implications on this area of business regarding the way which 
we will have to manage future rent collection and formulate our arrears policies and 
procedures. There are currently 12000 tenants in arrears. 
 
To mitigate these changes the Rent Arrears team has been re-structured in the last 
year with the appointment of a new Senior Manager, 6 additional Income Maximisers 
and 6 additional Clerical Support staff. There has been a full internal review of all 
current procedures that will be fully implemented during February 2020 and the team 
are working closely with Digital NL and PWC to identify areas of RPA (Robotic 
Process Automation) to allow staff to be able to focus on more persistent and higher 
level arrears cases. In addition a report on implementing a Universal Credit 
Assistance fund to financially assist affected tenants was approved by the 
Communities and Housing committee in November 2019 and the recommendations 
have since been implemented. 

 
Currently there is no payment of Universal Credit for a calendar month following the 
date of claim (called the assessment period) plus an additional waiting period of one 
week after this. This causes a ‘technical arrear’ to occur and rent account will remain 
consistently in arrears while the UC claim continues. In some cases, for tenants who 
previously received Housing Benefit, this is the first time that they have been in rent 
arrears which is difficult for them to understand. To help mitigate this technical arrear 
for our tenants a Universal Credit Fund has been set up – this will mean that tenants 
affected by this ‘technical arrear’ will be entitled to receive a credit of 5 weeks rent 
paid directly to their rent account.  The average current arrears value for non UC 
arrears is £479, the average arrears for UC tenants is £729. 
 

2.3.3 Rent lost due to properties being empty 
Rent lost due to properties being empty, for year to date at December 2019, is 
currently 0.57% in comparison with the 2018/19 SHR return of 0.65%.  The 2010/11 
return of 1.01% to 0.65% in 2018/19 has shown a 35.6% improvement in the rent 
loss incurred by properties being empty over the 9 years this has been reported on. 

 



The 2018/19 average across Scottish Local Authorities was 0.88%, and family group 
of 0.94% in 2018/19.  North Lanarkshire is in joint 4th position out of the 32 Local 
Authorities.  
 
There has been a steady improvement year on year in days to let and rent loss. 
Processes and analysis continue to be reviewed to ensure void turnaround times are 
efficient and that outcomes meet the expectations and aspirations of our service 
users. The long term reduction in timescales combined with the higher standards and 
improvements implemented on decoration through our enhanced letting standard has 
contributed to both quicker re-lets and higher customer satisfaction in the quality of 
the home. 
 
Satisfaction with standard of home when moving in has significantly increased from 
2013/14 of 67.57% to 91.1% in 2018/19. 2019/20 year to date as at December is 
currently 93.7%.  

2.4     Wider Service Improvements 
2.4.1 In our most recent large scale survey of tenants in 2018, satisfaction levels amongst 

tenants who feel that the rent for their property represents good value for money was 
85.5%. 
 

2.4.2 There are currently 192 different rates being charged across our 36,500 homes. At 
the moment, rent is calculated using a number of factors including; property size, 
property type and windows and heating in a home  

 
2.4.3 In June 2018 a rent restructure consultation was carried out, the positive outcome of 

which was reported to the Communities and Housing committee in November 2019 
with proposals to simplify and standardise the rent structure. 
 

2.4.4 The consultation response rate was 6.2% of total tenants, which compares 
favourably to previous consultation exercises. The results were overwhelmingly 
positive:  

 97% agreeing that the rent system should be fairer and easier to understand.  

 85% agreeing that property size and type should be main factors when setting 
rent levels.  

 85% agreeing that the proposed rent levels are fair.  

 90% agreeing to phase in over 7 years with a maximum restructure increase of 
£3.50 per week in any given year to minimise the impact on individual tenants.  

 
2.4.5 The new rent model achieves all the key principles approved by committee: 

 It is based on property type and size only 

 Tenants will pay the same rent for the same house type and size regardless of 
geographical location 

 Tenants have agreed that the new approach is fair and it will be consistently 
applied  

 Following full implementation of the new structure, the HRA will generate 
sufficient income to support service provision.  

