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Executive Summary
The Business Plan is a key document that sets out our strategic direction through our Vision,
Values, Mission Statement and a suite of Strategic Objectives to guide and inform a work
programme for their achievement. The Business Plan is mainly an internal working
document to be used by Committee and staff to assist our planning, implementation
monitoring and evaluation of the work programme.

The Association has made good progress against the work programme in 2019-20 to
achieve the Strategic Aims in the Business Plan 2019-22 through delivery of high quality and
responsive services, Committee and staff development, improvement to our tenants’ homes
and an array of strategic work and studies to inform and improve our business. There has
been some slippage in the work programme 2019-20 and these strategic and key
operational tasks have been carried forward to our new Business Plan 2020-22

Our Business Plan has been re-set for 2020-22 due to significant changes in our operating
environment, specifically in respect of organisational culture and risk. Through this review
we have engaged with Committee and staff to develop new statements of strategic intent in
the form of our Vision, Values, Mission Statement and Strategic Objectives. We have
established Delivery Plans, which outline the outputs, risks, resources, competencies and
timescales to achieve key tasks to achieve each Strategic Objective. These new Delivery
Plans coupled with key performance indicators and the policy review cycle and self
assessment audits will facilitate improved monitoring and verification on the achievement of
our Strategic Objectives.

Cadder is a remote, diverse and deprived community and our tenants and residents rely on
mainly the Association to provide them with support with rent, benefit and tenancy matters,
also a range of other challenges they experience in their lives. We provide tenancy
sustainment and wider role services to support our tenants and residents i.e. welfare rights,
tenancy sustainment, and activities and services in the community centre. A key objective
will be to assess the resources to continue to support and provide opportunities to our
tenants and other residents to tackle the deprivation and improve their quality of lives.

We have undertaken strategic analysis of our internal operation and our place as
community-based housing association and Registered Social Landlord to inform the key
factors we need to take into account in developing our Strategic Objectives and the work
programme for their achievement. These include Covid 19, legislative and regulatory
requirements, social and environmental matters.

The Association is the main service provider in Cadder and we need to account to a range of
key stakeholders in our work and services. We are the ‘community anchor’ and we will
collaborate with other stakeholders e.g. Cadder Stakeholders Group who support our work
and/or provide services in Cadder, to develop partnership projects to achieve synergy
through our respective work to maximise the benefit for Cadder and its people.
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The Association has robust risk management arrangements through our Risk Management
Policy and the annual review of our Corporate Risk Register and this has been strengthened
through joint working between the senior staff team and Management Committee members.
Our assessment of risk combined with our strategic analysis of our operating environment
has highlighted similar risks that have and continue to affect our business.

We continue to have ongoing engagement with the Scottish Housing Regulator as we take
forward the recommendations made by our consultants and advisers. The Management
Committee are effectively leading and directing the business through the Director with the
support of specialist advisers to deliver business improvement and a programme of
organisational culture change.

Our Strategic Objectives for the Business Plan 2020-22 are as listed:
✓
✓
✓
✓
✓
✓

Objective 1
Objective 2
Objective 3
Objective 4
Objective 5
Objective 6

-

Mitigating the impact of Covid 19
Improving our Housing Service
Improving our Housing Quality
Delivering Good Governance
Strengthening our Financial Sustainability
Transforming our Culture.

Covid 19 is a new significant risk on our business, where the pandemic resulted in a
lockdown of the country and the closure of our office. We provided a good service and
achieved good performance in key service areas throughout the lockdown period, through
staff working in the community and remotely. We have successfully re-opened our office
and continue to develop a work plan to keep our staff and customers safe, as well as plan for
a potential second wave of the virus or another disaster affecting our business. We also
need to consider the impact of a deep recession and impact on our tenants through Covid,
resulting in increased unemployment and greater dependency on state benefits.

Through recent independent studies by consultants we have identified new or emerging risks
in our work e.g. rent affordability stock investment, long term viability, culture and these will
be considered for inclusion in the Corporate Risk Register 2020-21.
The Association’s properties are in ‘good condition’, as outlined by David Adamson
Surveyors in the 2018 stock condition survey. We developed a 5year investment programme
2018-2023 and there is a good level of investment to maintain, service and improve our
tenants’ homes.

The independent finance review by Housing Regeneration Consultants has highlighted the
need for more accurate assessment and alignment of stock condition and investment plans
to the financial planning process. We will bring forward the Stock Condition Survey and
tender to appoint a surveying company in September 2020 to complete the survey and
report the findings in February 2021. This will then inform an Investment Strategy 20212026 in March 2021 and the review of the 30-year financial plans in May 2021, which will
outline our financial health and long term sustainability of our business.
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A good level of demand for our housing and a healthy wating list to facilitate the letting of all
our properties is an essential component of our asset management arrangements and our
sustainability. We have low levels of demand for 3 apartment upper tenement properties
throughout Cadder and in particularly, Valia Street. A key priority will be to implement the
Demand Action Plan approved by the Management Committee in December 2019 to
stimulate demand for our housing and area. This position is potentially made worse through
the new build programmes by neighbouring housing associations who will attract our tenants
and potential applicants away from Cadder.

We have identified two areas of significant importance in the Plan due mainly to their risk on
the business, they are
•

Cadder Community Centre and in the year, we have undertaken a range of studies
to inform our strategic direction, delivery model and financial arrangements. The
centre will remain closed to January 2021 due to Covid 19 and it is essential we use
this time to review the Community Centre Business Plan and have a clear strategy to
re-open the Centre, when it is safe to do so and financially viable.

•

Trade Team undertake re-active, cyclical and major repairs to our tenants’ homes
and the Association has to be assured we are achieving best value for money in the
delivery of maintenance services and improvements to our tenants’ homes. Ark
Consultancy were appointed to undertake a best value assessment of the Trade
Team and the findings will be presented to the Management Committee in
September 2020 and this will inform the future delivery of our maintenance services
and associated strategic work e.g. staff structure review, investment strategy, 30 year
financial plans.

The Association procured the services of the Indigo House Group to update our Annual
Budget 2020-21 to reflect the significant impact of Covid 19, thereafter, review our 30 Year
Financial Plans to inform our short, medium and long term financial viability and
sustainability. Through I.H.G’s work we have a realistic and stable financial plan to meet our
service and investment costs, as well as service our current loan port-folio.

In the short term (2020-2025) there is constrained financial performance with a marginal
increase in cash reserves over this period, therefore in its simplest terms, every pound of
income is earmarked for expenditure. The position markedly improves in the medium to long
term (5-30 years) where we will be debt free in year 15 and generate increased cash reserves.

A key objective for the Association is to continue to strengthen our financial position,
particularly in the short term through a prudent approach and commitment to the efficiency
agenda. The Association has opportunities to undertake this through key strategic work in
the coming year, for example staff structure review, development of the investment plan
following the stock condition survey, and developing a strategy for improved efficiency in the
business. This will culminate in a review of our 30 year financial plan in May 2021.

1.0

Introduction
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1.1

The Business Plan is a key strategic document and a complete picture of the
Association, where it sets out our strategic direction through our Vision, Values, our
Mission and a suite of Strategic Objectives. The Plan reflects the Management
Committee’s aims and ambitions for the business and in their strategic role they will
own and monitor progress of its achievement. It provides a framework for action and
achievement, which will be communicated to our tenants and other customers, staff
and key stakeholders on what the Association aims to achieve in the period of the
plan. Through the development of annual delivery plans it will outline how we will
achieve our Strategic Objectives and in turn our Vision, Values and Mission in the
Plan.

1.2

The Plan has been developed cognisant of the following guidance from the Scottish
Housing Regulator:
✓ Recommended practice on Business Planning in December 2015;
✓ Recommended practice on Strategic Asset Management in August 2012; and
✓ The Regulatory Framework of Governance & Financial Management
published in February 2019.

1.3

The Association undertakes a full and comprehensive review of the Business Plan
every 3 years with the last review was in 2019-22. We decided to re-set our
Business Plan for 2020-22 and review our Vision, Values, Mission and Strategic
Objectives due to significant changes in our operating environment, which required
specific strategic focus and direction.

1.4

There is seen to be significant areas of risk in our business, which include external
factors of welfare reform and Covid 19, as well as internal aspects such as the trade
team and our community centre. We require to manage these risks effectively to
mitigate their impact on our ability to achieve our Mission.

1.5

The Indigo House Group (I.H.G) have been appointed to undertake a review of
business, specifically an assessment of our culture, our strategy, to then inform a
review of the staff structure. I.H.G’s review of culture highlighted the need for a
transformation in behaviours and culture to enhance our ability and arrangements to
achieve against our Strategic Objectives.

1.6

I.H.G held a strategic event with the Management Committee and senior staff team
(SST) and also facilitated a strategy day event attended by the Management
Committee and staff team to:
➢ review the Vision, Values, Mission and Strategic Objectives;
➢ review the Values to reflect the outcome of the culture assessment, as well as
consider the actions and behaviours to live these Values to contribute
towards a positive culture;
➢ commence the development of delivery plans for draft Strategic Objectives;
and
➢ ensure all Committee and staff members are involved in the development of
the Business Plan.

1.8

The Association has undertaken the following to complement the strategy day, we:
➢ completed a SWOT and PESTLE exercise to assess our current position and
operating environment;
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➢ developed Delivery Plans for 2020-21 to achieve the draft Strategic
Objectives set at the strategy day;
➢ Identified risks in our work, each department and Association to inform the
Corporate Risk Register 2020-21, which is an integral part of the Business
Plan. We have and will continue to assess new and emerging risks affecting
our business; and
➢ developed work schedules for the cyclical review of policies, procedures,
procurement of contracts and self-assessment.
1.9

The work undertaken to inform the Business Plan 2020-22 has set a challenging but
achievable work programme for 2020-21 to meet the new Strategic Objectives and
our Mission in the Plan. The involvement of the Management Committee and staff
team in the development of the Plan ensures it will be owned and it will reflect the
needs and aspirations of our tenants, other customers and key stakeholders. It will
ensure we achieve our Vision of ‘making a positive difference to your home and
community’.

1.11

The Strategic Objectives will be a key theme throughout the Business Plan, where
• Section 5 details key areas and goals for action in the Delivery Plan for the
achievement of these objectives.
• Section 6 lists the performance indicators and corporate targets that will
contribute to informing our achievement of these objectives.
• Section 8 (Appendix 3) shows the link between risks in our Corporate Risk
Register 2020-21 and these objectives.

1.12

We will refresh our Business Plan 2020-22 in March 2021 to ensure our Business
Plan is live, where in year 2 of the Plan we will
✓ test our Strategic Objectives to ensure they enable us to achieve our Mission,
Vision and Values;
✓ identify key goals for their achievement;
✓ set out a schedule for the development and review of policies and procedures;
✓ set out a programme of self-assessments to continually test compliance with
policies and other key work with the aim to continuously improve in our work and
services.
✓ Update the 30-year financial projections to outline our long term financial viability
and sustainability.

