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Housing, Customer and Building Services Management Plan 2018/19

An introduction to the Management Plan from the
Head of Housing, Customer and Building Services

The Management Plan is a key planning document that will explain how the
service will support in the delivery of the council’s eight priorities in 2018/19

West Lothian Council is one of the top performing
local authorities in Scotland, with a strong track
record of delivering better outcomes for local
people. Housing, Customer and Building
Services play a key part in that performance, by
developing and deploying corporate strategies
aimed at improving the quality of life for people in
West Lothian. Customer and Community Services
form an integral part of our deployment through
frontline service provision. With financial and
demographic challenges ahead, the service will
further integrate our services to create a

seamless offering to customers, focusing on
those most in need.

In Housing, Customer and Building Services we
provide a wide range of services which contribute
to positive outcomes in the eight corporate
priorities (see below) through provision of
operational housing management; strategy and
development, repairs and maintenance,
homelessness and housing need; customer
contact and frontline services within the
community.

Corporate Priorities 2018/23 | The council re-committed to eight ambitious priorities following a large public consultation in
2017/18. We believe these priorities will continue to support improvement in the quality of life for everyone living, working and
learning in West Lothian and will be the focus for council services, resources and staff in the next five years.
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In support of the Corporate Plan 2018/23 and the
eight priorities, we will continue to strive to
improve the quality and value of our services.
Housing, Customer and Building Services will
provide quality, sustainable housing and building
functions as well as efficient and effective
customer and community services. We will work
with our customers and tenants, partners and with
other council services to promote continuous
improvement and transformation of our services.
This management plan fulfils a number of
planning and improvement requirements and
importantly, it sets out how the service will use its
resources to deliver positive outcomes for West

Lothian and deliver efficiencies of £2.528M over
the next five years. It is the result of a detailed
planning process to make sure that council
services are well planned and managed. | hope
that it will help our customers, employees and
partners to understand how we will transform our
services and continue to deliver for West Lothian.

Alistair Shaw
Head of Service
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Our services

The services that we will deliver through collaboration with our partners in

2018/19

Housing, Customer and Building Services are a
key player in developing and deploying corporate
strategies aimed at improving the quality of life for
all people in West Lothian. In the next five years
the service will continue to support the delivery of
the council’s eight key priorities with value adding
activities and will also assist in the delivery of the
council’s transformation programme through:

€ Continuing to deliver on and prioritise our
ambitious programme to Increase the supply
of new affordable homes with the aim of
delivering 3000 affordable homes over a 10
year period to 2022.

€ Increasing the supply of new tenancies
where individuals are supported to live
sustainability, supporting improved
outcomes.

@ Delivering compliance with the Energy

Efficiency Standard for Social Housing by
2020 to improve council homes and help
tackle fuel poverty.

Continuing to reduce anti-social behaviour
through a range of targeted, preventative,
diversionary and educational interventions.
Continuing to provide high quality customer
services and facilities that are accessible
and tailored to meet the needs and
preferences of customers within our
communities

Continuing to provide high quality repairs
and maintenance services to meet the
needs of our tenants.

The key activities of the service are identified in the Management Plan.
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Housing Operations

Housing Operations manages the council's housing stock and tenancies to
ensure that this resource, which is in high demand, is used efficiently and
effectively. This area also includes Housing Strategy and Development team
that manage the council's housing strategy and policies which cover all housing
and housing need across the area and Performance and Change.

10

Building Services

The council's in-house building contractor carries out repairs, maintenance and
refurbishment of council properties. This includes project works associated with
housing and general services capital programmes and responsive repairs and
maintenance to both housing and non-housing properties.

18

Housing Need

The service is focused on the prevention of homelessness by reducing the
overall levels of homelessness within West Lothian, providing accommodation
and support services as appropriate and minimising the damage homelessness
causes to families, neighbourhoods and communities.

22

Customer and
Community Services

The service comprises seven service areas which, together, provide the
frontline delivery of council services to all communities in West Lothian. This
includes the council’'s partnership centres, customer information offices and
community facilities.

26

Customer Service
Centre

The council’s centre for telephone, email and web contacts manages customer
enquiries from the first point of contact. The service also includes Careline —
the support service for electronic care alarms used by older and vulnerable
people in our community.

29

Developing the Management Plan and reporting progress
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Housing, Customer and Building Services Action Plan 2018/19
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Housing, Customer and Building Services Scorecard 2018/19
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Supporting the delivery of Council priorities

The service will support the delivery of the Council’s Corporate Plan priorities and strategies

The service will make a meaningful and measurable contribution to the delivery of the Council’'s Corporate Plan 2018/23. The service’s key processes are
aligned to the Corporate Plan priorities/enablers and deliverables in the following table.

Alignment with Corporate Priorities / Enablers

Council priority /
enabler

Deliverable

Housing, Customer and Building Services key
activities / processes

Indicator(s)

2017/18
Performance

2018/19
Target

3 Minimising
poverty, the cycle
of deprivation and
promoting
equality

(P3.4) Increasing the supply of
affordable housing through the New
Build Council Housing Programme and
working with Housing Association
partners. By facilitating an increase of
3,000 affordable homes over a 10-year
period to 2022, we will provide greater
choice in communities where people
want to live.

HCBS also contributes to the wider anti-
poverty activity of the council through:
budgeting and tenancy support;
homelessness activity; and community
facilities and customer engagement.

€ Work with partners to deliver new build and
increased supply of social housing,
implementing the Local Housing Strategy
and Strategic Housing Investment Plan.

€ HS014 - Cumulative
Number of New Build
Council Houses
Completed.

305

350

7 Reducing crime
and improving
community safety

(P7.1) Through the Community Safety
Unit (CSU), sharing intelligence and
daily multi agency tasking, to allow
smarter and earlier interventions,
thereby preventing crimes and
escalation of incidents within the
communities. Dependent on future
planning in terms of transformation and
police plan review.

€ Management and implementation of
Community Safety Unit activities and
processes to support early intervention.
Future planning related to transformation
and police plan review.

¢ CP:HQSO080 -
Number of active
antisocial cases.

864

840
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Alignment with Corporate Priorities / Enablers

Council priority / . Housing, Customer and Building Services key : 2017/18 2018/19
enabler DRSS activities / processes e e Performance Target
7 Reducing crime | (P7.2) Reducing antisocial behaviour € Management of Community Safety Unit € CP:HQSARC19 - Available 75%
and improving and hate crime within our communities activities and processes to support Percentage of anti- May 2018
community safety | and ensuring that violence within our preventative, diversionary and educational social behaviour
communities is not tolerated through a interventions. Future planning related to cases which were
range of targeted preventative, transformation and police plan review. resolved within locally
diversionary and educational agreed targets.
interventions.
7 Reducing crime | (P7.3) Sharing information intelligence, € Management of Community Safety Unit ¢ CSSP3ASBHCO05 — Available 75%
and improving joint tasking and coordinating resources activities and processes to support Percentage of May 2018
community safety | to prevent instances of and target, coordination and sharing of resources. customers satisfied
disrupt and deter those involved in Future planning related to transformation with Safer
serious and organised crime. and police plan review. Neighbourhood Team
involvement.
8 Protecting the (P8.2) Helping people to access housing | ¢ Management action to reduce ¢ P:HQSHOMO031 - 2.1% 3%
built and natural appropriate to their needs by supporting homelessness. Improve how we work with Percentage of repeat
environment them to sustain their accommodation. people with complex needs. Increase supply homeless
Repairing, maintaining, improving of temporary accommaodation. Increase presentations. Available
energy efficiency to meet national access to the range of permanent outcomes. | ¢ P:HQSARC25.10 - May 2018 65 days
standards and building social housing. € Implement the five-year capital programme Average length of
to 2022/23, ensuring compliance with the time (days) in
Energy Efficiency Standard for Scotland temporary or
(EESSH). emergency
accommodation - All Available
Types. May 2018 60%

¢ SOA1308 21—
Percentage of West
Lothian Council
Housing stock
compliant with Energy
Efficiency Standard
for Social Housing
(EESSH).