 It mitigates against the impact of welfare reform with new rental values within the 
Local Housing Allowance (LHA) caps and at significantly less risk of moving 
above capped levels. In addition, with the reduction in rent for smaller properties 
it means that the rent structure will mitigate against the impact of welfare reform 
on single people under the age of 35.  

 



2.5 Next steps 
 
2.5.1 All targets are on track for improvement for reporting in 2019/20 and no 

recommendation is made for a special meeting of the Audit and Scrutiny Panel to 
discuss any further aspects in relation to Housing Solutions and consideration that a 
visit be arranged to Cumbernauld Housing Office and First Stop Shop. 

 

 
3. Equality and Diversity 
 
3.1 Fairer Scotland Duty 
 

There are no unfair aspects contained within this report. 
    
3.2 Equality Impact Assessment  
 
 There are no adverse impacts on equality or diversity contained within this report.  
 

 
 
4. Implications 
 
4.1 Financial Impact 
 
 No financial impacts identified, information relates to current budgets. 
   
4.2 HR/Policy/Legislative Impact 
 
 No HR/ Policy/ Legislative impacts identified. 
   
4.3 Environmental Impact 
 
 There are no environmental impacts. 
  
4.4 Risk Impact  
 
 There are no risk impacts identified.  
 

 
5. Measures of success 
 
5.1 Maintain or improve on a similar level of performance based on peer group and national 

averages.  
 

 
6. Supporting documents 
 
6.1 Appendix 1 Housing Metadata Definitions 2019/20 
 Appendix 2 Indicator Glossary 

 
Stephen Llewellyn 
Head of Housing Solutions 



Appendix 1 Housing - Metadata definitions (source: Improvement Service) 

--------------------------------------------------------- 
 
Rent - arrears @ 31st March each year as a % of total rent due for the reporting year 
The successful collection of council tenants’ rent indicates an effective service.  
 
Gross arrears relates to the (nearest £) of current and former tenant rent arrears as at 31st 
March each year (year-end) prior to any arrears write-off.  
 
Total rent due is the value (to the nearest £) of the total annual charges levied by the landlord 
in respect of rent and service charges for dwellings. This is made up of the rent debits raised 
(including service charges) on all dwellings for the year. 
 

--------------------------------------------------------- 
 
Rent lost - % of rent due in the year that was lost due to properties being empty 
A cost to the council is the amount of rent due that is lost due to voids, i.e. properties being 
empty.  Some council properties remain empty for longer meaning that rent is lost; this could 
be due to the appeal of a particular property, or the condition, type, and location of the property, 
or the level of demand for council housing in an area.   
 
This indicator reveals the level of rent loss due to houses remaining empty when they are 
available for letting.  It also shows the efficiency with which the council undertakes the process 
of managing changes in tenancy (particularly, the time taken to identify new tenants, and the 
time taken to identify and carry out any repairs necessary before a new tenant can move in). 
 
This does not include lock-ups and garages, properties that are empty subject to an insurance 
claim being raised because of fire or flood damage, or properties that are empty awaiting or 
undergoing major repairs/structural work (e.g. modernisation) during which period it would be 
unsafe for them to be occupied. 
  

--------------------------------------------------------- 
 
 
 
 
  



 
Appendix 2 

Indicator 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19 % change from 
2013/14 to 2018/19 

Dec 2020 YTD 

Rent - arrears as at 31st  March each year as 
a percentage of total rent due for the 
reporting year 

5.6% 6.2% 5.9% 6.2% 6.9% 8.3% +48.4% 
n/a 

Gross rent arrears as at year end £5,846,461 £6,540,264 £6,360,474 £6,906,616 £7,876,118 £9,909,920 +69.5% n/a 

Rent due in year £104,445,837 £105,746,838 £108,453,876 £111,372,189 £113,819,191 £119,280,804 +14.2% n/a 