1.13

The next full review of the Business Plan will be in March 2022 for the period 202225, where we will review our strategic direction and statements of strategic intent, as
well as our strategic options to assess whether our delivery model continues to serve
and meet the needs and expectations of our customers, the Cadder community and
other stakeholders.

2.

Vision, Mission, Strategic Objectives, Values & Culture
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2.1

Through the development of the Business Plan we have reviewed and updated our
statements of strategic intent and they are:

✓ Vision
“Making a Positive Difference to Your Home and Community”

✓ Mission
i. Slogan
“Delivering quality and affordable homes and changing the lives of Cadder’s
people”
ii. Statement
“A community driven association committed to providing high quality homes
and services in the Cadder community”.

2.2

Strategic Objectives

2.2.1

We have established 6 Strategic Objectives that reflect the Vision, Values and
Mission and overarching aims, which will inform our work programme and corporate
targets for their achievement. The Strategic Objectives are as listed:
✓
✓
✓
✓
✓
✓

Objective 1
Objective 2
Objective 3
Objective 4
Objective 5
Objective 6

-

Mitigating the Impact of Covid 19
Improving our Housing Service
Improving our Housing Quality
Delivering Good Governance
Strengthening our Financial Sustainability
Transforming our Culture.

2.2.2 In section 5 of the Business Plan it will detail the following:
✓ An overview of their importance of each objective to the business
✓ Key areas for their achievement within each objective; and
✓ What success will look like.

2.3

Values

2.3.1

Our new Values were agreed by our Committee and staff at the strategy day as a
new beginning for a positive culture and working environment in Cadder and to
facilitate the achievement against our Vision and Mission.
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2.3.2

Our new core Values show we are ready and prepared for change, where they are
R.I.P.E as listed:

RESPECT

EXCELLENT
OUTCOMES

CORE
VALUES

INTEGRITY

PEOPLE
FOCUSSED

2.4

Culture

2.4.1

IHG’s report on Culture outlined the need for a significant improvement in the actions
and behaviours of our people to create a more positive working environment in the
Association

2.4.2 The Association has appointed an HR specialist company, GravitateHR to help us
deliver change in behaviours and culture in the Association. GravitateHR will report
to the Management Committee and will work with the Association’s SST and staff to
initiate improvements in our human resource management, which will include the
development of a People Strategy to live and achieve our Values.

2.6

Progress and Carry Forward from 2019-20

2.6.1

The Business Plan 2019-22 set a challenging programme of work aimed at
achieving our then Mission to ‘Improve Homes & Lives of Cadder’s People’. This
section of the Plan will assess our progress against each of the strategic aims, as
set out in the Business Plan 2019-22, as well as detail key tasks carried forward to
2020-21 within the new Business Plan 2020-22. We have also showed the link
from tasks carried forward to the new Strategic Objectives and associated Delivery
Plans, as listed:

Strategic Aims
2019-20

Main
Achievements
2019-20

Carry Forward
2020-21

Strategic Aim 1
Deliver first class
services and homes
to our customers

• 74 kitchens installed
• Demand Study
• Welfare rights service
financial gains-£562k

• 19 kitchens

Strategic Aim 2

• Community
Champion event
• Customer Care
Policy

• Report on Tenant
Scrutiny

Strategic
Objectives
2020-22
Strategic
Objective 3

Delivery Plan
2020-21
• Page 83

See Page 29
Strategic
Objective 2
See Page 27
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• Page 78

Listen to and
enhance our
relationships with our
customers

Strategic Aim 3
Invest in our people
to excel

• Recruitment of
apprentices
• £20k spent on
Committee / Staff
training
• Staff Health checks

Strategic Aim 4
Improving Cadder

• Completion of first
new build
development
• H.E.E.P.S project for
owner-occupiers
• Asset Management
Strategy

Strategic Aim 5
• Tender External
Attain best value in all Audit Services
that we do
• Independent report
on CC cross charge
payment by J.L.L
• Independent review
of financial
assumptions by HRC

Strategic Aim 6
Deliver good
governance and be
seen to be doing it

• Implementation of
Regulatory
Framework
• Delivery of business
improvement and
implementation of
culture change
programme
• Implementation of
Freedom of
Information Act

• Feasibility study –
Cadder Vision
• Major repairs
- Kitchens
- Smoke alarms
- Veranda Screens

Not a strategic
priority in 20-21
• Page 83
Strategic
Objective 3
See Page 29

• Best Value of Trade
Team

Strategic
Objective 3

• Page 84

See Page 29
• Procurement of
- ICT
- Legal Services
- Residents
Satisfaction Survey

Strategic
Objective 5

• Implementation of
Model Rules

Strategic
Objective 4

• Page 50

See Page 33

• Page 86

See Page 31
• Self Assessment
- Equality & Diversity
- Invoicing

Strategic
Objectives 4 /5
See Page 33 /
35
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• Page 96
• Page 96

-

3.0

Cadder Housing Association - About Us

3.1

Evolution of Cadder

3.1.1

The Association is registered under the Industrial & Provident Societies Act 2002, a
Scottish Charity and registered with the Financial Conduct Authority (FCA). In 201819 we celebrated our 25th anniversary as a Registered Social Landlord with the
Scottish Housing Regulator. We are also a registered property factor with the
Scottish Government.

3.1.2

The Association was formed in 1993 by local residents with the primary aim to
improve the housing conditions and services to Cadder residents. We evolved
through 2 housing stock transfers of 754 properties from Scottish Homes in 1994 and
1998 and undertook our first new build development of 50 units in May 2019. Our
stock has been affected through Right to Buy legislation (now repealed), although
this has enhanced our role as a property factory in Cadder. The Association now
owns and manages 1102 properties, 694 in ownership and 408 in management as a
property factor.

3.2

Independent & Community Controlled

3.2.1

The Management Committee are proud of their achievements in our service to our
tenants and other customers, improvements to tenants and owner-occupiers’ homes
and properties, and progress in the regeneration of Cadder. The Management
Committee continue to see the Association as an independent organisation based in
the heart of the community to serve the needs, wants and aspirations of our tenants,
owner-occupiers, residents and the community. The Management Committee will
review their strategic options for the delivery of the housing service in Cadder in the
next full review of the Business Plan in 2022 for 2022-25.

3.3

Our Management Committee

3.3.1

The Management Committee as the governing body of the Association have a
strategic role to lead and direct the business to achieve good outcomes for our
tenants, other customers and key stakeholders. The membership of the
Management Committee is mainly local residents with others providing specific skills
and knowledge to enhance the Committee’s capability to govern the Association.

3.3.2

There are currently 8 full members with 2 co-options on the Management Committee,
therefore 10 members against maximum membership of 12 members as outlined in
our Rules.

3.3.3

The Governance structure of the Association reflects the Association’s Standing
Orders of August 2018 with the inclusion of a Review of Business sub-Committee to
oversee I.H.G’s commission to assess the culture, strategy and then review the staff
structure.
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Management Committee

Audit & Staffing
Sub-Committee

Community Centre
Sub-Committee

Review of Business
Sub-Committee

Chairperson

Director

Staff Team

3.4

Our Staff

3.4.1

The Association has a staff structure that employs 35 staff and 8 apprentices to
provide a high quality and responsive service to our tenants and other customers.
Appendix 1 shows the staff structure.

3.6

Our Customers

3.6.1

It is essential that we know our current tenants to enable us to attend to their needs,
wants and aspirations in the development and review of our service and investment
plans. We can achieve this through household demographic and ethnic information,
coupled with periodic resident satisfaction surveys to seek their views on our
services, their home and neighbourhood and the future regeneration of Cadder.

3.6.2

The chart on ‘current tenants by age’ shows 72% of our tenants are aged 25 – 59
years of age, 25% are aged over 60 years of age and only 3% are aged 16-24 years
of age. In summary, the low number of tenants between 16-24years of age reflects
the limited number of 2 apartments for households of single persons or couples. It
would seem that Cadder has an older population where 25% are over 60 years
compared to the population of Glasgow (18.6%) and Scotland (23.2%). (Source
Scottish Census 2011)
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Current Tenants by Age
3%

8%
17%

30%

16-24
25-39
40-59
60-74
75+

42%

3.6.3

The Association has a turnover of circa 10% of our properties annually, where our
tenants terminate their tenancies. The chart below outlines terminations in last two
financial years (2018-19 & 2019-20).

Tenancy Terminations
35
30
25
20
15
10
5
0

Reason for Termination 2018-19

Reason for Termination 2019-20

In summary, the findings show:
• Total terminations were 68 (11% turnover) in 2018-19 and 87 (13% turnover);
• 20%-30% of terminations were due to internal transfers associated with new
build development, where internal transfers normally account for 10% of lets;
• 10%-15% of terminations were due to a move to a care home or deceased,
which is out with our control;
• 15% of terminations due to people leaving to receive support / financial
support, the latter could be a factor of rent affordability; and
• 10% of terminations due to a move to another RSL, which is a risk as
neighbouring RSLs continue new build development.
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3.6.4

Cadder is a deprived community and there are high levels of disadvantage and
poverty. 58.5% of our tenants require assistance through housing benefit and
discretionary housing payment to assist them with their rent payments. We now
have 167 tenants on Universal Credit (UC), where we continue to receive direct
payment of rents for around half of these cases. Going forward, as UC rolls out,
housing benefit cases will reduce and UC case will increase.

3.6.5

The chart on the ethnicity of our current tenants shows Cadder’s main ethnic group to
be a ‘white Scottish’ population at 81%, which is consistent with Glasgow and the
national Scottish average of 79% and 84%, respectively. There is a good level of
diversity of other nationalities living in Cadder. This position is due to a long-standing
partnership with Positive Action in Housing to promote Cadder to people from black &
minority ethnic backgrounds with a clear aim for the ethnic profile of Cadder to be
more consistent with Glasgow and Scotland, which has been achieved. We need to
continue our work with Positive Action in Housing and the Scottish Refugee Council
to maintain our diverse community, which has clear benefits to our community and
our business.

Ethnicity of Current Tenants
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%

7%

1%

2%

81%

1%

1%

2%

2%

2%

3.7

Our Area

3.7.1

Cadder is a remote community based in the North-west of Glasgow, where its
boundaries are the neighbouring communities of Lambhill / Milton to the east and
Summerston / Maryhill to the west, as well as the Glasgow Western Necropolis to the
north and the Forth & Clyde Canal to the south of the area.