Housing, Customer and Building Services Management Plan 2018/19

Alignment with Corporate Priorities / Enablers

Council priority / . Housing, Customer and Building Services key : 2017/18 2018/19
enabler DRSS activities / processes e e Performance Target
8 Protecting the (P8.3) Working with private landlords € Management action to reduce ¢ P:HQSHOMO031 - 2.1% 2%
built and natural through the Private Sector Leasing homelessness. Improve how we work with Percentage of repeat
environment Scheme to ensure that housing need people with complex needs. Increase supply homeless
can be met in a planned manner and of temporary accommodation. Increase presentations. Available
that we maximise the supply of access to the range of permanent outcomes. P:HQSARC25.105 - May 2018 65
affordable housing. Average length of
time in temporary or
emergency
accommodation - All
Types.
8 Protecting the (P8.6) Providing high quality customer # Delivery of Armadale, Blackburn, East CuCsO007a - 99.3% 98%
built and natural services and community facilities that Calder and Whitburn Partnership Centres Customer and
environment are accessible and tailored to meet the including new library provision, ensuring Communities -
needs and preferences of customers. customers have improved access to council Percentage of
and partner services in local communities. customers who rated
the overall quality of
service as good or
excellent.
Modernisation (E3.1) Providing our local communities | @ Development, implementation and ongoing New suite of Available on | A number of
and improvement | with excellent services, looking for new monitoring and reporting of the council’s indicators will be publication of Pls
and innovative ways to improve the way Customer Service Strategy. included in updated Customer measuring
we plan, manage and deliver services. € CSC - Implement the use of new Strategy. Service satisfaction,
technologies to enhance customer service. Strategy July complaints,
2018 efficiency
CSC059a - Customer 96.99% 97%

Service Centre (CSC)
- Percentage of
customers who rated
the overall quality of
the service as good or
excellent.
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Alignment with Corporate Priorities / Enablers

Council priority / . Housing, Customer and Building Services key : 2017/18 2018/19
enabler DRSS activities / processes e e Performance Target
Modernisation (E3.2) Ensuring that service provisionis | ¢ Implementation of the Tenant Participation ¢ HQSARCO6 - 65.4% 72%
and improvement | designed and delivered to meet local Strategy, jointly developed with council Percentage of tenants
needs and that service improvements tenants to ensure the service is engaging that are satisfied with
are customer-led and outcome focused. with customers in service development and the opportunities
change. given to them to
@ Development, implementation and ongoing participate in Housing
monitoring and reporting of the council’s and Building Services
Customer Service Strategy. decisions making
processes.
€ New suite of Available on | A number of
indicators will be publication of Pls
included in updated Customer measuring
Strategy. Service satisfaction,
Strategy July complaints,
2018 efficiency
Modernisation (E3.3) Giving our communities a voice in | € Implementation of the Tenant Participation € HQSARCO06 - Available Increase
and improvement | the shaping of services, helping to build Strategy, jointly developed with council Percentage of tenants April 2018 based on
a stronger, more responsive tenants to ensure the service is engaging that are satisfied with 17/18 result
organisation. with customers in service development and the opportunities
change. given to them to
@ Delivery of Armadale, Blackburn, East participate in Housing
Calder and Whitburn Partnership Centres, and Building Services
ensuring customers have improved access decisions making
to council and partner services in local processes.
communities. € CuCs007a - 99.3% 98%

Customer and
Communities -
Percentage of
customers who rated
the overall quality of
service as good or
excellent.
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Transforming Your Council

How Housing, Customer and Building Services will transform in
the next five years

The council will embark on an ambitious programme of transformation in order to
support the delivery of services that are accessible, digital and efficient. The
Transforming Your Council programme is intended to deliver over £65.3 million in
savings and will fundamentally change the way that council services are delivered.

Digital transformation is a critical element going forward for the future structure and delivery of Housing,
Customer and Building Services. As far as is possible, the Service aims to deliver efficient systems,
automation, customer self-service and improved business intelligence solutions to maximise business
efficiency and effectiveness. This will enhance the customer experience and consistency in day-to-day
decisions and service provision, while enabling shift of focus for employee resources to complex cases and
value adding service development and improvement activity. Projects designed to deliver budget savings
are being developed to transform the way that we work in Housing, Customer and Building Services.

Transformation in the service will be grouped around three key themes.

There are opportunities to
review and modernise
antisocial behaviour activity
to ensure we are more
efficient and effective. By
redesigning and integrating
the work we deliver in
partnership with others, we
can ensure our priorities are
targeted, and make best
use of resources.

We will also review the core
taks and operational activity
within our community
facilities and Libraries and
Information Service to
ensure we continue to
achieve value for money,

As far as is possible, the
Service aims to deliver
efficient systems,
automation, customer self-
service and improved
business intelligence
solutions to maximise
business efficiency and
effectiveness.

We will work together with
management committees
and community groups to
enable them to take
advantage of the
opportunities available to
them through the provisions
of the Community
Empowerment (Scotland)
Act 2015.

ways of working

This will enhance the
customer experience and
consistency in day-to-day work in partnership with
decisions and service other services to build
provision, while enabling capacity, knowledge and
shift of focus for employee resilience in our local
resources to complex cases communities to enable them

A and value adding service to have greater control over
efficiencies, and meet the development and community facilities and
changing demands of our

; improvement activity. assets.
service users and
communities.

This aim will see the service

Reviewing service activities
Digital transformation and new
Empowering Communities

Engagement methods

Throughout the period of this plan, the Service will continue to engage and consult with customers,
employees, partners and stakeholders on the effectiveness of the services that we provide and also, any
changes that are proposed to the offering. Details of planned engagement and consultation methods will
be provided in the annual update to the Management Plan.

Housing, Customer and Building Services make the following commitments to customers, employees and
partners:

€ Involve and engage employees, customers and partners in service improvement and
transformation activity through a range of appropriate methods;

€ Ask customers about the quality and effectiveness of the services that we provide through
regular consultation and surveys and use their views to inform decision making in the service.

7



Housing, Customer and Building Services Management Plan 2018/19

Service Activity

The Corporate, Operational and Housing Services directorate is focused on the
delivery of vital infrastructure services that will make West Lothian a better, more
sustainable place to live.

This includes three large service areas delivering a wide array of council activities, such as; environmental
and roads services, the frontline customer and community services, social housing services and the
council’'s support services.

Housing Operations

Housing Strategy and
Development

Performance and Change

Housing Need

Depute Chief Executive

Graeme Struthers

Building Services

Customer and Communities
Services

Housing, Customer and Building Services comprises six services — known as West Lothian Assessment
Model (WLAM) units, under the direction of the Head of Service. Due to overlapping priorities, Housing
Operations, Housing Strategy and Development and Performance and Change are recognised as one
WLAM unit for the purposes of corporate activity such as management planning and self-assessment.
Customer and Communities Services, includes the Customer Service Centre but is split into two WLAM
units to allow closer scrutiny of performance.