Family group average 5.1% 5.6% 6.1% 6.2% 6.6% 7.4% +44.3% n/a 

Scotland average 5.6% 6.0% 6.3% 6.5% 6.8% 6.9% +23.2% n/a 

NLC ranking (out of 32) 12 14 10 12 13 18  n/a 

*n/a Calculated at year end only 
NB 2013/14 to 2017/18 data from the Improvement Service, 2018/19 from Business 
Development and Support 

 
What the data shows for North Lanarkshire: 
 Latest figures for NL (8.3%), above the family group average (7.4%) and the national 

average (6.9%). 
 Rent arrears in NL shows a +48.4% increase over the period from 2013/14 to 

2019/20, over double the national average increase. 
 Family group and national averages also show an increase over the same period, 

+44.3% and +23.2% respectively, with the increase nationally higher than in NL. 
 

The national context: 
 As reported in the Improvement Service’s national overview report, welfare reform and 

Universal Credit roll out may create further pressure on the trend. Where evidence is 
available from Universal Credit pilot councils, there was a significant increase in rent 
arrears following the introduction of Universal Credit full service. Beyond the 
immediate impact on some individuals and families, an increase in arrears will result 
in the loss of rental income for councils.  Performance in this area varied in 2018/19 
from 2.37% to 11.38% 

 
The North Lanarkshire context provided by the service:  
 With a stock of 36,557 properties at the end of 2018/19, the council is the largest 

Landlord in the local area.  A report on the impact of Universal Credit to date on 
tenants, the housing revenues collected through rents, and the ongoing actions being 
taken to mitigate was presented to the Enterprise and Housing Committee in 
September 2018. 

 

 

 

5.60%
6.20%

5.90%
6.20%

6.90%

8.31%

0%

1%

2%

3%

4%

5%

6%

7%

8%

9%

2013/14 2014/15 2015/16 2016/17 2017/18 2018/18

Rent - arrears as at 31st March each year as a percentage of total 
rent due for the reporting year

North Lanarkshire Family Scotland



 

Improvements identified by the service: The creation of a Universal Credit Fund to 
mitigate ‘technical arrears’.  Employment of locality based Income Maximisers who work 
on prevention and early intervention. 

 
 

Indicator 2010/11 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19 
% change from 

2010/11 to 
2018/19 

2019/20 YTD Dec 

Rent lost - % of rent due in the 
year that was lost due to 
properties being empty 

1.01% 0.88% 0.89% 0.89% 0.76% 0.69% 0.68% 0.70% 0.65% -35.6% 0.58% 

Family group average 1.62% 1.61% 1.49% 1.33% 1.17% 1.22% 1.14% 0.97% 0.94% -42.0% N/a 

Scotland average 1.30% 1.30% 1.20% 1.29% 1.16% 1.05% 0.93% 0.89% 0.88% -32.3% N/a 

NLC ranking (out of 32) 13 11 9 10 9 9 8 7 4  

 
NB 2010/11 to 2017/18 data from the Improvement Service, 2018/19 and YTD from 
Business Development and Support. 
 
What the data shows for North Lanarkshire: 
 Latest figures for NL (0.65%) are better than the family group average (0.94%) and the 

national average (0.88%). 
 Rent lost in NL shows a -35.6% improvement over the period from 2010/11 to 2018/19. 
 Family group and national averages also show an improvement over the same period,          

-42% and -32.3% respectively, with the decrease nationally on par with NL. 
 

The national context: 
 Figures vary across authorities, from 0.36% to 2.11%.  
 
The North Lanarkshire context provided by the service:  
 Total rent due in 2018/19 was £118M, with 0.65% (£769,555) of this lost due to voids.  Due 

to the council operating a Void+ standard, satisfaction levels have remained high at 92%, 
whilst rent lost due to voids has stayed stable. 
 

Improvements identified by the service: 

 Continue to review end to end processes, audit reviews to continue to reduce turnaround 
times.  

 Ensuring all applicants on the housing waiting list receive a full housing options interview. 
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