3.7.2

Cadder displays similar characteristics as other peripheral areas in Glasgow, albeit
on a smaller scale, where it is remote, lacks amenities and has high levels of
deprivation and poverty. The area has good transport links to Glasgow City, but
residents experience difficulty accessing local areas e.g. Maryhill via public transport
for key services and amenities.
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Access %

Crime %

6%
9%
12%
31%

10%
8%
15%
38%

8%
17%
28%
24%

44%
24%
20%
24%

29% 6%
38% 9%
35% 8%
37% 14%

Housing %

Education %

7%
5%
7%
26%

Heath %

Datazone
S01010352
S01010350
S01010340
S01010351
TOTAL

Total
Pop.
495
931
768
946
3,140

Overall
SIMD
Overall
2020
SIMD
Rank
2020 %
448
7%
487
7%
749
11%
1,917
27%

Employment
%

The Scottish Government’s Indices of Multiple Deprivation (S.I.M.D) outlines the
deprivation of communities across Scotland. The S.I.M.D calculates deprivation
based on a range of factors including income, employment, health, education,
housing and crime. Cadder has 4 data zones covering the area, the 3 main data
zones are within the worst 11% most deprived communities in Scotland. The
following chart shows the deprivation in Cadder.

Income %

3.7.3

Key: Red – Within 10% most deprived; Amber is 11%-15% most deprived; Black is 15%=most deprived in Scotland
Source: Scottish Government S.I.M.D 2020

3.7.4

The Association is the main service provider in Cadder and based in the heart of the
area we are the ‘community anchor’, where we work with our partners to deliver
services beyond our role as a landlord and a factor. Our aim is to improve the quality
of life of Cadder residents and lift the area out of being one of Scotland’s most
deprived communities.

3.7.5

There is a healthy tenure mix in Cadder, where the Association owns 60% of the
stock in the area, 4% is owned by GHA and owner-occupation accounts for 36%.
The level of owner-occupation is broadly proportionate with 46% ownership in
Glasgow. This level of owner-occupation compared to the high level of deprivation in
the area would indicate that many of Cadder’s owners live in poverty and they are
likely to be ‘asset rich, income poor’. This further strengthens the argument for the
Association to work with partners and focus resources on wider role and regeneration
initiatives to tackle disadvantage and poverty in our community. A key consideration
is the development of a regeneration officer / manager to source funding and other
initiatives to tackle the social economic regeneration in Cadder.

3.7.6

The Association built a state-of-the-art community centre in 2016 to provide a range
of amenities, activities and events to serve the community’s needs and aspirations.
The community centre, whilst being a risk is a great asset to the community and an
opportunity to be a venue to support our people with a range of services to mitigate
Cadder’s deprivation ratings and disadvantage, in doing so improve our peoples’
quality of life.
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3.8

Tenant satisfaction & expectations

3.8.1

Tenant satisfaction for the Association was 92% at the last residents’ satisfaction
survey (RSS) in 2018, which compares favourably to the Scottish average of 90% in
2018-19.

3.8.2

Summary of key findings of the RSS 2018 are:
o
o
o
o
o

92% (83%) were satisfied with our overall service;
81% (50%) of tenants said the rent was good value for money;
97% (70%) of tenants surveyed were satisfied with the opportunities to participate;
83% (82%) of tenants were satisfied with the quality of their home
81% of tenants (64%) of tenants surveyed were satisfied with the last repair to their
home
o 94% (78%) of tenants surveyed were satisfied with our management of the
neighbourhood
( ) denotes 2014 survey results
3.8.3

We know we have responded positively to tenants’ expectations in the delivery of our
service, for example installing new kitchens and bathrooms to their homes, the
provision of a welfare rights service to support them with benefit matters, attending to
key priorities they identified in the up-keep and maintenance of their estate, and
delivery of a high quality and responsive repairs service. We recognise we need to
continuously improve our service, our tenants’ homes and how we engage with our
tenants and other customers to achieve their expectations, which will in turn deliver
improved satisfaction ratings.
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4.0

Strategic / Environmental Analysis

4.1

The I.H.G facilitated a strategy day attended by the Management Committee and full
staff team on 30 January 2020 in the Leonardo Inn, Glasgow. The focus for this event
was a review of Vision, Mission, Values and Strategic Objectives to inform the re-set
of the Business Plan 2020-22.

4.2

The Association last undertook a strategic analysis and assessment of its current
position and operating environment in November 2018 to inform the Business Plan
2019-22. We have taken the opportunity to seek the views of the Management
Committee and staff team on our operating environment at June 2020, through
development of a new S.W.O.T / P.E.S.T.L.E, which have informed the strategic
choices we make to achieve our Vision, Values and Mission.

4.3

Appendix 2 lists the S.W.O.T / P.E.S.T.L.E. and this section will give an overview of
the key factors and considerations on our organisation:

4.4

P.E.S.T.L.E (Political, Economic, Social, Technological, Environmental)

4.4.1

The P.E.S.T.L.E provides an environmental assessment of a range of factors that
impact on our organisation as a registered social landlord, these include:

4.4.2

Covid 19
Covid 19 has been a national emergency due the pandemic that has forced the
closure of our office and community centre and in doing so caused significant
disruption to our normal service arrangements. We have responded positively to this
challenge setting clear priorities of work and communicating well with all our key
stakeholders on our work, service and performance to sustain our business. As the
Scottish Government progress through their Road Map to lead the country out of the
lockdown period, we have re-opened our office through a clear action plan and
engagement with our staff and customers to keep them safe in a new working and
operating environment. Covid 19 is a new strategic objective in the plan, where we
will further assess its impact and develop strategies to mitigate this new significant
risk on our business.

4.4.3

Regulatory Framework
The Scottish Housing Regulator (SHR) published its new Regulatory Framework in
February 2019 to further strengthen the governance and financial management
arrangements of RSLs to ensure achievement of their primary objective to safeguard
the interests of tenants and others.
Cadder submitted its first Annual Assurance Statement to the SHR in October 2019
which stated that the association is ‘working towards compliance’. Our progress will
be assessed against the Annual Assurance Statements in October 2020.
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A key requirement of the Regulatory Framework is ‘Tenant Safety’. There is
increasing regulatory requirements and guidance to keep our tenants safe in their
homes, with a specific focus on asbestos, legionella, fire, gas and electrical safety.

4.4.4

Welfare Reform
The UK Government has reformed the welfare system, which includes the new
Universal Credit (UC) system to merge a range of benefits including housing benefit
into one single benefit payment. There has been a phased roll-out of UC with an
increasing number of our tenants transitioning to the new benefit in 2019-20. We
now have 167 UC cases which has significantly increased rent arrears through
benefit payment arrangements and bad debts. The average arrear of circa £500 per
UC case in the sector and Cadder would explain the significant increase in arrears
between April 2019 -£87,640 and June 2020 - £151,321.
We have a Welfare Reform Action Plan and we need to focus our housing and
financial inclusion team on this significant business risk to maximise benefit
entitlement and support to claim UC, coupled with good tenant engagement to
manage and support our tenants on their rent payments and repayment of arrears.

4.4.5

New Housing Supply
The Scottish Government has set a target of 50,000 new homes by 2021, which will
likely not be achieved due to a range of factors, but latterly the impact of Covid 19 on
the planning system and construction sector.
The Association has seen the positive impact of our first new build housing
development on the attractiveness of our area, as well as an increased demand for
this housing. In the Business Plan 2019-22 a key aim was to progress the
regeneration of Cadder through the Cadder Vision to build more new housing, new
shops and improve the local environment. This project has been delayed as the
Association decided to await funding from Glasgow City Council’s Development &
Regeneration Services for the feasibility study to enable the Management Committee
to make a strategic decision on whether to progress this development opportunity
based on the outcome of the study and the financial arrangements.
The Cadder Vision would certainly further regenerate our community at a time of
fantastic opportunity, although development of the scale of the Cadder Vision brings
increased risks as outlined in the SHR’s Development of Affordable Housing in
Scotland (March 2017). We also have to recognise we would have to procure the
skills and resources to manage a project of its scale and complexity. In view of the
priority being given to securing improvement in the culture of the organisation,
coupled with the need to effectively manage other current risks in our business i.e.
community centre, trade and estates team, welfare reform it is seen that in the short
to medium term the Cadder Vision is not a strategic priority.

18

4.4.7

Ageing Population
There is a change in the demographic landscape in Cadder, which is consistent with
Glasgow city and the national position. We clearly have a higher population of older
tenants and owner-occupiers and this is likely to increase, therefore we will have to
consider in conjunction with our partners and others how we support our tenants as
their care and support needs develop, to receive these services in their home and
community. Through our community centre we have an ideal facility for the local
delivery of care and medical services and this should be considered as a key
strategic priority in the review of the Community Centre Business Plan.

4.5

S.W.O.T (Strengths, Weaknesses, Opportunities & Threats)

4.5.1

The S.W.O.T analysis is an assessment of the internal operation of the business,
where we identify our strengths, weaknesses, opportunities and the threats to our
business:

4.5.2

Governance
The I.H.G’s Governance Review in 2018 identified good compliance with SHR’s
Regulatory Standards, although there have been weaknesses identified through
investigations into organisational matters which impact on our governance. We have
an experienced Committee, although they are not fully representative of the
community they serve and a clear priority is to recruit tenant members. There is also
some concern that the work pressure on Committee associated may result in
increased turnover of members.

4.5.3

Staff
The Association has an experienced staff team, where there is low turnover of staff in
core services, although a weakness is our ability to recruit and the level of turnover in
the maintenance managers’ role. Staff absence will generally always feature in a
swot analysis and although this is low at present it may be more of threat to the
business given the findings in the culture report.

4.5.4

Community
A key strength is that we are local and community based and we can serve our
community having a strong awareness of their needs, wants and aspirations. Cadder
is a stable community which is well maintained and has low levels of anti-social
behaviour. Our tenants and owners have high expectations for the service we
provide and current satisfaction ratings would indicate we are meeting their
expectations.
Apathy has been a long-standing issue in Cadder, although we recognise the need to
improve our engagement with our tenants, owner-occupiers and other customers.
The development of an engagement strategy is a key priority to strengthen
compliance against the SHR’s Regulatory Standards.

4.5.5

Service
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The Association has good quality housing evidenced in the most recent stock
condition survey by David Adamson Surveyors, which is enhanced by our on-going
programme of cyclical and major repairs to maintain and improve our tenants’
homes.
We are a strong performer, particularly in our repairs service, income maximisation,
management of anti-social behaviour and other key areas. We recognise the need to
manage and support people in UC to maximise our income, improve our letting
performance through improvement in demand and a review of our void specification.