The following section provides more information on the activities and resources of each WLAM unit.
8
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Employee Engagement

Housing, Customer and Building Services has a total of

equivalent) employees delivering our services.

831.7 (full time

Motivation and commitment are key drivers of employee performance and the service aims to effectively
engage and develop employees through improved communication and increased participation.  The
service uses the council's employee engagement framework, ensuring that employees have access to the
information and support they need to succeed, also that there is constructive, regular two-way
communication throughout the service.

The schedule of engagement that will take place in each of our WLAM units is outlined in the table.

Employee Engagement Schedule

Employee Group Method Frequency Responsible Officer
All employees Emalil Monthly Service Manager
All employees One-to-ones Fortnightly / monthly ~ Service Manager and service

management team

team

meeting

All employees Team meetings/ Monthly Service Manager and service
briefings management team

All employees Team Briefings Quatrterly Service Manager and service

management team

All employees Employee survey Annually Service Manager

All employees Appraisal and Annually Service Manager and service
Development Review management team
(ADR)

Employee sample Employee Focus Group Annually Service Manager

All employees Management Plan Annually Head of Service / Service
Launch Managers

All employees Circulation of the Monthly Service Manager
Housing, Customer and
Building Services CMT
update report

Service management Extended Management Quarterly Head of Service

team Team

Service management Directorate Managers Quarterly Depute Chief Executive
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Housing Operations

Alison Smith, Housing Management and Community Safety Manager
Manager: Colin Miller, Housing Strategy and Development Manager
Kenny Selbie, Performance and Change Manager

Number of Staff: 113.3 (full time equivalents)
Locations: Civic Centre, six local housing offices (plus local surgeries)

Purpose

Housing Operations manages the council’s housing stock and tenancies to ensure that this resource, which
is in high demand, is used efficiently and effectively. The local housing teams ensure a customer focused
service is delivered at the frontline and co-ordinate the implementation of Council policies and procedures
in compliance with current legislation, regulation and good practice. The aim is to improve the quality of life
for tenants, assist individual households and promote sustainable communities.

The Safer Neighbourhood Team is part of the Community Safety Unit (CSU) and is dedicated to preventing
antisocial behaviour and crime ensuring a safer community where people can live their lives without fear for
their own or other people’s safety. The CSU is made up of council staff, Police Scotland and the Scottish
Fire and Rescue Service and uses a robust intelligence-led approach to dealing with local antisocial
behaviour issues and co-ordinates resources to deliver prevention, intervention and diversionary work.

The Housing Strategy and Development team undertakes strategic planning and development for housing
in West Lothian. The team promote the development of new affordable housing and improvement of the
condition of existing housing.

The service’s activities are supported by a small specialist team in the Performance and Change Service to
ensure that the outcomes and targets outlined in the Management Plan and the council’s strategic priorities
are achieved. Support is provided for the service across a range of improvement activities including, quality
development, tenant participation, research and analysis, complaints management and systems
administration and governance and compliance (e.g. FOIs, subject access requests).

Activities
The main activities of Housing Operations during the period of the Management Plan will be:

€ Maximising housing rental income including arrears management, taking account of Universal
Credit.

Void management and lettings of council properties

Managing tenancies to make the best use of the housing stock

Sustaining tenancies and communities by working in partnership through a multi-agency approach
Reducing antisocial behaviour in conjunction with other partners in the Community Safety Unit
Providing housing information and advice

Encouraging and promoting tenant participation

L 2R 2R 2R 2R 2R 2

The main activities of Housing Strategy and Development during the period of the Management Plan will
be:

€ Planning and implementing the council house new build programme

10
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Co-ordinating the Registered Social Landlord affordable housing new build through the Strategic
Local Programme

Co-ordinating and implementing the housing capital improvement programme investment in existing
housing stock

Development and maintenance of the Housing Asset Register

Implementing and reviewing the Local Housing Strategy for West Lothian, including housing needs
studies

Administering Private Sector Improvement and Repair Grants through the published Scheme of
Assistance

Preparing and programming for compliance with EESSH — (Energy Efficiency Standard for Social
Housing) the new legislated standard for all Social Landlords to meet by 2020.

Home Energy Efficiency Programme (HEEPS) — develop programme using in-house staff to
improve energy efficiency of our stock and to reduce fuel poverty and carbon emissions through
maximising the funding awarded for HEEPS.

Scotland’s Energy Efficiency Programme (SEEP) — continue to develop programmes to improve the
energy efficiency of our housing stock, as well as owner occupiers, in conjunction with non-domestic
properties to reduce energy demand, carbon emissions and fuel poverty in the region.

The main activities of Performance and Change during the period of the Management Plan will be:

*

*

Quiality development including management planning, performance management and management
of service complaints

Service improvement, including facilitating the redesign and integration of services and efficient
process management. Ensure compliance with statutory requirements and corporate and external
accreditations through a programme of self-assessment and internal scrutiny

Coordinate and monitor surveys and consultations across the service to ensure compliance, provide
critical profile information of our customers whilst improving response rates and to ensure efficiency
of our collection of customer data

Continue to support the management of UK welfare reform impacts on the service and prepare and
support for the implementation of further elements of reform going forward

Delivery of processes and systems to enable service efficiency, continuous improvement and to
support digitisation through the development of Open Housing, a diagnostic tool for management of
repairs and the Tenants Portal

Provision of ongoing support for new and existing tenants through the implementation of the Tenant
Participation Strategy, with specific focus on supporting further service scrutiny through Tenant Led
Inspections, and robust financial and performance scrutiny

Administration and process development of the Private Landlord Registration Scheme to encourage
a range of good quality, well managed, affordable housing options across all tenures in order to
meet housing demand in West Lothian.

Key Partners

The service actively works with our partners to plan, design and deliver improved services for our
customers. Our key partners include: other council services, Tenants and Residents, West Lothian Youth
Action, Victim Support, Police Scotland, Scottish Fire and Rescue Service, West Lothian Drug and Alcohol
Service (WLDAS), local equality groups, Shelter (Empty Homes Officer), Capita Software Solutions,
Scottish Government, Scottish Housing Regulator, Scotland’s Housing Network (SHN), Department of
Work and Pensions (DWP), Hallnet, Chartered Institute of Housing and other local Registered Social
Landlords (RSLs).

11
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Customer Participation
The service will actively engage customers and potential customers in the delivery and re-design of
services to ensure that they are accessible and focused on their needs and preferences.

Customer Consultation Schedule 2018/19

Strategy
stakeholders
(tenants, RSLs,
private landlords,
developers, service
users, service
providers)

with developing
landlords

e Annual meetings
with other RSLs

e Bi-annual Private
Sector Landlord’s
forum and steering

group

Development Manager

Customer Group Method Frequency Responsible Officer Feedback Method
Tenant Tenants Panel Monthly Housing Management  Tenants Panel minutes
representatives Meeting and Community Safety  available
Manager
Tenant Led Annual Housing Management  Feedback session,
Inspections and Community Safety Tenants News
Manager
Tenant Participation ~ On-going Housing Management  Tenants News, Tenants
Development and Community Safety Panel, Housing Networks
Working Group Manager
Tenants Editorial As required Housing Management  Feedback to authors of
Panel and Community Safety published material on
Manager views, accessibility and
suitability of presentation
of information
Housing Networks Monthly Housing Management  Tenants News, Homeless
and Community Safety Networks, Tenants Panel
Manager
Registered Tenant Monthly Housing managers Reported in Tenants
Organisations News
Current Tenants Local Tenants Annual Housing Management  Tenants News, Housing
Information Events & Community Safety Networks, Tenants Panel
Manager
Annual Tenant Bi-Annual Performance and Results and what we will
Satisfaction survey Change Manager do to improve reported to
tenant groups, in Tenants
News and on the website
Tenant Facebook On-going Performance and Tenant feedback to inform
Group Change Manager policies and initiatives
Tenant Focus Annual Performance and Tenant feedback on
Groups Change Manager specific service issues
and processes
New Tenants Survey completed On-going Housing managers Reported in Tenants
(lettings survey) during tenancy sign News and to tenant
up groups
Local Housing e Quarterly meetings  Quarterly Housing Strategy and  Minutes and updated

