
1 

 

MJ Awards 2022 
 
South Lanarkshire Council, Housing and Technical Resources - Innovation in Building 
Diversity and Inclusion within our Gypsy/Traveller communities especially in light of COVID-
19 
 

 

EXECUTIVE SUMMARY 

Despite the challenges faced by the Covid-19 pandemic, South Lanarkshire Council has 
continued to work to create better lives and communities.  
 
Delivering successful outcomes for all residents has been a focus, while supporting staff to 
keep safe.  
 
The core council values of being people focused, working with and respecting others, 
improving and being open and sustainable continued, to be at the heart of the council’s 
activity over the past 22 months, with a real focus on supporting vulnerable and 
disadvantaged customers.  
 
At the outset of the pandemic, services were transformed, including those delivered to over 
100 residents of the council’s two, owned and managed, Gypsy/Traveller sites. 
 
We have always sought to ensure that the highest level of customer service is offered to site 
residents, with dedicated officers available to provide services and support, alongside a range 
of other services including health and education.  
 
It is widely recognised that the Gypsy/Traveller community experience significant economic 
disadvantage, socially exclusion and marginalisation. South Lanarkshire Council has 
therefore focussed on building and maintaining relationships with the local Gypsy/Traveller 
community, enabling services to continue to be improved to meet residents’ needs and 
aspirations.  With site residents at the heart of the process over time the inclusive community-
led approach has evolved and strengthened. 
 
Due to Covid restrictions, longstanding face-to-face services were immediately adapted, with 
covid safe work practices introduced. Despite the challenges, officers recognised the 
additional issues the pandemic presented to those within the Gypsy/Traveller community and 
quickly worked along with the community to progress a range of actions to offer additional 
support to site residents. This included daily welfare calls, issue of emergency utility top-up 
cards, the delivery of advice surgeries and the establishment of new regular virtual site 
meetings. 
 
It was also quickly recognised that closer engagement between officers and residents within 
the sites would be essential to ensure revised service arrangements were culturally 
appropriate and aligned with customers’ expectations. In essence, the work over the period 
has resulted not only in continuity in service provision during the period of the pandemic but 
has also acted as a catalyst to significantly enhance collaborative working between the 
council and residents. This has already resulted in improvements in how services are now 
provided and enabled residents the opportunity to take a central role in developing immediate 
and longer-term plans for service development and investment at the sites.  
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PLANNING AND DELIVERING 

With positive results from annual resident satisfaction surveys, South Lanarkshire Council has 
been able to demonstrate consistently high levels of customer service provided to residents of 
its two Gypsy/Traveller sites at Shawlands Crescent in Larkhall and Springbank Park in East 
Kilbride.  
 
Despite the challenges presented to the council by the Covid-19 pandemic, officers within 
Housing Services recognised the additional issues the pandemic would be causing to those 
within the Gypsy/Traveller community and quickly progressed a range of short-term actions, 
meeting government guidance where appropriate, to offer additional support to site residents. 
This included:   
 

• Issuing site specific newsletters to residents, detailing the arrangements which had 
been put in place to ensure service continuity and reassuring them that their 
occupancy was not at risk as a result of any financial issues they may face due to the 
pandemic.  

• Arranging for daily welfare telephone calls to be made to each household by the site 
officer 

• Offering dedicated virtual money and benefit advice surgeries for residents as well as 
signposting to other advice and peer support groups available.  

• Issuing free power cards to households to ensure they had access to electricity 24 
hours a day.  
 

As the initial restrictions began to ease, we saw an opportunity to transform and continually 
improve services in conjunction with site residents. This was centred around improving 
outcomes around:  
 

• Community engagement and empowerment 

• Tackling digital exclusion and reducing social isolation 

• Reducing fuel poverty and improving energy efficiency 
 

A range of actions and projects are being progressed, with real improvements being felt by 
residents and positive feedback received from them to date.  
 

INNOVATION & LEADING PRACTICE 

As a long-standing provider of Gypsy/Traveller accommodation, the council prides itself on 
the significant efforts it makes to ensure it appropriately supports the Gypsy/Traveller 
community across South Lanarkshire. It achieves this through working closely with a range of 
local, regional and national partners and organisations to ensure it can access available 
resources and funding to deliver services and improvement projects required.  
 
The circumstances of the pandemic have required more innovative solutions to be found in 
how we engage with residents, and these have ultimately led to closer relationships being 
forged, allowing open and clear communication between everybody involved.  
 