4.5.6

Digital Inclusion
The business world has significantly changed in the last decade to respond to their
customers’ service expectations, where more people want to use on-line services
through a range of IT devices to do their business. The change in our customers’
engagement with the Association was evidenced in the last Residents Satisfaction
Survey (RSS) in 2018, where 83% of tenants in the survey stated their preferred
method of dealing with the Association was by phone.
As a result of Covid19 and the office closure during the lockdown period, we were
forced to work remotely and engage with our tenants through the phone, e-mail and
in some instances other on-line systems. This was successful in the circumstances,
although we accept it has had its limitations and there are still many of our tenants
who like to communicate on face to face basis with us.
We need to develop a digital inclusion strategy to inform how we can provide more
modern communication arrangements, which make it easier and more flexible for our
tenants and other customers in their dealings with us, whilst making our business
more efficient and cost effective. This strategy could extend to remote and home
working arrangements, hand held devices for our Trade Team and staff integrated to
our I.T database and software systems e.g. SDM, and training arrangements for our
staff and our tenants and other customers.

4.5.6

Environmental Services
Cadder is recognised as a well maintained area by our residents, visitors to the area
and our partners, which is testament to the work of our estate caretaking service.
This has become more challenging in recent times through reduced resources
including employability funding and opportunities. We have also seen a reduction in
services by the City Council, where they have withdrawn or scaled back services
such as open space maintenance, garden maintenance service to elderly or infirm
tenants, and latterly bulk removal. This has required our in-house estate caretakers
to do more to keep the area well maintained, against the reduction in resources.
We will set clear service obligations for our estate caretakers, which will then inform
the resources we require to achieve these and to do more in our upkeep and
maintenance of the area

Car parking was described as the most serious estate management issue by tenants
and owner-occupiers in the last RSS. The Association has no jurisdiction over the
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pavements and roads in Cadder and we will need to work closely with the City
Council’s Roads Department to find solutions and funding to improve or limit road
use and parking to ensure there is a healthy balance of available parking, whilst our
area is safe for local residents.

4.5.7

Financial Position
The Association has a good financial position, although we recognise the challenge
of loan covenants during our major repairs works and the extent of consultancy costs
to support business improvement and culture change and to support our governance
. The financial viability could be compromised by reduced income collection
associated with low demand and welfare reform; increased costs associated with EU
trade negotiations post Brexit; and potential for rent control legislation to keep rents
affordable.
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5.0

Strategic Objectives

5.1

Introduction
This section of the Plan will outline the key areas and goals in each Strategic
Objective, which will inform the achievement of our Mission.

5.2
i.

Strategic Objectives
Strategic Objective 1

-

Mitigating the Impact of Covid 19

Covid 19 is a national emergency due to the pandemic, which forced the closure of
the Association’s offices and a significant disruption to our service and staff working
arrangements following the Scottish Government’s lockdown of the country. We
have re-opened our office and re-started all our services, although we require to
mitigate the impact of the virus to keep our staff and customers safe, due to the
Scottish Government’s current position in their Road Map out of lockdown and
predictions of second wave of the virus.
Key Areas
a) Safeguarding our People
The Association has a duty of care for all its employees and to ensure their health
and safety at work. We have communicated, engaged and responded positively as
we progressed to re-open our office and restart our services, in particular to address
the measures staff felt needed to be in place for them to ‘feel’ safe in the workplace
and to undertake their job. There is a strong feeling of safety by staff in responses to
questionnaires on their return to work or current working arrangements.
We continue to promote a blend of office / home working for office staff, which
recognises our role as a community based housing association and the essential
services we provide, whilst complying the Scottish Government guidance to promote
homeworking where this can be undertaken. The lockdown period has shown that
homeworking has been productive. It is clear from the staff questionnaire responses
that homeworking has been successful and home and flexible working is a real
opportunity to promote a work/life balance for staff going forward.
We have developed a Covid Action Plan, where this was previously focussed on our
return to the office and restarting our services in August 2020. This is now focussed
on continuing to maintain a safe working environment and mitigating the virus, the
plan will be frequently updated to reflect the Government’s guidance, our service
arrangements and the views of our staff and customers.

b) Maintaining Services
Through the lockdown period due to Covid 19 we communicated clear priorities in the
delivery of our housing service to our staff and tenants, which included income
maximisation, customer engagement, repairs, and estate caretaking services.
We have re-opened our office in August 2020 initially on a part-time basis and restarted all our services including the cyclical and major repairs, full close cleaning
service, although our community centre remains closed and we have also suspended
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our kitchen installation programme to January 2021 due to challenges associated
with social / physical distancing. We will keep our service arrangements under
review again based on Scottish Government’s guidance and the demand for our
service. If we require to return to a lockdown situation, we are best placed and have
shown we can continue to attend to our work commitments and serve our tenants
and other customers well.
In view of the disruption of Covid 19 on our work and services, we will review our
Annual Budget 2020-21 and this will be presented to the Management Committee in
August 2020. We will report any further impact or variances in the Annual Budget
2020-21 due to Covid19 through the reporting of the quarterly management accounts
in 2020-21.

c) Business Continuity Plan
The Association has managed the impact of Covid19 well and successfully restarted
our services. We will develop a Business Continuity Plan and a strategic assessment
and approach on how we will maintain and resume services in the event of a disaster
or other major incident that potentially could significantly disrupt our service.

Key Goals
The key goals we will undertake in our delivery plan to Improving our Housing
Services are:
✓ Review Strategic & Financial Plans associated with the significant impact
of Covid on the business
✓ Develop a Business Continuity Plan
✓ Keep staff & customer Safe in the office.

23

ii.

Strategic Objective 2

-

Improving Housing Services

Our housing service is stable, performs well and provides good customer service
across the array of tasks in maximising income and management of tenancies and
our estate. Income maximisation is essential to sustain services and to maintain our
investment strategy, whilst keeping rents affordable for all our tenants. Customer
engagement is a key priority where we need to establish arrangements and
structures to enable our tenants and other customers to participate in our work and
service, to further strengthen the delivery of our services to meet their needs, wants
and expectations.
Key areas
a) Income maximisation
Our main source of income is our tenants’ rent and we have to ensure we maximise it
and other income through factoring services, funding opportunities, etc to sustain our
services and our business. We are now focussed on outcomes and empowering our
staff to manage outstanding rents and factoring charges through a personal approach
and various other techniques. Our success will be to build relationships with our
tenants and owner-occupiers and reduce arrears within prescribed targets.
b)

Welfare reform

We are aware of the challenge of Universal Credit, although this should be viewed as
an opportunity to engage and support our tenants to pay their rent. Our housing
team are supported by the financial inclusion services to work, represent and support
our tenants to access benefits and pay their rent.
We will implement our Welfare Reform Action Plan in 2020-21, with a key aim to
further develop our relationship with the Department of Work & Pensions, Social
Security Scotland to work in collaboration and for them to provide local surgeries in
the Cadder Community Centre to support our tenants with benefit matters.
Our Financial Inclusion Team secured £611k in financial gains in 2019-20 and a key
consideration in the impending staff structure is the staffing level for the welfare rights
service. The current structure has a part-time post, although a previously funded
part-time post was extended in 2019 through to the review of the staff structure.
c) Rent Affordability
A key priority is to ensure our rents are affordable and our tenants and prospective
tenants feel they receive good value for money in their home and services we
provide, which is in keeping with a key message in the SHR’s Business Planning
Recommended Practice – December 2015.
We have procured the services of Arneil Johnston who specialise in rent affordability
and they will test the affordability of our rents, through comparison with peer,
neighbouring and sector RSLs, as well as consider demographic and economic
factors. This exercise will provide an independent assessment of the affordability of
our rents, which will then inform future rent increases and funding for management
costs and the impending staff structure review, maintenance and investment costs,
specifically the major repairs programme beyond 2022.
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Arneil Johnston will complete their study and report the findings to the Association in
August 2020. The outcome of study will provide a clear indication of the affordability
of rents and allow for meaningful discussion and consultation with our tenants on rent
levels, as well as our service and the investment programme to inform annual rent
increases
Our success will be measured through the feedback and engagement from the
consultation exercise associated with the annual rent increase, as well as the findings
of the resident satisfaction survey on the % of tenants who feel their rent is affordable
and value for money.
d) Customer Participation / Scrutiny
Customer engagement and participation in our work and services are key
requirements of the SHR’s Regulatory Framework and the Scottish Social Housing
Standard.
A key goal is to enhance our engagement with our customers and to listen to their
views and expectations of our service, with the aim to further improve our housing
service. We will set a Customer Engagement Strategy for implementation in 202021, which will identify key focus areas in each quarter, with a varying range of ways
to stimulate and encourage our customers to get involved. Our aim will be to
generate an interest of at least 10-15 people in these service areas, and work
towards the creation of a Scrutiny Panel in the spring of 2021.
e) Tenancy Sustainment
There is a good level of tenancy sustainment in Cadder, which is evidenced from
92% of tenancies created in 2018-19 having sustained their tenancy for longer than
one year (ARC 2019-20). We need to support our tenants with rent, benefits and
tenancy matters to maximise tenancy sustainment, which is reflected in 15% of
tenants in 2019-20 terminated their tenancy to receive support or for financial
assistance, these tenancies could potentially have been saved.
The Association currently works in partnership with neighbouring RSLs to provide a
tenancy sustainment service through the Simon Community to support our tenants
and mitigate tenancy terminations. This service is currently funded from the Scottish
Government and we should consider a part-time post in the impending staff structure
to work with the housing and financial inclusion team to provide enhanced support to
tenants to sustain their tenancies.
Key Goals
The key goals we will undertake in our delivery plan to Improving our Housing
Services are:
✓ Engage with our tenants to improve our housing service
✓ Ensuring our rents are affordable & value for money
✓ Improving demand for housing in Cadder.
✓ Maximise Income & Mitigate UC impact
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iii.

Strategic Objective 3

-

Improving Housing Quality

The maintenance and improvement of our housing stock is a key objective to
continuously improve our tenants’ living conditions and strengthen our financial
viability and sustainability. Through having good quality housing, it will inform tenants’
views on rents being value for money, also contribute towards tenancy sustainment
and low turnover and demand for our properties.
Key areas:
a)

Repairs Service

We pride ourselves in delivering a high quality and responsive repair service to our
tenants, which is reflected in the performance of our Trade Team and our
contractors. A key focus in 2020-21 will be to improve administration arrangements
in the delivery of repairs service, strengthen our management of stock, and improve
performance in our repair of voids to reduce the average letting time.
We will implement the recommendations of the audit of re-active repairs by our
internal auditors, T.I.A.A, which will include the purchase of a Schedule of Rates
system to facilitate improvement in the costing, specification and control in the
administration and management of re-active repairs.
b)

Cyclical / Planned Maintenance.