action plans

12
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Activity Budget 2018/19

Housing Operations (Housing Revenue Account)

length of time taken to re-
let mainstream properties
Target: 30 days

Revenue Revenue Net
o _ Link to Performance Indicator Pl Sl Expenditure Luseiuls NI
Activity Name and Description C Resources Budget Budget
orporate Plan and Target 2018/19 Category Budget
(FTE) 2018/19 £ 2018/19 2018/19
£ £
Responsive To provide repairs, gas 8 Protecting the  BUSMTO020_Average cost WLAM 9.0 17,673,814 (17,673,814) O
Repairs - servicing and estate built and natural  of housing emergency
Sustaining management service to our environment repair
council customers that meets their Target: £70
housing and needs
communities BUSMTO021_Average cost WLAM
of housing non-
emergency repair
Target: £115
BUSO002_Percentage of Public
Housing Repairs
completed to timescale
Target: 95%
Management of To improve letting and 8 Protecting the ~ SSHC Indicator 34_The Public 29.2 2,876,564 (2,876,564) 0
voids - Void minimise loss of rental built and natural  percentage of void rent
Management income. environment lost through properties
and Letting being empty
Target: 0.60%
HQSLETS001_Average Public

13
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Housing Operations (Housing Revenue Account)

Revenue Revenue Net
o _— Link to Performance Indicator Pl SIS Expenditure Luseiuls AU
Activity Name and Description c Resources Budget Budget
orporate Plan and Target 2018/19 Category Budget
(FTE) 2018/19 £ 2018/19 2018/19
£ £
Rent Collection To maximise the collection 8 Protecting the  SSHC Indicator 31_Gross WLAM 23.4 3,794,028 (3,794,028) 0
& Arrears rate for rental income and built and natural  rent arrears as at 31
Management -  ensure that customers in environment March each year as a
Managing difficulty are provided with percentage of rent due for
Tenancies appropriate support and the reporting year
including advice. Target: 5%
arrears
SSHC Indicator 24_Rent  High
collected as a percentage Level
of total rent due in the
reporting year
Target: 99%
Tenant To actively engage with Enabler Service HQSFINO59_Unit costof  WLAM 9.5 614,622 (614,622) 0
Participation - tenants through tenant - Modernisation ~ Managing Tenancies in
Encourage and participation and identify new and the Housing Service
promote tenant ways to involve tenants, Improvement Target: £250
participation particularly in hard to reach
groups. HQSARCO03_ Percentage @ WLAM
of tenants who feel their
landlord is good at
keeping them informed
about their services and
decisions of tenants
Target: 86%
New Build To build new council houses 8 Protecting the  HAS011_Percentage of High 5.6 13,008,979 (13,008,979) O
Programme for rent and work with built and natural  new build capital Level

development partners to environment
invest in housing in West

Lothian.

programme delivered
against approved budget
Target: 100%

14
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Housing Operations (Housing Revenue Account)

Link to

Activity Name and Description Corporate Plan

Other Housing  To invest in our homes to 8. Protecting the

Capital make sure we comply with built and natural
Investment our statutory responsibilities  environment
Programme as landlord and owner.
Performance To provide back office Enabler Service
and Change support to the frontline - Modernisation
activities Housing, Customer and and

Building Services. Improvement

Performance Indicator
and Target 2018/19

HAS010_Number of new
council houses built per
programme

Target: 559

HASO009_Percentage of
capital programme
delivered against original
budget

Target: 90%

SSHC Indicator 23 _
Average time to complete
approved applications for
medical adaptions in the
reporting year

Target: 24 days

HQSCOMO012_
Percentage of Housing
Operations complaints
upheld/partially upheld.
Target: 50%

HQSCOMO013_Percentag
e of Housing Operations
Stage 1 complaints
resolved within 5 days
Target: 85%

Staff
Resources
(FTE)

PI
Category

High
Level

WLAM 8.0

WLAM

WLAM 131

WLAM

Revenue
Expenditure
Budget

2018/19

9,896,028

1,258,534

49,122,569

£

Revenu
Incom

e
e

Budget

2018/1

(9,896,028)

(1,258,534)

(49,122,569)

9
£

0

0

Net
Revenue
Budget
2018/19
£

15
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Community Safety

Activity Name and Description

Antisocial To reduce anti-social

Behaviour behaviour in West
Lothian in conjunction
with the Community
Safety Unit and other
community partners

Noise Related To provide an efficient

Complaint and effective response

Service to deal with noise
related complaints under
Part V of the Antisocial
Behaviour legislation

Link to
Corporate Plan

7 Reducing
crime and
improving
community
safety

7 Reducing
crime and
improving
community
safety

Performance Indicator and
Target 2018/19

SSHC Indicator 21 Percentage
of anti-social behaviour cases
reported which were resolved
within locally agreed targets (3
months)

Target: 90%

SSHC Indicator 17 Percentage
of tenants satisfied with the
management of the
neighbourhood that they live in
Target: 86%

SSPi20a_The average time
(hours) between the time of
the complaint and attendance
on site

Target: 0.6 hours

CcSpASP040_Number of visits
made - monthly comparison
with last year

Target: 1,140

PI
Category

Public

Public

High
Level

Public

Staff
Resources
(FTE)
11.6
2.9

Revenue
Expenditure
Budget
2018/19
£

732,829

134,176

Revenue
Income
Budget

2018/19

(106,941)

£

Net

Revenue
Budget
2018/19

625,888

134,176

£
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Landlord
Registration

Community Safety

Activity Name and Description

The administration,
provision and
maintenance of an up to
date register of almost
all Private Landlords
within the authority area
is a statutory function
delivered by the service.
This includes
registration and
application of checks to
ensure applicants are fit
and proper to let
property. The activity
also requires instigating
enforcement action
against unregistered or
non-compliant landlords
where required.

Link to
Corporate Plan

8. Protecting the
built and natural
environment

Performance Indicator and
Target 2018/19

Number of registered private
landlords
Target: 1000

Satisfaction with the overall
PSL service
Target: 75%

Revenue
P Staff ~ Expenditure
Categor Resources Budget
gory (FTE) 2018/19
£
Public 1.0 35,600
Public

Revenue
Income
Budget

2018/19
£
(35,600)

(142,541)

Net
Revenue
Budget
2018/19
£

0
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Building Services

Manager: Grant Taylor, Building Services Manager
Number of Staff: 468 (full time equivalents)
Location: Kirkton Service Centre

Purpose

Building Services is the council’s in-house building contractor, carrying out responsive repairs, maintenance
and refurbishment of council properties. There are two teams; the Contracts Team who undertake project
works associated with the Housing and General Services capital programmes, and the Repairs Team who
carry out responsive repairs and maintenance to both housing and non-housing properties. Operatives
cover all trades including:

L 2R 2R 2K 2R 2R 2R 4

Plumber
Joiner

Builder
Electrician
Gas Engineer
Blacksmith
Glazier

Activities

The main activities of the unit during the period of the Management Plan will be:

* 6o

Responsive repairs and maintenance to housing and non-housing properties, including an
emergency standby service

Gas servicing and repairs

Enhanced estates management to housing communal areas

Project works associated with both Housing (90% of works) and General Services Capital
Programmes (10% of works)

90% of Building Services work is for Housing with 10% for General Services

Key Partners

The unit actively works with our partners to plan, design and deliver improved services for our customers.

