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The inspection of North Lanarkshire Council took place in May and June 2005. Our
purpose in inspection is to provide an independent external assessment of the
effectiveness of housing and homelessness service delivery and make
recommendations to help improvement. Inspections are conducted within a
published framework of Performance Standards. We awarded the following grades:
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Inspection findings

North Lanarkshire Council is located south east of Glasgow. It is the largest local
authority landlord in Scotland providing housing for around 40,000 tenants, 34.8% of
all the homes in the Council area. The Council has 19,714 applicants on its housing
list and receives around 2,000 new applications each year. In 2004/05 it also
received 4,005 applications for assistance under the homelessness legislation. In
that year it allocated 3,645 houses, 37% of which were to homeless applicants. The
Council carries out over 150,000 response repairs a year to its houses and in
2004/05 spent just under £39,000,000 on planned improvements. Most response
repairs are delivered through three innovative partnership based contracts with the
private sector.

The Council has 70 elected members and is run by a Labour administration.
Services are managed through seven service committees. The housing service
forms part of the Housing and Property Services Department. Services are delivered
through 10 First Stop Shops and 8 Neighbourhood Offices, all of which are in
accessible locations within the communities they serve.

The Council has made good progress in implementing its first tenant participation
strategy. It has put in place local tenant participation action plans and undertaken a
number of other initiatives that are having a positive impact on the involvement of
tenants in service development. However tenants and tenants’ groups we spoke to
expressed some doubts about the effectiveness of the overall approach. There are
20 registered tenants organisations in the area and a further 32 active tenants’ and
residents’ groups. These groups are well supported by the Council and receive a
wide range of information and consultation material.



The Council has a well developed strategic and service improvement planning
process. It has a good record of continuous improvement in a number of areas of
service provision and reviewed a number of areas of service provision in preparation
for inspection. Performance management is well developed in some areas but
delays in the process of developing its ICT systems and a number of gaps and
weaknesses in performance information means that the Council does not have a full
picture of the effectiveness of all its services from a service user perspective. This
has had a significant impact on the Council’s ability to identify and respond to
weaknesses in some important service areas.

Key strengths in North Lanarkshire Council’s services are:

. the Council has significantly increased its investment in its houses over the last
year and manages its investment programme well;

. it manages the cost and quality of its property maintenance service well,

. it has a good approach to responding to incidents of antisocial behaviour and has
significantly improved its approach to managing the quality of its neighbourhoods;

. it has an excellent approach to managing rent arrears and ensuring that empty
houses are relet quickly;

. it has low levels of evictions and supports vulnerable tenants well; and

. it works well with its partners in responding to homelessness and has made good
progress with the implementation of some parts of its homelessness strategy
action plan.

Key areas for improvement in the Council’s services are:

. the extent to which its allocations policy is focused on meeting housing need;

. afailure to publish rules for the allocation of its houses that accurately and fully
reflect its practices and significant failings in its administration of the process of
letting houses;

. an absence of ethnic monitoring to ensure equal access to its houses;

. performance at completing response repairs on time is poor when considered
from a service user’s perspective;

. poor management of gas safety checks in its houses;

- high concentrations of homeless temporary accommodation in lower demand
areas and the use of out of area bed and breakfast establishments;

. high and increasing repeat homeless presentations;

. inconsistencies and delays in making decisions on homeless applications and
inadequate recording of evidence and outcomes;

. limited information on outcomes for many homeless applicants not accepted for
housing and high levels of lost contacts; and

. low levels of satisfaction with significant areas of the service amongst tenants.

The inspection report sets out the key areas for improvement that the Council should
address in its improvement plan for the service.

Next steps

North Lanarkshire Council should respond to our findings by submitting an
improvement plan for agreement with us within eight weeks of the publication of this
report. We require the Council to give this summary of the inspection report to all its
tenants.



How to get more information and contact details

If you would like to see North Lanarkshire Council’s improvement plan you should
contact:

Mr Thomas McKenzie

Director of Housing and Property Services
Municipal buildings

Kildonan street

Coatbridge

ML5 3NG

Telephone: 01236 812 506

Email: McKenzieT @northlan.gov.uk
Website: www.northlan.gov.uk

The full report is on our website at http://www.communitiesscotland.gov.uk.

This Summary can also be made available on tape, in Braille, large print and
community languages. For information please contact Janette Campbell on 0131
479 5162 or email janette.campbell@communitiesscotland.gsi.gov.uk.

Qoo tle &l e b £ &7 L gy 1 U o s b 81 2 B )
JSFG g = ot L g wf 4 0131479 5162 S Janette Campbel K uk

janette.campbell@communitiesscotland.gsi.gov.uk

R FIRE XA EFRA 0 F % F Janette Campbell
0131 479 5162 » X & #R¥A T 3 3k
janette.campbell@communitiesscotland.gsi.gov.uk

0 P G e i L 3 O 31 R ke e T e[ QIS Gelf SHIB FFA-E 0131 479 5162 75
(I S0 924 janette.campbell@communitiesscotland. gsi.gov.uk R 3- (33
PACIA |

1= Juay) pla )l calidla dad ) aieal) 132 daa 55 0 Cila glaall (ha & Jal
o AN Lo sk e ¢ 0131479 5162 il &3 = Janette Campbell
janette.campbell@communitiesscotland.gsi.gov.uk : )


http://www.northlan.gov.uk/
mailto:janette.campbell@communitiesscotland.gsi.gov.uk