Our cyclical and planned major repairs programme recommenced in August 2020
following the Covid lockdown period. The Association has deferred the kitchen
programme to January 2021 due to challenges with physical distancing in a confined
space. We have set a challenging but achievable programme for the servicing and
improvement of our housing stock in 2020-21.
c)

Delivery Arrangements

The Association currently delivers circa 80% of its re-active repairs, cyclical and
major repairs through its in-house trade team, which is supported by contractors to
attend to specialist areas of work such as gas, drainage, roof, and glazing repairs.
The Association has to be reassured it is achieving best value for money for its
expenditure on maintenance, servicing and improvement of our tenants’ homes. Ark
Consultancy were procured to undertake an independent best value assessment of
the trade team compared to external contractors, and they will report their findings to
the Association in September 2020. The Management Committee will decide on the
best delivery model for re-active, cyclical and planned major repairs and this will
inform whether a business plan is developed for the trade team or alternatively an
exit strategy to move towards contractual service arrangements in the future.
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d) Tenant Safety
Tenant safety has significantly greater prominence and focus following the Grenfell
disaster, which is reflected in legislative changes and the SHR’s regulatory guidance.
The Association will aim to further strengthen its compliance with its tenant safety
obligations in 2020-21 through a programme of work, which includes publishing
information to our tenants and owner-occupiers, developing our plans in key areas,
and completing servicing and improvement works as outlined in our Corporate Risk
Register and Delivery Plan – ‘Deliver a programme of servicing & improvements to
our tenants’ homes’.
e)

Stock Condition Survey

The Association undertook a full stock condition survey in 2013-14, which was
updated in 2018 by David Adamson Surveyors. David Adamson confirmed our
housing stock is in ‘good condition’ and the survey independently verified our
compliance with the Scottish Housing Quality Standard (SHQS) and the Energy
Efficiency Standards in Social Housing (EESSH).
In view of the findings from independent strategic assessments of our strategy and
financial arrangements it has highlighted the need for greater clarity and alignment of
our stock condition and investment decisions with our financial plans, We will bring
forward the review of the Stock Condition Survey from 2021-22 and we will
commence the tender to appoint suitably qualified surveyors in September 2020, with
the aim to complete the survey and report the findings to the Management
Committee in February 2021. This will then inform the Investment Strategy in March
2021 and review of 30 year Financial Plans in May 2021.
Key Goals:
The key goals we will undertake in our delivery plan to Improve our Housing Quality
are:
✓ Undertake an independent stock condition survey
✓ Deliver a programme of servicing & improvements to our tenants’
homes
✓ Maximise best value of the Trade Team
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iv.

Strategic Objective 4

-

Delivering Good Governance

Delivering good governance is essential to be a successful business and to ensure
compliance with the SHR’s Regulatory Framework and Regulatory Standards, where
there is strong leadership, effective stewardship, to achieve positive outcomes for our
stakeholders. The Association has effective governance arrangements, but requires
to strengthen and continuously improve leadership.
Key areas
a) Action Plan
The Governance Improvement Plan (G.I.P) in late 2019, an Action Plan was
developed with the support of a governance consultant which incorporated a range of
on-going tasks from the I.H.G Governance Assessment in 2018, and
recommendations from subsequent consultants’ advice in respect of organisational
weaknesses. There has been good progress and the initial plan was signed off by
the Management Committee in May 2020. A new Action Plan has been developed to
reflect the on-going programme of work through GravitateHR to help us to deliver
culture changewhich was approved by the Management Committee in August 2020.

b) Annual Assurance Statement
The Annual Assurance Statement (AAS) requires the Management Committee to
make an annual assessment of the Association’s compliance with the Regulatory
Standards of Governance and Financial Management (RS) as listed in the SHR’s
Regulatory Framework, also the requirements of the Scottish Social Housing Charter
(SSHC).
The AAS 2019 stated that Cadder is ‘working towards in respect of RS1 to reflect
improvement in its governance and leadership arrangements, and the SSHC in
relation to the non-compliance of the SHQS, as 17 kitchens were still to be renewed.
The Association will test our compliance of the RS and SSHC in October 2020,
although specific areas of focus will be:
o
o
o

RS1 – The scale of improvement in governance and leadership through the
G.I.P and whether there is now compliance with this standard;
RS2 – Our position in gathering the views of tenants and others, where we
need to strengthen in this area.
RS3 – An independent assessment of our financial plans by Housing
Regeneration Consultants (HRC) has indicated potential non-compliance in
RS3. HRC will present their findings to the Association in August 2020, which
will confirm compliance or otherwise. The Association has developed an
Action Plan to attend to the recommendations from HRC’s study, as well as
I.H.G Strategy Report, which will also be presented to the Management
Committee in August 2020.

The Association will procure the services of a consultant in April 2021 to
independently test our compliance with the Regulatory Framework and Regulatory
Standards to inform our AAS in October 2021.
c) Governance Structure
The Management Committee has been effective in leading the organisation to attend
to governance and organisational matters. There is a need to improve strategic and
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operational leadership to improve our governance arrangements. It is necessary to
further strengthen the representation and capability of the Management Committee
and success will be measured through:
✓ Strengthening our Leadership.
✓ Appointment of a tenant member.
✓ Appointment of members with specific skills, where human resources,
maintenance and community development are key priorities.
✓ Recruiting members of male gender and living in a tenement property.
The Management Committee have a strong commitment to training and development
and it is essential there continues to be a programme of training through the annual
Committee mini-conference event and attendance at training and events to enhance
their knowledge and skills to lead and direct the business.
d) Staff Structure Review
The review of the staff structure is the final stage in the Association’s Review of
Business, which is being undertaken by I.H.G. The Association requires to ensure
we have a ‘lean but effective’ structure, where we have the right number of staff, right
grade and in the right place to undertake our service obligations and our work
programme to achieve against our Strategic Objectives and Mission in the Plan.
The Management Committee will outline their objectives for the staff structure review
to I.H.G prior to the commencement of the staff structure in September 2020. The
Association will aim to implement the new staff structure in April 2021.
e) Internal Controls
To ensure effective stewardship of the business we require robust internal control
systems, through audit and self-assessment arrangements to ensure compliance
with legislative and regulatory requirements, provisions of our policies and
procedures, and good practice guidance.
Our success in the delivery of effective internal control systems will be evidenced
through:
➢ External Auditor’s assessment of internal controls through the Annual
Audit;
➢ The completion of the programme of internal audit 2020-21 by our
Internal Auditor, T.I.A.A.; and
➢ Our progress in completing self-assessment audits in the governance,
finance and service areas.
Key Goals:
The key goals we will undertake in our delivery plan to Deliver Good Governance
are:
✓ Strengthening the Management Committee
✓ Strengthen compliance with Regulatory Standards
✓ Review the Association’s Staff Structure

v.

Strategic Objective 5

-

Strengthening Financial Sustainability
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The Association requires to continue to strengthen our financial performance and
develop financial plans that demonstrate our viability and sustainability in the short,
medium and long term. Good financial health is pivotal to enable us to meet our
service obligations, invest in our tenants’ homes and service our loan repayments
and comply with loan covenants, whilst also ensuring we set our rents and other
charges at affordable levels for our tenants and owner-occupiers.

Key areas
a) Strengthening our Financial Sustainability
The Association procured the services of the Indigo House Group (I.H.G) to
review our Annual Budget 2020-21 due to the significant impact of Covid 19,
thereafter to update our 30 year Financial Plan to assess our financial viability
and sustainability.
The I.H.G have reported that we have a realistic and stable financial plan which
enables the Association to meet its financial commitments over the period of the
plan. It is clearly evident there is constrained financial performance in the short
term 2020-2025) due mainly to our investment programme, where every pound of
income is accounted for in our expenditure. In the medium to long term the
financial position strengthens with increased levels of cash reserves, which is
supported through being debt free in 2035.
A key objective will be to strengthen the plan in the short term through a prudent
approach and commitment to the efficiencies’ agenda in our work and services.
The Association has opportunities to undertake this through key strategic work in
the coming year, for example staff structure review, development of the
investment plan following the stock condition survey, and developing a strategy
for improved efficiency in the business. This will culminate in a review of our 30
year financial plan in May 2021.
b) Treasury Management
The Association current has a loan port-folio of £6.275 million as at 31 March
2020 through 3 lenders, they are the Royal Bank of Scotland, Bank of Scotland
and the Co-operative Bank. These loans will be repaid between 2028-2034 and
these lenders currently have security over 66% of our housing stock.
There is a healthy balance between fixed and variable lending arrangements,
which effectively manages the counterparty risk in our loan port-folio. We have
agreed financial and non-financial loan covenants with each lender and our
management and monitoring of these will be regular and effective to ensure full
compliance. A breach of any covenant with one lender, would be a breach with
all lenders based on contractual terms and this would be notifiable to the Scottish
Housing Regulator.
Our compliance with our loan covenants in 2020-21 is challenging due to our ongoing investment programme and the level of consultancy support to attend to
the review of our business and improvements to our culture and leadership.
This increased risk of non-compliance of loan covenants has been included and
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will be managed and monitored closely through its inclusion in the Corporate Risk
Register 2020-21
c) Best Value for Money
The Association developed a Best Value Policy in January 2019 and has a
commitment to achieving best value for money in our work and services, which
will strengthen our financial position. There are two key areas in our drive to
achieve best value:
•

Procurement
We have set a cyclical programme to procure work, services and supplies
contracts (See section 9.9.1) through competitive tendering or
appointment from our membership of procurement contracts. These are
all based on quality and price, therefore across our work we will appoint
contractors and suppliers who are best value for money.

•

I.C.T
Through the development and review of our I.C.T strategy we will aim to
maximise our use of new technology to deliver improved service,
increased efficiency and greater cost effectiveness in our business. We
will aim to achieve this in 2020-21 through:
o
o
o

purchase of a new phone system within our I.C.T tender;
purchase the SDM invoicing module; and
development of a Digital Inclusion Strategy.

d) Community Centre
The Cadder Community Centre has been identified a financial risk on our
business, although we recognise its worth to our community in the provision of
services, activities and events to serve the community’s needs. The centre will
be closed until at least January 2021 and it is imperative we set out a strategy for
its re-opening and review the Community Centre Business Plan to inform its
strategic direction and work programme to make it financially viable and
sustainable going forward.
Key Goals:
The key goals we will undertake in our delivery plan to Strengthen our Financial
Sustainability are:
✓ Continuing to strengthen the financial position of the business.
✓ Maximise efficiency and effectiveness of I.C.T.
✓ Improve the viability of the Community Centre

vi.