Our key partners include; other council services, local sub-contractors and trade suppliers, Health and
Safety Executive (HSE), all relevant trade accreditation bodies, Gas Safe Register and National Inspection
Council for Electrical Inspecting Contractors.
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Customer Participation

The unit will actively engage customers and potential customers in the delivery and re-design of services to
ensure that they are accessible and focused on their needs and preferences.

Customer Group

Tenants
representatives

Non-housing repairs
recipients (schools,
community centres,
etc.)

Non-housing
contracts recipient
community (e.g. a
school’s head teacher
and business
manager)

Customer Consultation Schedule 2018/19

Method

Telephone survey of
tenants who have
recently had their gas
servicing completed

Tenants asked to
complete survey
following repairs

Face to face
guestionnaire, on
completion of repair
work

Pre-start meetings

Frequency

On-going

On-going

On-going

Quarterly

Responsible Officer

Building Services
Manager

Building Services
Manager

Building Services
Manager

Building Services
Manager

Feedback Method

Reported in Tenants
News and to tenant
groups

Reported in Tenants
News and to tenant
groups

Reported on Intranet

Site specific plans
produced and circulated
to all relevant parties

19




Activity Budget 2018/19

Housing, Customer and Building Services Management Plan 2018/19

Building Services

Activity Name and Description

Responsive
repairs —
housing
repairs and
enhanced
estates
management
service

To provide a repairs service
to our customers that meets
their needs.

Gas servicing To provide gas servicing to
our customers that meets

their needs.

Housing To invest in our homes to
Capital make sure we comply with
Investment our statutory responsibilities
Programme as landlord and owner.

Link to
Corporate Plan

8 Protecting the
built and natural
environment

8 Protecting the
built and natural
environment

8 Protecting the
built and natural
environment

Performance Indicator Pl
and Target 2018/19 Category

BUSMTO015_Average Public
length of time to complete
emergency repair

Target: 6 hours

BUSMTO016_Average
length of time to complete
non-emergency repair
Target: 7 days

BUSO002_Percentage of
Housing Repairs
completed to timescale
Target 95%

WLAM

BUSGAS103_Average WLAM
cost of gas service
Target: £54
BUSGAS106_Percentage Public
of gas services completed
within 12 months

Target: 99%
BUSMTO003_Percentage WLAM
of Housing Capital

Programme delivered of

budget allocated to

Building Services

Target: 100%

Staff
Resources
(FTE)

228.0

24.0

176.0

Revenue
Expenditure
Budget
2018/19
£

11,276,144

1,259,925

14,891,000

Revenue
Income
Budget

2018/19
£
(11,276,144)

(1,259,925)

(14,891,000)

0

0

0

Net
Revenue
Budget
2018/19
£
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Building Services

Activity Name and Description

Non-housing
repairs —
education and
general
services
Capital
Investment
Programme

To provide an excellent
repair and maintenance
service for internal council

services and other partner

agencies.

Link to
Corporate Plan

8 Protecting the
built and natural
environment

Performance Indicator
and Target 2018/19

BUS014_Customer
satisfaction with Capital
Program Works

Target: 99%

BUSO003_Percentage of
non-housing repairs
completed to timescale
Target 90%

BUSO007_Customer
satisfaction satisfied with
the non-housing repairs
service

Target: 99%
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Revenue Revenue
P Staff  Expenditure Income
Categor Resources Budget Budget
gory (FTE) 2018/19 2018/19
£ £
WLAM
WLAM 40.0 1,435,000 (1,435,000)
WLAM

468.0 28,862,069 (28,862,069)

0

Net
Revenue
Budget
2018/19
£
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Housing Need

Manager: Ann Marie Carr, Housing Need Manager
Number of Staff: 54 (full time equivalents)
Location: Civic Centre and four emergency accommodation units

Purpose

The Housing Need Service is responsible for delivering the statutory function of homelessness, support and
allocation of council properties.

The service takes a proactive, housing options approach to preventing homelessness occurring in the first
place. When homelessness does happen, the objective of the service is to ensure the provision of
appropriate emergency or temporary accommodation and re-housing into settled accommodation as soon
as possible. Housing support is provided where required to help people sustain their accommodation.

The Allocations Team works in partnership with Common Housing Register Social Landlords and private
sector landlords to let settled accommodation that meets the housing needs of all applicant groups.

Activities

The main activities of the service during the period of the Management Plan will be:

€ Providing housing information and advice on housing options to help people access appropriate
housing/sustain existing housing and prevent homelessness

Assessing housing and support needs

Delivering housing support services to vulnerable tenants, residents and homeless people
Managing 24-hour emergency accommodation at three units

Allocating temporary and permanent accommodation

Managing and expanding membership of the Common Housing Register in partnership with local
Registered Social Landlords

Developing/managing private sector ‘Homechoice’, Rent Guarantee and Private Sector Leasing
Scheme

Encouraging and promoting participation from Housing Need service users

Management, support and ongoing engagement to ensure the successful community integration of
refugee families to the area.

*e 6 G000

Key Partners

The service actively works with our partners to plan, design and deliver improved services for our
customers.

Our key partners include; other council services, Local Registered Social Landlords in West Lothian, private

sector landlords in West Lothian, service users and partner agencies, local support service providers and
the voluntary sector, NHS Lothian, Integration Joint Board and Police Scotland.
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Customer Participation

The service will actively engage customers and potential customers in the delivery and re-design of
services to ensure that they are accessible and focused on their needs and preferences.

Customer Consultation Schedule 2018/19

Customer Group Method Frequency
People who have Phone survey On-going
presented as

homeless

People living in Face to face survey Annual
temporary or in persons home

emergency

accommodation

Homeless Network Monthly
People who have Telephone survey of  Bi-Annual
received Housing tenants who have
Support Service recently experienced

the housing support

service
Homelessness Joint Strategy Group  Bi-Monthly

stakeholders

Responsible
Officer
Housing Need
Manager

Housing Need
Manager

Housing Need
Manager

Housing Need
Manager

Housing Need
Manager

Feedback Method

Reported in Tenants
News, on the website and
to tenant groups

Reported in Tenants
News, on the website and
to tenant groups

Reported in Tenants
News

Reported in Tenants
News

Minutes and updated
action plans
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Activity Budget 2018/19