This approach has led to an increased understanding about what residents would like to see 
on the sites, further enhancing the Site Improvement masterplans in place. The pandemic has 
also changed the preferences of residents, with an increased focus on improving the space 
available on the sites, leading to plans for new play facilities, extended amenity units and 
increased parking for residents and visitors.  
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The council also remains a significant contributor to the Scottish Government and COSLA 
joint working arrangements for Gypsy/Travellers, including support for the ‘Improving the 
Lives of Gypsy/Traveller’ action plan, and involvement in the development of the new national 
‘Gypsy/Traveller Site Design Guide’ and ‘Additional Accommodation Fund’. For the latter, the 
council was invited by the Scottish Government to present a good practice case study of how 
we are tackling digital isolation at the sites through the installation of free-to-access Wi-Fi, 
helping to inform other local authorities who wished to do the same at their own sites.  
 
 
Last year, we also worked in partnership with MECOPP, an ethnic minority support 
organisation, to develop our recruitment processes and provide an opportunity for service 
users to be involved. Making this positive and empowering change in practice, involved 
residents sharing their priorities and expectations of what a site officer should do and how 
they could support them to live on the site. These views were used to frame the interview 
question set and led to a successful appointment of a new site officer that residents are very 
happy with.  
 
 
 

RESULTS & IMPACT 

As a result of the initial reaction to the Covid-19 pandemic, significant progress has been 
made on ensuring services are responsive and the two Gypsy/Traveller sites meet the 
changing needs of residents. Positive outcomes have been achieved to date, including:  
 
 
Improving community engagement and empowerment 
Virtual resident’s meetings were quickly established at Shawlands Crescent, supported by the 
council and the residents themselves, with the aim of building on the momentum and 
engagement in place prior to the pandemic starting. These meetings have been extremely 
successful with strong attendance from residents, providing them with the opportunity to get 
to better know a range of officers involved in delivering the services and projects on the sites. 
Residents were supported to access the meetings through the distribution of devices and free 
wi-fi connections.  
 
The meetings have allowed a range of physical site improvement projects and plans to move 
forward with residents being fully involved in the decision-making process. This led to the co-
development of a 'Shawlands Crescent Masterplan’, which highlights all improvement 
projects planned for the site including those suggested by residents and what the council are 
required to do to maintain and improve facilities in relation to fire safety and site standards. All 
of this was founded upon collaborative working between the community and the council, 
essential in ensuring that services are responsive and meet the changing needs of the 
community.  
 
One resident from Shawlands Crescent said: ‘By working with the council and attending the 
online meetings, our community have been fully involved in the big decisions about the new 
facilities and feel valued. We are now seeing real improvements to the site for the families 
who live here and can see the council really respect our traditions.’    
 
In addition, through this enhanced engagement, residents have also had the opportunity to 
work with us to resolve long term issues on the sites, such as the re-instatement of doorstep 
postal deliveries from the Royal Mail. 
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Tackling digital exclusion and reducing social isolation 
The pandemic accelerated the transition of many services to digital platforms; however we 
recognised the disadvantage this placed many site residents, due to the difficulties and costs 
associated with installing internet connectivity within the caravans or units. As such, we 
worked with residents to identify potential solutions and identified a strong appetite from them 
to have Wi-Fi installed across the sites.  
 
Not wishing to burden residents with additional costs from the new service, we worked with 
the Scottish Procurement Alliance to utilise a funding stream that allowed a free-to-access 
service to be delivered on both sites for all residents.  
 
In addition, within the new purpose built community facility being developed for Shawlands 
Crescent, residents have also had the opportunity to design its interior and select the 
equipment that will be installed within it. This aims to ensure the facility caters for residents 
both young and old, with a booking and key management system organised by themselves. 
The new facility will enable classes and outreach visits from a range of health, education and 
other services, as well as community events to be held on resident’s doorstep, helping to 
reduce any concerns around social isolation.      
 
Tackling fuel poverty and improving energy efficiency 
The council has been working closely with residents to develop innovative solutions to 
improve heating and lighting facilities across both sites, since before the pandemic. This 
includes the installation of new infra-red heating technology following a pilot project and 
appraisal led by resident’s keen to be involved. This new technology was installed across 
both sites in early 2021, during the pandemic, with positive feedback received by residents. In 
addition, a range of energy efficiency improvements are being made to the amenity buildings, 
including new roofing, cladding, doors and windows with residents fully involved in the design 
process.  
 
Opportunities to improve the overall site’s green credentials further are continuing to be 
explored following joint agreement to install a new solar PV farm at Shawlands Crescent. This 
exciting and innovative development has the potential to provide for around 50% of the sites 
energy requirements and play a significant role in alleviating fuel poverty. Feasibility studies 
on the proposals have been completed with funding also secured jointly from the council and 
Scottish Government.    
 
South Lanarkshire Council remains committed to improving the lives of Gypsy/Travellers and 
will continue to build on the strong relationships forged between residents and officers before 
and during the pandemic to ensure it provides safe, attractive places for residents of the 
Gypsy/Traveller community to live that are culturally appropriate and meet their current and 
future needs.  

 