Strategic Objective 6

-

Transforming Our Culture
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The Association’s aim is to create a culture where the actions and behaviours of its
people create a positive working environment, where they demonstrate our Values
and collaborate to achieve our Strategic Objectives and Mission for the business.
The I.H.G’s Culture Report in December 2019 highlighted weaknesses in our culture
and the Management Committee have procured the services of an HR Company,
GravitateHR to work with the senior staff team and staff to improve behaviours and
the culture of the Association.
Key areas
a) People Strategy
A key goal will be to establish a People Strategy with the support of GravitateHR and
involving Committee and all staff members in its development between September
2020 – June 2021. The Association has identified key themes for the strategy to
deliver the key priorities and outcomes of the business. The development of the
strategy will contribute towards embedding our Values and seek to identify the
expected actions and behaviours to achieve against them and each of the key
themes. The involvement of Committee and the staff team will increase their
awareness, ownership and accountability in the strategy.
b) Embed the Values
It is essential that our people demonstrate and live our Values through the life of the
Plan to ensure we achieve our Mission and Vision. To embed our Values, we will
achieve this through their promotion, discussion at staff progress meeting and
performance reviews, and through our people’s involvement in the development and
subsequent ownership of the People Strategy. The biennial staff survey will test
whether our Values are being demonstrated by management and staff.
c) Communication
The Association will develop a Communication Strategy by December 2020 to
ensure effective leadership and consistency of communication and engagement with
our staff across the organisation.

d) HR Consultancy
GravitateHR’s commission includes an array of improvements in our HR services,
which include:
➢ BreatheHR, which is a new database to hold personnel information
and is more transparent where our staff have full access to their
individual records and access to policies and other HR information.
The system will also be more interactive between staff and managers
to attend to leave, attendance and other HR matters.
➢ HR Helpdesk is new facility for managers and staff, where
GravitateHR will provide advice and information on HR matters, which
will address a key weakness in the culture report, where there was
inconsistent and inaccurate information.
➢ HR Policies, GravitateHR will review and test all our HR policies to
ensure they meet current legislative requirements and good practice
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guidance. A selection of policies will be presented each quarter to the
Audit & Staffing sub-Committee between September 2020-June 2020
➢ Job Descriptions, GravitateHR will undertake a review of the job
descriptions to ensure they are clear, consistent and concise.
➢ Leadership & Management Development- GravitateHR will work
closely with the senior staff team to develop their leadership and
management of the business.
The success of the GravitateHR’s programme and their culture change programme
will be assessed in the independent staff survey in February 2021.
e) Health & Wellbeing
The Association wants to invest in its people as part of its review of culture, where
they feel valued and supported to excel in their attendance and achievement in their
role and against our Strategic Objectives and Mission. We want to promote our terms
and conditions of employment and our new HR policies, create a positive work/life
balance, to establish the Association where our people want to work and progress
their careers in Cadder.

Key Goals:
The key goals we will undertake in our delivery plan to Transform our Culture are:
✓ Develop a People Strategy
✓ Embed our Values in the workplace
✓ Develop a Communication Strategy
✓ Improve HR Systems and interaction with staff
✓ Embrace Health & Wellbeing

5.3

Delivery Plans / Work Schedules
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5.3.1

The delivery plans will have sub-objectives and key outputs, which will be the goals
for their achievement of the Strategic Objectives. We have made these goals
S.M.A.R.T (Specific, Measurable, Achievable, Realistic and Timebound) to progress
key tasks in keeping with the interests of the business and ensure ownership and
accountability across the Association.

5.3.2

A summary of the delivery plans, specifically the sub-objectives and outputs is listed
in appendix 4a i. The Director in conjunction with the senior staff team have
identified the key outputs and goals we feel we must achieve in 2020-21 to sustain
our business. These tasks have been bolded black to show their importance and
the ‘fall back’ position in the event of any new or emerging risks, opportunities or
work commitments with a greater significance on our business.

5.3.3

This summary of the Delivery Plan will be developed into a monitoring report to
provide quarterly progress to the Management Committee on progress with the
outputs and goals we need to undertake to achieve our Strategic Objectives and our
Mission.

5.3.4

A key priority in our work is the development and review of our policies and
procedures to inform our work and services and ensure compliance with legislative
and regulatory regulations and good practice guidance, and guide our staff in their
delivery. We also have a programme of self assessments, which is integral to our
internal control arrangements, where it complements internal audit and performance
management arrangements. Appendix 4b outlines our programme for the review of
policies and procedures, as well as self assessment audits for the senior staff team
to test compliance in key areas of their department’s work.

6.0

Our Performance
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6.1

A key aim of the plan is to continuously improve in our work and service, which
requires us to set corporate targets and key performance indicators (KPIs) to assess,
compare and report performance outcomes. The performance and progress against
our corporate targets and KPIs will enable the Management Committee to
constructively challenge management to facilitate action and improvement.

6.2

Our Corporate Targets and KPIs will complement the performance and statistical
information submitted in the Annual Return on the Charter to the Scottish Housing
Regulator in May of each year, which is in accordance with the Scottish Social
Housing Charter.

6.2

Our Corporate Targets and Key Performance Indicators are listed in the following
chart and show the link to our Strategic Objectives:

Corporate Targets / KPIs
Rent Collection
• 100% of rent collected
Current Tenant Rent Arrears
• 5.5%
• £181,736
Current Factoring Arrears
Void Rent Loss
• 1.0 %
• £27,000
Average Re-let Time - 20 days
Letting Performance

•
•
•

CT

SO1
✓

✓

✓

✓

✓
✓
✓

✓
✓
✓

✓
✓
✓

✓
✓
✓

✓
✓
✓

✓
✓
✓

✓
✓
✓

✓
✓

1

✓

✓

✓

✓

✓
✓
✓
✓
✓
✓

✓
✓

✓
✓
✓
✓

• Fix Time Fix
95%
Cyclical / Major Repairs
• Kitchens
- 26
• Verandahs
- 111
• Smoke Alarms
- 380
• Electrical Inspections - 129
• Gutter Cleaning
- 109
Tenant Satisfaction with Repairs
• 95%
Gas Servicing – 100%

Corporate Targets / KPIs

2
3

✓
✓
✓

0-2 weeks -40%
2-4 weeks – 40%
4+ weeks – 20%

Staff Absence – 4 %
Anti-Social Behaviour
Response Times
• Category A – 24 hours
• Category B – 3 days
• Category C – 5 days
Tenancy Sustainment – 95%
Re-active Repairs
Repairs complete on time
• Emergency
98%
• Non-Emergency 95%
• Voids – 5-15 Days

Link to Strategic Objectives
SO2 SO3
SO4 SO5 SO6

✓
✓
✓
✓
✓

✓

CT
35

SO1

✓
✓

Link to Strategic Objectives
SO2 SO3
SO4 SO5 SO6

4

✓
✓

Attendance at AGM (20%)
Number of shareholders (100)
MC Attendance at Meetings
•
Management Committee – 80%
•
Community Centre S/C – 75%
•
Audit & Staffing S/C – 75%
Number of Notifiable Events – 2
Management of Complaints
% complaints responded on time
• Frontline – 5 days
• Stage 2 – 20 days
Cashflow
o Year 1
o Year 5
o Year 30

✓
✓
✓

Cash
o
o

✓
✓

Minimum cash balance - £1.0m
Target cash balance

Debt Profile
o Maximum debt
o Year to be repaid

✓
✓
✓
✓
✓
✓

✓
✓
✓

Loan Covenants
Debt per Unit
o Current
o Maximum

✓
✓

Operational
o Management costs per unit
o Repair costs per unit
o Cyclical costs per unit
Staff Turnover
• Office - 10%
• Trades Team – 20%
• Estate Services – 10%
• Community Centre – 20%
Disciplinary Actions
• Informal Action
• Written Warning
• Final Warning
• Dismissal

✓
✓
✓
✓
✓
✓
✓
✓
✓
✓
✓

Biennial Staff Survey in February 2021
• Proud to work at Cadder
80% (61%)
• Cadder is a good place to work 80% (75%)
• Negative atmosphere in Cadder 20% (73%)
• Cadder is stressful place to work 20% (40%)
• SST treat employees with respect80% (58%)
• I trust the SST Team
70% (38%)
• SST keep staff informed what
if going on in Cadder
80% (31%)
• Cadder supports work / life
Balance
80% (69%)
( ) denotes results from 2019 Staff Survey

✓
✓
✓
✓
✓
✓
✓
✓
✓

CT = Corporate Targets; SO – Strategic Objectives

6.4

The Association’s peer group is Large Scale Voluntary Transfers (LSVT) with less
than 1000 units, although it is important in our monitoring and reporting of our
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corporate targets and KPIs, we also compare ourselves with the RSL sector and with
our historical performance (annual / quarterly), where applicable. The Association
are members of Scotland Housing Network, which is sector benchmark group.

6.5

We will publish our performance to our tenants and other customers in the
‘Performance Bulletin’ section of our newsletter, Cadder News every 6 months.

7.0

Stakeholders
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7.1

The Association has a range of key stakeholders and others who have an interest in
our work and the development of our business plan:

7.1.1

Customers
We recognise that our tenants and other customers are central and integral to our
work and we need to continually improve to provide high quality and responsive
services to meet their needs, wants and aspirations from the Association.
This Plan fully recognises our commitment to our tenants and other customers
through key considerations and work e.g. a review of rent affordability, maintaining
and improving service levels, our planned and maintenance programme with a
particular focus on tenant safety to keep them safe in their homes, our review of the
stock condition survey to inform future investment in their homes, and to improve our
engagement to listen to their views on our work and services.

7.1.2

Management Committee
The Management will lead and direct the business and they will require to approve
and monitor progress of the Plan to ensure we achieve against our Strategic
Objectives, Values, Mission and Vision

7.1.3

Staff
The Association’s staff team are our main resource to deliver our housing service
and through this Plan our aim is to improve our culture making Cadder a better place
to work. We will establish a People Strategy through Gravitate HR, which be central
to the work we will undertake to care, invest and develop our staff to achieve our
Values and our Mission.
The Association will conduct a staff survey in February 2021 and we will be keen to
see whether the programme to improve our culture and be people focussed is being
achieved.

7.1.4

Scottish Housing Regulator (SHR)
The SHR regulate social landlords to achieve their primary role to safeguard and
protect the interests of tenants and others through their Regulatory Framework and
associated guidance.
The development of this Plan takes account of the SHR’s Recommended practice on
Business Planning in December 2015, which reflects the key messages RSLs should
consider in their business plans i.e. value for money, rent affordability, asset
management, treasury management, stakeholder Management, and financial
planning.
The Annual Assurance Statement 2020 will inform the SHR of our compliance with all
Regulatory Standards, specifically on our compliance with Standard 1.1, “The
governing body sets the RSL’s strategic direction. It agrees and oversees the
organisation’s business plan to achieve its purpose and intended outcomes for its
tenants and other service users, in relation to this plan”.
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7.1.5

Lenders
The Association currently has 3 lenders, they are Royal Bank of Scotland, Bank of
Scotland and the Co-operative Bank and the Plan will reassure them about our short,
medium and long term viability, performance and governance arrangements to inform
their confidence on the repayment of these loans and compliance with covenant
terms.
We have a good relationship with our lenders and continue to demonstrate full
compliance with loan covenants. We recognise compliance with loan covenants is
more challenging in 2020-21 due to our on-going major repair programme coupled
with increased management costs associated with consultancy arrangements to help
us improve organisational culture and drive business improvement. Our
management, monitoring and reporting of loan covenants will be regular and effective
to ensure full compliance.