Housing Need Service

Revenue Revenue Net
Link to eyt et P Staff ~ Expenditure Income Revenue
Activity Name and Description Corporate and Target 2018/19 Category Resources Budget Budget Budget
Plan (FTE) 2018/19 2018/19 2018/19
£ £ £
Homelessness  To improve our support 3 Minimising SOA1307_12 Number of Public 194 755,821 (44,499) 711,322
prevention and  services to prevent people poverty, the applicants where
assessment from becoming homeless cycle of homelessness is
including providing mediation,  deprivation prevented
counselling personal housing and promoting  Target: 260 households
plans and rent deposits equality prevented
schemes. Enhance the role of
the private sector and other HQSHOMO006_Number of  High
partner agencies to promote households initially Level
sustainable outcomes. presenting as homeless
or potentially homeless
Target:150 per month
Homelessness To assess need and provide 3 Minimising HQSARC25.1_Average WLAM 8.8 2,991,109 (2,550,886) 440,223
provision temporary and emergency poverty, the length of time in
accommodation. cycle of temporary or emergency
deprivation accommodation -
and promoting  Ordinary LA dwelling
equality Target: 135
HQSARC?25.10_Average  High
length of time in Level

temporary or emergency
accommodation - All

types
Target: 65
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Housing Need Service
Revenue Revenue Net
Link to : Staff  Expenditure Income Revenue
Activity Name and Description Corporate :ﬁcrif?rr;?agf golr;g/uigtor Cptlate or Resources Budget Budget Budget
Plan 9 gory (FTE) 2018/19 2018/19 2018/19
£ £ £
Housing To help vulnerable tenants 3 Minimising SOA1307_13 Percentage Public 25.8 1,460,317 (47,499) 1,412,818
support sustain their tenancy and poverty, the of council tenancies that
support vulnerable homeless cycle of are sustained after 12
people in securing a deprivation months for previously
sustainable housing solution. and promoting homeless people
equality Target: 85%

5,207,248 | (2,642,884) | 2,564,364
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Customer and Community Services

Manager: Ralph Bell, Customer Services Manager
Number of Staff: 135.7 (full time equivalents)
Locations: Operates from 52 buildings across West Lothian

Purpose

Customer and Community Services comprises five functions which, together, provide the frontline delivery
of council services to all communities in West Lothian. These are: Customer Information Services, Library
Services, Registration, Partnership Centres in Broxburn, Fauldhouse, Linlithgow and Bathgate and
Community Centres. The service engages with customers on a transactional basis, that is, they do not build
up long term relationships with customers, although they are very likely to refer customers to other
services.

The service continues to work to increase the diversity of services that can be delivered by staff at the
frontline, therefore creating a better customer journey and experience.

The service also works in partnership with the 37 local management committees who lease community
centre facilities in West Lothian. This model encourages active citizenship and community capacity building
through local people who programme the community centres and take ownership of the facilities on a day
to day basis. We also work closely with our partners, stakeholders and the voluntary sector to help build a
dynamic inclusive learning community which encourages customers to develop their potential to the full.

The service has corporate responsibility for developing and overseeing the delivery of the council's
Customer Services Strategy.

Activities

The main activities of the service during the period of the Management Plan will be:

Oversee the delivery of the council’s Customer Services Strategy

Provide customers with personal access to all council services and payment facilities through a
network of local service centres

Provide access to informal leisure and learning opportunities for individuals and groups in West
Lothian through a comprehensive range of libraries and community centres

Work with management committees to maximise the use of facilities through programmes which
meet the needs of the community

Maximise efficiency, effectiveness and promote ‘best value’, through resource management and
energy management systems.

* & o o

Key Partners

The service actively works with our partners to plan, design and deliver improved services for our
customers.

Our key partners include; other council services, Management Committees, Community Councils, NHS
Lothian, West Lothian Leisure, Jobcentreplus and Police Scotland.
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Customer Participation
The service will actively engage customers and potential customers in the delivery and re-design of
services to ensure that they are accessible and focused on their needs and preferences.

Customer Consultation Schedule 2018/19

Customer Group Method Frequency Responsible Officer Feedback Method
Library users Focus groups and Quarterly / Neighbourhood Notice boards and
paper-based Monthly Manager notes from meetings
surveys
Community groups with an  Meetings Monthly Project Manager Notes from meetings
interest in development of and reports to
partnership centres committees
Community centre users Meetings / paper- Monthly Neighbourhood Monthly meetings
and management based surveys Manager and notice board
committees
Users of CIS or Papers based Monthly Team Managers Monthly reports,
Registration services surveys quarterly newsletters
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Registration
Service

Neighbourhood
Services

Service support

Customer and Community Services

Activity Name and Description

To record all registrations
for births, marriages and
deaths accurately and
issue extracts from the
registers.

To provide customers with
personal access to all
council services and cash
collection facility, access
to informal learning
opportunities, and access
to a comprehensive range
of lending and reference
books through a network
of local service centres.

Provision of management
and administrative
Support.

Link to Corporate
Plan

Enabler service —
Corporate
Governance and
Risk

Enabler service —
Modernisation
and Improvement

Enabler service —
Corporate
Governance and
Risk

Performance Indicator
and Target 2018/19

CuCs028_Unit cost of
each registration activity
Target: £15

CuCS515_Percentage
accuracy for the
registration of births,
deaths and marriages
Target: 97%

CP:CuCS026_Percentage
of CIS enquiries resolved
at first point of contact
Target: 81%

Support activities
contribute towards the
overall performance of the
service. Performance is
monitored through the
indicators for front line
activities.

PI
Category

High
Level

WLAM

Public

Revenue
Staff ~ Expenditure
Resources Budget
(FTE) 2018/19
£
6.0 198,288
129.0 3,735,624
0.7 55,658

Revenue
Income
Budget

2018/19
£
(290,000)
(1,234,942)
0

135.7 3,989,570 | (1,524,942)

Net
Revenue
Budget
2018/19
£

(91,712)

2,500,682

55,658

2,464,628
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Customer Service Centre

Manager: Ralph Bell, Customer Services Manager
Number of Staff: 60.7 (full time equivalents)
Locations: Civic Centre and various locations

Purpose

The council’s centre for telephone, email and web contacts manages customer enquiries from the first point
of contact. The service also includes Careline — the telephone support service for electronic care alarms
used by older and vulnerable people in our community.

The service engages with customers on a transactional basis and is likely to refer customers to other
services where specialist or professional support is required.

Activities

The main activities of the service during the period of the Management Plan will be:

€ Providing customers with access to all council services and payment facilities through a centrally
based contact centre

€ Handling a range of customer enquiries through to resolution

€ Providing 24 hour / 7 days a week support for older and vulnerable people through the electronic
care alarm system (Careline).

Key Partners

The service actively works with our partners to plan, design and deliver improved services for our
customers.

Our key partners include; other council services and the Health and Social Care Partnership.

29



Housing, Customer and Building Services Management Plan 2018/19

Customer Participation
The service will actively engage customers and potential customers in the delivery and re-design of
services to ensure that they are accessible and focused on their needs and preferences.

Customer Consultation Schedule 2018/19

Customer Group Method Frequency g?ﬁscpeornsmle Feedback Method
Careline users Paper based / Monthly Customer Results are published via
electronic survey Service Centre the service’s reported
Co-ordinator performance indicators
Customer Service Phone surveys Monthly Customer Results are published via
Centre users Service Centre the service’s reported
Co-ordinator performance indicators
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Telephone
service

Care Alarm
system

Service
support

Customer Service Centre

Activity Name and Description

Provide customers with
access to all council
services through a
centrally based telephone
service

Provide 24/7 support for
older and vulnerable
people through the
electronic care alarm
system

Provision of management
and administrative
Support.

Link to
Corporate Plan

Enabler Service
- Modernisation
and
Improvement

Enabler Service
- Financial
Planning

Enabler Service
- Corporate
Governance and
Risk

Performance Indicator and
Target 2018/19

CSC150_Unit cost of each
CSC call
Target: £1.90

CSC201_Percentage of CSC
calls resolved at first point of
contact

Target: 75%

CSC151_Unit cost of each
Careline customer contact
Target: £2.18

CSC207_ Number of calls
coming into Careline service
Target 20,000

Support activities contribute
towards the overall
performance of the service.
Performance is monitored
through the indicators for
front line activities.