7.1.6

Auditors
The Association’s internal Auditor is T.I.A.A. and the Plan will detail the agreed
internal audit programme for 2020-21 to provide the Committee with reassurance on
the effective implementation of key policy areas, specifically compliance with legal
and regulatory requirements, the provisions of our policies and good practice
guidance.
Our external Auditor is Wylie & Bisset and through the Plan they will have a good
level of knowledge of our financial position, risks, performance and governance
arrangements to inform their annual audit of our accounts and their statements to our
shareholders on our financial viability and the accuracy of financial arrangements in
the business.
The Plan will also reassure the external Auditor of the effectiveness of internal control
through governance arrangements, internal audit complemented by our selfassessment programme.

7.1.7

Other key Stakeholders
We have close relationships with many other organisations who will support our work
to achieve our objectives, Mission, Vision and Values in the Plan, they are:
o
o
o
o
o
o
o

Police Scotland
Community Safety Glasgow
Department of Work & Pensions
Glasgow City Council
Scottish Government
Employability Agencies
Cadder Stakeholder Group - Membership of this group is any organisation
who works locally or provides services in Cadder e.g.
▪ Cadder Primary School
▪ Langa Street Nursery
▪ Lambhill Stables
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▪
7.1.8

Police Scotland

Consultants
The Association has procured the services of consultants and companies that will
play a key role to support our work and the achievement of our Plan. They are listed
below with a summary of their work

Consultants / Companies
ARK Consultancy
Arneil Johnston
Gold Consultancy
Gravitate
Stephen Bromley
Indigo House Group
Linda Ewart
Stuart Eglinton

Summary of their work
To undertake a best value assessment of the Trade Team
To undertake an assessment of rent affordability
To support the procurement of key work, service and
supply contracts
To help us deliver change in behaviours and culture in the
Association
To support the tendering of the ICT Service Support
Contract
To undertake a Review of Business
To support the Management Committee with governance
arrangements
To support the Chairperson with Committee members’
annual performance reviews.

7.2

Publication & Engagement

7.2.1

We will publish and report the outcomes of our Business Plan as follows:
•
•
•
•

7.22

Web-site, where the plan will be available to read in our ‘downloads’ section
Summary booklet – a summary of the plan will be developed and issued to
our tenants and other stakeholders
Stakeholder – All key stakeholders will be issued with a copy of the plan.
Newsletter – we will publish our progress against the plan every 6 months
including key tasks and performance against our Strategic Objectives.

A key objective in the Plan is to improve our engagement with our tenants on our
work and services. We will enter into dialogue and undertake a range of consultation
and surveys to inform the review of the plan, which will include
•
•
•
•

A focus group to discuss our progress against the plan and future
considerations and priorities
Residents Satisfaction Survey
A tenants’ survey on the improvements to their home through the
stock condition survey
An assessment of the outcomes of service surveys and complaints

8.0

Risk Analysis

8.1

Risk is an essential component of internal control to prevent business failure and a
negative impact on our service to our tenants and other customers, as well as
compromising the financial viability or sustainability of the Association.
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8.2

The Association reviewed its Risk Management Policy in September 2019. The
objectives of the Risk Management Policy are:
• to integrate risk management into the culture of the Association.
• to link the Risk Management Strategy to the Internal Audit and SelfAssessment Programme
• to manage risk in accordance with best practice.
• to consider the Social Housing Charter, as well as legal compliance as
minimum standards.
• to anticipate and respond to changing social, environmental, legislative and
political requirements.
• to prevent injury and damage and reduce the cost of risk.

8.3

Our approach to risk management includes the development of a Corporate Risk
Register, which identifies the main risks from sectional risk maps. The risks are
ranked based on their scoring of the ‘probability’ that they may occur and their
‘impact’ to the Association, which gives an overall score. The key controls to
mitigate these risks are also recorded and they will be incorporated into the outputs
in delivery plans and work plans for 2020-22, which are reviewed annually.

8.4

The Management Committee have an integral role in the identification of our
Corporate Risk Register, where they along with the SST score key risks emanating
through the departmental risks, which inform the Corporate Risk Register and main
risks affecting the achievement of our strategic aims and our business.

8.5

There were 12 risks in our Corporate Risk Register 2020-21 (CRR) approved by the
Management Committee in March 2020 The Management Committee have since
their approval of the Corporate Risk Register decided to include new or emerging
risks in the Corporate Risk Register:

8.6

o

Covid 19
As outlined in section 4.4.2, Covid19 has caused significant
disruption to our business, where it has forced the closure of our office and
impacted on our service. The key tasks to be undertaken to control, manage
and mitigate this risk and ensure we can successfully reopen our office,
restart services and continue to be financial viability are listed in appendix 3:

o

Compliance with Loan Covenants
Compliance with loan covenants were included the CRR due to a challenging
Annual Budget 2020-21, specifically the level of headroom on covenants with
RBS and Co-operative Bank. The key tasks to control, manage and mitigate
the risk of non-compliance of our loan covenants are listed in appendix 3:

The Corporate Risk Register 2020-21 includes the following risk:
These risk include
• Roll out of Universal Credit reduces our income and increases bad debts
affecting our business
• Covid 19 causes major disruption to service and impacts on financial viability
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•
•
•
•
•
•
•
•
•
•
•
•

8.7

Poor stock management and administration results in financial loss and
compromises best value of the Trade Team
Increased time and focus on Universal Credit cases impacts on other work and
services.
Trade Team are not best value for the Association compared to external
contractor or other RSL’s Trade Teams.
Non-compliance with loan covenants results in lenders recalling loans or
reviewing terms, as well as regulatory intervention as a notifiable event
Reduction /stagnated demand for3 apartment properties increases level of empty
properties and incurs financial loss
Lack of appropriately skilled members in the Community Centre Sub-Committee
Increased maintenance cost of equipment and services causes a financial burden
on the viability of the community centre
Community Centre is financially unviable increasing the cross- charge payment
by the Association
Increased poverty and benefit issues negatively impacts on households, resulting
in increased hardship and strain of resources
Regulatory intervention in relation to non-compliance with Regulatory Standards
or the Association’s activities results in statutory action by the Housing Regulator
Non-compliance with H&S legislation or risk assessments results in serious injury
or incident
Non-compliance in key areas of tenant safety e.g. legionella, fire, electrical safety
affects the health and wellbeing of our tenants, owner-occupiers and other
residents, also could result in fines.

Through recent strategic reviews of governance and financial management matters
in the Association, a range of other potential risks have been identified for possible
inclusion in the CRR. These are currently being managed and will be presented to
the Management Committee for their decision on inclusion in the CRR, they are as
listed:
Potential Risk

Current Arrangement

Leadership / Culture

GravitateHR appointed to help us deliver culture
change – Managed directly by the Management
Committee
Arneil Johnston appointed to undertake Rent
Affordability study – Presentation to the
Management Committee in August 2020
Health & Safety Working Group – Independent H&S
reports issued to the Management Committee.
Procurement of Stock Condition Survey in
September 2020
30-year Financial Plan to be presented to the
Management Committee in September 2020,
thereafter in May 2021 which will take account of the
finding of the Stock Condition Survey and new
Investment Plan

Rent Affordability

Health & Safety
Stock Investment
Long term viability

8.8

Appendix 3 details our Corporate Risk Register 2020-21 and this includes the key
controls to mitigate and manage the level of risk on the business and to the
achievement of our Mission.
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Regulatory Risk
8.9

The Scottish Housing Regulator (SHR) undertakes a risk assessment of RSLs
annually to inform their level of engagement with each housing association. The
Regulator will set an Engagement Plan for each RSL in March of each year. As a
result of Covid 19 the SHR has deferred the review of Engagement Plans to March
2021

8.10

The Management Committee’s decided in October 2019 the Association was
‘working towards compliance’ in their assessment of the Annual Assurance
Statement, which was submitted to the Scottish Housing Regulator and published to
our tenants and other customers on our website and in our newsletter, Cadder News.

8.11

The areas where the Management Committee feels the Association are ‘working
towards compliance’ in their assessment of compliance against Regulatory
Standards are as listed:
Regulatory Standards of Governance and Financial Management
The Management Committee feels it can improve its governance arrangements in
the leadership of the Association as outlined in Regulatory Standard 1. The
Association achieved a Governance Improvement Plan to improve its governance
and leadership and this was signed off in May 2020. A new Action Plan has been
developed to reflect the on-going work of GravitateHR to deliver culture change and
I.H.G in their review of our business.
Scottish Social Housing Charter
The Association has 17 properties where the kitchens do not currently comply the
Scottish Housing Quality Standard. We installed these kitchens in 2019-20 to ensure
full compliance.

8.12

The Association will aim to further strengthen its compliance in the year leading
towards the Annual Assurance Statement 2020 through achievement of an
improvement plan aimed at strengthening our compliance against the Regulatory
Framework and the Regulatory Standards of Governance and Financial Management

8.13

The Regulator last updated the Association’s Engagement Plan in February 2020,
where the main changes were:
• Recognition there is now a Governance Improvement Plan and it is being
implemented; and
• Removal of reference to our new build development at Tresta Road as it was
completed in May 2019.

9.0

Asset Management -

9.1

Asset Management is critical to the achievement of our Vision and Mission and will
inform the long term viability and sustainability of the Association. It requires a good
understanding of our housing stock and related factors including stock condition,
demand, tenants’ aspirations to inform our investment and financial plans.
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9.2

Stock Profile
The Association owns 694 mainstream properties and the chart below provides a
breakdown by house type and size

House Type

2apt

3apt

4apt

5apt

Total

%

Tenement

46

464

79

0

589

85

End Terrace

0

0

12

13

25

4

Mid Terrace

0

1

23

20

44

6

Semi-detached

0

10

22

4

36

5

Total

46

475

136

37

694

100

9.3

Ownership Mix
The ownership of properties in Cadder is as listed:

Ownership
Cadder HA
Owner-occupation
GHA

% of stock in Cadder
60%
36%
4%

9.4

Stock Condition

9.4.1

The Association last updated our stock condition survey in 2018 through David
Adamson Surveyors. We are committed to further improving our tenants’ homes and
the Management Committee approved a 5 year investment strategy in June 2018
and the main programme of cyclical and major repair works scheduled for 2020-22
are as listed:
Property Element

Type*

Target
Target
2020-21
2021-22
Kitchen Replacement
PM
26
93
Smoke/heat/CO detection upgrades
PM
380
0
Gas Boilers
PM
15
15
Bathrooms
PM
5
5
Verandah Screens
PM
111
0
Periodical Electrical Inspections
CM
129
130
Gas Servicing
CM
693
693
*CM denotes Cyclical Maintenance; PM denotes Planned Major Repairs
9.4.2

The Association will bring forward the procurement of an independent detailed stock
condition survey from 2021-22 to September 2020 in recognition of the findings from
HRC’s financial assessment, where it highlighted the need for more accurate
assessment and alignment of the stock condition and investment plans to the
financial planning process.