31

PI
Category

Public

Public

Public

WLAM

Staff
Resources
(FTE)
44.6
15.8
0.3

Revenue Revenue

Expenditure Income

Budget Budget

2018/19 2018/19

£ £

1,391,303 (818,513)

529,040 0
23,854 0

1,944,197 (818,513)

Net
Revenue
Budget
2018/19

572,790

529,040

23,854

1,125,684

£
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Developing the Management Plan and
reporting progress

The Management Plan was developed to support the delivery of the council's
Corporate Plan and to take account of a range of factors that are likely to impact
the delivery of council services in the next five years.

Context

The next five years will be a period of significant challenge for the council with ongoing spending
constraints expected to continue. However, the council has clearly defined long term aims relating to the
development of high quality services, designed to meet the needs of its customers. These long-term aims
are captured in the Local Outcome Improvement Plan, Community Plan and in the council’s Corporate Plan
and together these strategic plans determine the work of the council’s services.

The development of the Corporate Plan 2018/23 has been directly influenced by the views of the people
living and working in West Lothian, ensuring that all employees are focused on meeting the needs of a
growing and vibrant community. The Corporate Plan sets the strategic priorities for the council up to
2022/23 and this will be the continued focus for all council services during the period.

This will help to ensure that we continue to tackle the most important issues for West Lothian. Also, that we
invest in and prioritise the services which make the most significant contribution to the achievement of
positive outcomes.

Influences

There will be many internal and external factors which will influence the work of Housing, Customer and
Building Services during the period. The more prominent include: the ongoing economic challenges for
communities; the implementation of Universal Credit and other welfare changes; continuing to meet the
challenges of the Scottish Social Housing Charter; availability of Government grant funding for new homes
and energy efficiency programmes and continuing implementation of relevant legislation, including the
Housing Act 2014.

Planning Process

The Management Plan was developed by the Housing, Customer and Building Services Management
team, using a range of information to ensure that services, activities and resources are aligned to:

€ The council’'s Corporate Plan and the deliverables for which Housing, Customer and Building
Services will be responsible for achieving or contributing to;

€ Supporting the delivery of the council's transformation programme and Digital Transformation
strategy;

€ The requirements and standards set out within the Scottish Social Housing Charter; and

€ The priorities of council employees, tenants, customers and partners.
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The process and timescales for the development and publication of the management plan is set out,
including consultation with the appropriate stakeholders.

Corporate Plan

The Corporate Plan is approved by West Lothian Council, setting out

the key priorities for all council services for the period 2018/19 to
2022/23.

February 2018

Housing, Customer
and Building Services
planning

The service management team develop the plan taking account of a
range of factors, business requirements and customer needs.

February to March
2018

Executive
Management Team
approval

The council’'s executive management team (EMT) will review all
service management plans to ensure they are sufficiently focused on
corporate priorities. The EMT will also review the plans annually,
scrutinising performance and progress in the stated outcomes and
actions.

March 2018

PDSP consultation

The Management Plan is taken to the relevant Policy Development
and Scrutiny Panel(s) for consultation, providing Panel members the
opportunity to shape planning and resource allocation.

April to June 2018

Management Plan
launch

The service cascades the plan to Housing, Customer and Building
Services employees to ensure that they understand the key priorities
and challenges ahead and how they will contribute to successful
outcomes.

April to June 2018

The Management Plan is published on the council’'s website to
provide detailed information for the public and external stakeholders

WLC website on council services, resource allocation and performance. July 2018
Management Plan The Management Plan progress is reviewed by the appropriate
updates PDSP each year April to June

Continuous Improvement

Housing, Customer and Building Services will continue to play a key role in the development and support of
high quality customer services. Housing, Customer and Building Services will continue to engage with our
customers to modernise structures and processes to ensure that they continue to provide the most efficient
and effective model for service delivery. We will do this by:

* & & o o

processes and implement improvement measures as required.
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Continuing to deliver a programme of quality assurance and quality improvement review across
Housing Operations, Strategy and Development, Building Services and Housing Need;

Agreeing and implementing a programme of Tenant Led Inspections (TLIS) to enable customers to
review key services and recommend improvements;
Participate in corporate activities such as Citizen Led Inspections (CLIs) within customer and
communities and Customer Service Centre as required;
Implement and evaluate both employee and customer satisfaction surveys to learn and change as a
result of feedback for the whole service; and
Continue to analyse service complaints to understand key strengths and weaknesses within service
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Housing, Customer and Building Services Action Plan

The service will undertake a range of actions to support delivery of corporate priorities and objectives, improve services
and deliver transformation.

Action

Local Housing
Strategy

Customer Service
Strategy

Tenant
Participation
Strategy

Review of
community safety
unit — staffing and
external awards

Description

Implementation and
ongoing monitoring and
reporting of the strategy.

Development,
implementation and
ongoing monitoring and
reporting of the council’s
corporate strategy.

Implementation and
ongoing monitoring and
reporting of the strategy.

Review of community
safety unit structure,
design and delivery.
Review of external funding
within community safety
unit.

Housing, Customer and Building Services Actions 2018/19

Planned Outcome

An effective strategy that
will ensure the service is
delivering on its strategic
local housing development
priorities.

An effective strategy that
will support the
development of digital
council services.

A joint strategy with
council tenants that will
ensure the service is
engaging with customers
in service development
and change.

To enable the council and
service to deliver more
effective, flexible and
affordable services.

Owner(s)

Housing
Strategy and
Development
Manager

Customer
Services
Manager

Housing
Operations and
Community
Safety Manager

Housing
Operations and
Community
Safety Manager

Start

October
2017

April 2018

September
2017

April 2018

End

October
2022

June 2018

September
2021

March 2019

Status

Active

Active

Active

Planned

Update

Annual update on the
strategy will be
reported to Services
for the Community
PDSP in third quarter
2018/19.

The draft strategy will
proceed to PR PDSP
and Council Executive
in the first quarter of
2018/19 for approval.

Strategy progress
monitored through the
Tenants Participation
Development Working
Group.

Project scope and plan
defined.
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Housing, Customer and Building Services Actions 2018/19

Action

Modernised Library

and Information
Service

Partnership
Centres and
reducing the
number of
community
facilities

Digital
transformation
projects

Increased housing

supply and new

build social homes

for rent.

Description

Rationalisation of
customer and information
services.

As the number of buildings
required to deliver council
services reduces,
community groups will
have the opportunity to
request ownership of
properties. With the
partnership model, there is
an opportunity to
consolidate the number of
community centres and
village halls. Review the
provision of facilities at
community centres.

A programme of activity to
ensure that the council is
well placed to take
advanced of opportunities
offered in the digital age.

Work with partners to
deliver new build and
increased supply of social
housing, implementing the
Local Housing Strategy
and Strategic Housing
Investment Plan.

Planned Outcome

To enable the council and
service to deliver more
effective, flexible and
affordable services.

To enable the council and
service to deliver more
effective, flexible and
affordable services.

To deliver improved user-
focused digital public
services.

Delivery of 3000 affordable
homes for rent over ten
years to 2022.

Owner(s)

Customer
Services
Manager

Customer
Services
Manager

Head of Service

Housing
Strategy and
Development
Manager

Start End

April 2018 March 2019
April 2018 March 2019
April 2018 March 2019
April 2018 March 2019

Status

Planned

Planned

Planned

Active

Update

Project scope and plan
defined.

Project scope and plan
defined.

Project scope and plan
defined.

Various new build sites
completed or under
development. Buy
back policy ongoing.
Partnerships with local
RSLs under
development.

35




Housing, Customer and Building Services Management Plan 2018/19

Housing, Customer and Building Services Actions 2018/19

Action

Housing Need
management
activities to reduce
homelessness

Income
management

Delivery of Capital
Programme, Asset
Management Plan
and EESSH
compliance.

Development of
new Partnership
Centre Delivery

Description

Improve how we work with
people with complex
needs. Increase supply of
temporary
accommodation. Increase
access to the range of
permanent outcomes.

Process review in
response to Universal
Credit and implement
various arrears reduction
campaigns and initiatives.

Implement the five-year
capital programme to
2022/23, ensuring
compliance with the
Energy Efficiency
Standard for Scotland
(EESSH).

Delivery of Armadale,
Blackburn, East Calder
and Whitburn Partnership
Centres.

Planned Outcome

Improve housing options to
prevent homelessness.
Promote sustainability by
ensuring housing need is
met in a planned manner,
where possible. Ensure
access to range of housing
support.

Minimise impact of welfare
reform on our customers
and improve customer
engagement and continue
to reduce overall rent
arrears debt.

Deliver a holistic approach
to regeneration in
partnership with other
services to improve project
planning, delivery,
management information,
customer satisfaction.
100% compliance with
EESSH.

Customers have improved
access to council and
partner services in local
communities.

Owner(s)

Housing Need
Manager

Housing
Operations and
Community
Safety Manager

Housing
Strategy and
Development
Manager

Customer
Services
Manager

Start
April 2018

April 2018

April 2018

April 2018

End
March 2019

March 2019

March 2019

March 2019

Status

Active

Active

Planned

Active

Update

Developed draft policy
proposals and process
review. Approval and
implementation to be
progressed during
2018/19.

Development work
defined and being
implemented for
Universal Credit Live
Service May 2018.

2018/19 to 2022/23
Capital Programme
approved.
Implementation of
agreed programme to
commence from April
2018.

Individual Centre
project management
arrangements in place
and on schedule for
delivery within agreed
timescales.
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Housing, Customer and Building Services Actions 2018/19

Action

Review of Common
Housing Register
(CHR) Agreement
and Models of
Accommodation for
Young Peoplein
Transition

Performance
improvement
against Regulator
standards

Health and Safety

Building Services
process efficiency

Description

Work with our partners to
review the CHR
membership. Meet
statutory requirements
regarding young people’s
accommodation standards.

Coordination and
validation of return to
Scottish Housing
Regulator. Deliver
improvement, audit and
performance activity.

Promote best practice
across HCBS. Improve
procedures and practice,
sharing appropriate
information with partners.

Implementation of priority
process review actions in
support of improved
consistency and customer
service.

Planned Outcome

Development of a common
allocations approach with
increased membership of
the CHR and an area wide
approach. Increase
satisfaction with the quality
of accommodation for
young people in transition.

Improved performance
within priority Housing
Regulator indicators.
Ensuring good
governance, value for
money and legislative
compliance across HCBS.

Ensure a safe workplace
and that repair work is
carried out to high
standards of safety.
Reduce violent behaviour
towards staff.

To improve internal
efficiency and increase
customer satisfaction with
Building Services.

Owner(s)

Housing Need
Manager

Performance
and Change
Manager

Building
Services
Manager

Building
Services
Manager

Start
April 2018

April 2018

April 2018

April 2018

End
March 2019

March 2019

March 2019

March 2019

Status

Active

Active

Active

Active

Update

Development work for
review and project
initiatives have
commenced, detailed
proposed to be agreed
and progressed.

Timescales and
project management
arrangements
developed for ongoing
delivery of priority
compliance and
governance activity.

HCBS wide
procedures and
practices in place.
Monitored at CMT and
via Health and Safety
Committee structures.

Priority process review
activity currently
ongoing, identifying
action to be
implemented within
service.

The action plan focuses on high level or strategic actions during the period. Each WLAM unit will maintain more detailed action plans at a local level to
address recommendations from improvement processes, external audits and assessments and service enhancements or changes in operations.
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Housing, Customer and Building Services Scorecard
The service will report on the following key measures of the success throughout the lifetime of our plan (short term trend arrows: 2017/18 performance

exceeded the target = ‘a‘ / 2017/18 performance met the target = — /2017/18 performance was below the target :g'):

Indicators
WLAM unit / PI Code and Short Name 2017/18 2017/18 Performance 2018/19
service Performance Target against Target Target
Housing P:HQSARCO01_6a.7 Percentage of tenants who are satisfied with the overall service from 84.5% 88% g, 88%
Operation Housing and Building Services.
HQSCOMO011a 6b.3 Housing Operations - Total number of complaints received by 226 200 Q 200
Housing Operations.
P:HQSFIN059_ 9a Unit cost of Managing Tenancies in the Housing Service. Available £250 Available
June 2018 June 2018
CP:HQSARC30 9bla Rent collected as percentage of total rent due in the reporting year. Available 99% Available
May 2018 May 2018
Building P:BUSO005_6a.2 Percentage of customers who are satisfied with the housing repair 98.26% 99% ; 99%
Services service (yearly).
BUSMTO020a_6b.3 Total number of complaints received by Building Services. 495 300 g, 480
BUSMTO016_9a Building Services - Average cost of Housing Non-Emergency Repairs. £87.36 £115.00 @ £106.00
CP:HQSARC13_9b Percentage of housing repairs carried out in the last year completed 92.09% 90% @ 90%
'‘Right First Time'.
Housing Need P:HQSARC28_ 6a Percentage of homeless households satisfied with the quality of 89% 86% @ 90%
Service temporary or emergency accommodation
HQSCOMO016a_6b.3 Housing Needs - Total number of complaints received by Housing 89 100 Q 100
Needs
P:HQSFIN058_9ala Unit cost of Housing Needs Prevention and Assessment Service. Available £355 Available
June 2018 June 2018
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Indicators

WLAM unit / Pl Code and Short Name 2017/18 2017/18 Performance 2018/19

service Performance Target against Target Target
P:HQSHOMO034 _9b The proportion of priority, unintentionally homeless applicants for 78% 69% @ 69%
whom permanent accommodation was secured.

Customer and CuCsS007a_6a.7 Customer and Communities - Percentage of customers who rated the 99.3% 98% @ 98%

Communities overall quality of service as good or excellent.

Service . . .
CuCsS010a_6b.3 Customer and Communities - Total number of complaints received by 61 48 ; 48
Customer and Community services.
CuCsS023_9a.la Unit cost of each registration of a birth, marriage or death. This does not Available £5.00 Available
include handling requests for copies of birth, marriage and death certificates. June 2018 June 2018
CP:CuCS026_9b.1a Percentage of Customer Information Service (CIS) enquiries 74.4% 75% ; 75%
resolved at first point of contact.

Customer CSCO059a_6a.9 Customer Service Centre (CSC) - Percentage of customers who rated the 96.99% 97% ; 97%

Service Centre overall quality of the service as good or excellent.
CSCO062a_6b.3 Total Number of Complaints against Customer Service Centre (CSC). 65 120 ; 120
P:CSC121 9a.la Unit cost of each Customer Service Centre (CSC) call. Available £1.60 Available

June 2018 June 2018

CSC101a_9b.1a Percentage of Customer Service Centre enquiries resolved at first point 72% 75% Q 75%

of contact.
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Housing, Customer and Building
Services

Management Plan 2018/19

May 2018

For more information:

Email address:alistair.shaw@westlothian.gov.uk

Telephone number:01506 281754

West Lothian Civic Centre
Howden South Road | Livingston | West Lothian | EH54 6FF
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