9.4.3

The SDM housing software system has a planned maintenance module, which has
historically been under used by the Association. A key priority will be to upload and
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maintain stock condition information including completion dates for key components,
servicing information on gas and electrical inspections, which will ensure good quality
data to inform our management of our properties and investment decisions.
9.5

Housing Demand

9.5.1

Our main stock type is 3 apartment tenement properties and following a demand
assessment to inform our grant claim for a feasibility study of the Cadder Vision and
new build housing development to Glasgow City Council in 2018, we identified the
need to for a more detailed assessment and the development of a Demand Strategy,
which was approved by the Management Committee in December 2019.

9.5.2

The letting of 3 apartment tenement properties above the ground floor throughout the
area, but particularly in Valia Street has become more challenging with demand very
low, where on certain occasions we have had to allocate from the 2-apartment
queue. This position could further deteriorate where neighbouring and other housing
associations in the north of the city continue with their new build programmes, which
could attract our tenants or potential applicants away from Cadder. This is a key
priority to ensure we have a healthy waiting list to enable us to let our properties and
contribute toward good tenancy sustainment and mitigate void loss in our income
projections.

9.5.3

The Demand Strategy includes the following initiatives and work with key partners to
stimulate demand for Cadder and in particular 3 apartment properties in our
tenement stock:
o Marketing of properties & area
o Engagement with Positive Action in Housing, Homeless Casework Team
o Development of a show flat for all prospective applicants to view.

9.6

Investment Strategy

9.6.1

The Association has made significant investment in our tenants’ homes in the last
decade with renewal of many of the key components i.e. windows, heating, kitchens,
bathrooms, and insulated render systems at a cost of over £10 million.

9.6.2

The investment strategy will be updated in March 2021 for the period 2021-26 to take
account of the stock condition survey in 2020-21. We will also factor into the
development of our investment strategy, the views from our tenants on the priorities
for investment in their home, through a questionnaire within the stock condition
survey process. The investment strategy will be presented to the Management
Committee in March 2021 and aligned with long term financial plans to inform our
financial viability and sustainability.

9.7

Quality / Energy Efficiency

9.7.1

The Association is fully compliant with energy standards set by the Scottish
Government for social landlords, specifically the:
o

Scottish Housing Quality Standard (SHQS). This was achieved in March
2020
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o

Energy Efficiency Standards in Social Housing (E.E.S.S.H) This was
achieved in March 2018 against a target date of March 2020.

o

E.E.S.S.H. 2
We will assess our compliance against EESSH 2 through the stock condition
survey, which will include completion of 121 Energy Performance Certificates
(EPCs) to fully complete our database to inform the accuracy of the energy
efficiency of all our properties.

9.8

Tenant Safety

9.8.1

The Association recognises the importance of the ‘Tenant Safety’ agenda through
our Asset Management Strategy to keep our tenants safe in their homes. We will
continue to progress key tasks in 2020-21 to ensure our tenants are safe in their
homes
• Asbestos:
Notify all our tenants on the location of asbestos in the
common property and their homes in October 2020. We will
also write to owner-occupiers to provide this information as
their property factor.
•

Electrical;

Progress phase 2 of the 5 year electrical testing of properties
in 2020-21.

•

Fire:

Complete the installation of smoke alarms and C02 detectors
in all our tenants’ homes by the Scottish Government’s
deadline of February 2021
Inspect all common closes based on the independent
sample survey in 2019-20 and develop a work programme for
Fire safety.

•

Legionella;

Complete works to all communal water tanks to either convert
to main water supply or undertake cyclical cleaning
arrangements in accordance with legislative requirements.

9.9

Procurement

9.9.1

The procurement of works, service and supply contracts is a key priority to meet
legislative requirements and the provisions of our Procurement Policy. The
programme for 2020-21 is outlined below:

Contract
Gutter Cleaning
ICT Support Services
Residents Satisfaction Survey
Legal Services
Plumbing materials

Tender Date
June 2020
June 2020
July 2020
July 2020
September 2020
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Joinery Materials
Electrical Materials
Anti-Social Services (BV Assessment)
Printing Services*
Insurance Broker
Out of Hours
Back-Up Contractors
Insurance Policy Cover

September 2020
September 2020
September 2020
October 2020
November 2020
December 2020
December 2020
February 2021

9.9.2

Through the cyclical review of contracts our aim is to achieve best value for money
and mitigate our expenditure, whilst receiving high quality services or goods. We will
either issue tenders in the Scottish Government’s procurement web-portal, Public
Contracts Scotland or access existing frameworks in our membership of procurement
organisations including Scotland Excel or Scottish Procurement Alliance.

9.10

Asset Management Strategy

9.10.1 A key focus for the Association is the implementation of the Asset Management
Strategy approved by the Management Committee in December 2019. The Strategy
will be subject of an interim review in December 2020 to take account of an array of
strategic work and key tasks to develop our compliance against the SHR’s
Recommended practice of Strategic Asset Management (2015), which include:
• Assessment of Scottish Housing Regulator’s 10 strands of Asset
Management;
• Assessment of the new Energy Efficiency Standard for Social Housing 2 and
to inform the Association’s position and any resource implications;
• Best value assessment of the Trade / Estates Team;
• Demand Assessment presented to the Management Committee in
December 2019 and the strategy for low demand housing in Vaila Street and
in 3 apartments tenement upper properties in the area;
• Development of a risk register for the Asset Management Strategy;
• Progress of key works in ‘Tenant Safety’

10.

Financial Plans

10.1

Current Financial Position
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10.1.1 The Association continues to maintain a positive financial position and in 2019-20
there was an operating surplus of £590,507 and we had cash reserves of
£2.789million at 31 March 2020.

10.1.2 The Annual Budget 2020-21 was based on the following:
• Rent increase of 3.2% for all stock except Tresta Road which was increased
by 4.2%;
• Void rent loss reduced from 1.25% to 1.00%
• Salary costs include inflationary uplift of 1.6% for the 2nd pay award of the 3
year deal.
• Continuing to service our existing loan port-folio of £6.2m with no new
borrowing
10.1.3 The Budget also showed our investment in our tenant’s homes and our major repairs
programme in 2020-21 with a spend £0.464m on mainly renewal of verandah
screens (£148k) and kitchens (£272k). We have also made provision for other
potential works i.e. bathroom and boiler replacements and electrical wiring upgrade
in voids or the kitchen programme.
.
10.1.4 The Annual Budget 2020-21 approved by the Management Committee in March
2020 shows an operating surplus of £0.351m, with interest payments of £0.168m
resulting in an overall surplus of £0.183m.

10.2

Review of the Annual Budget 2020-21

10.2.1 The Association’s work and services have been significantly affected by Covid 19
and it was decided we would review the Annual Budget 2020-21 and this is
progressing in two ways:
▪

The Association procured the services of the Indigo House Group to update
our 30-year financial plans for the purposes of this business plan and this
included an interim review of the Annual Budget 2020-21 mainly to reflect the
impact of Covid as it is currently understood and to establish the expected
outturn this financial year for including in the 30 year projections; and,

▪

The Association has procured the services of FMD Associates to prepare the
Management Accounts for the Association which will be presented to the
Management Committee in August 2020. There will be a full review of the
Annual Budget 2020-21 to reflect the change in our operating environment
and a full revised budget will be presented to Management Committee in
September 2020.

10.2.2 In the interim review of the Annual Budget 2020-21, for the purposes of preparing the
30-year plan, we have therefore included a reduction in the staffing budget by
£0.250m to reflect the saving of staff vacancies and receipt of furlough grant. The
level of savings in staffing costs will be kept under review through the rest of 2020-21
as part of the reporting of the Management Accounts and may, in fact exceed, the
£0.250M identified to date as part of this exercise.
10.2.3 We have maintained expenditure levels for repairs, cyclical costs and planned major
repairs to allow for the opportunity to catch-up on some property maintenance and
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planned programmes of work in the remainder of the year where this becomes
possible. This will be kept under review through the quarterly Management Accounts
in 2020-21.
10.2.4 The expected outturn for 2020-21 therefore included in the 30 year projections
shows an operating surplus of £0.404m and an overall surplus of £0.236m projected
for this financial year.

10.3

30 Year Financial Projections

10.3.1 As at 1 April 2020 the Association held cash reserves of £2.790m and had
outstanding debt of £6.2m (£8,933 per unit) and net assets of £7.802m (£11,243 per
unit).

10.3.2 The review of the 30 Financial Plan is based on the following assumptions:
• CPI assumptions now based on the Bank of England monetary target of 2%
(previously 2.9% long term);
• Our stock of 694 properties being retained and invested in;
• Average rent of £4,760 and real rent increases above CPI in years 1 to 5 of 0.5%
and nil thereafter;
• Investment of £18.538M inclusive of VAT, Fees & Preliminaries. This is
equivalent to £26,712 per unit; and,
• Year 1 of the plan (2020/21) reflects the adjustments made by Indigo House as a
result of updates to the Annual Budget for Covid 19.

10.3.3 Appendix 5 shows the 30 year cashflow projections commencing in 1 April 2020 to
2050, which shows a strong financial position with cash reserves in 2050 of £5.474m.

10.3.2 The cash flow forecast and debt profile over the 30 year period is shown in the
following chart:

Cadder 30 Year Cash and Debt Profile
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The above chart illustrates cash flow performance as follows:
➢ Short term:
The Association anticipates fairly constrained financial performance in the first 5 years
with the closing cash at year 5 forecast at £2.405M which is a decrease of £0.385M on
the cash held at 1st April 2020. This indicates that every pound of tenant’s rents and
other income collected is already earmarked for expenditure. There is a net cash outflow
this financial year, resulting in a closing cash position expected at 31st March 2021 of
£2.233M.
➢ Medium term:
Cashflows in years 6-15 perform stronger with reaching £3.784M in Year 15.
➢ Longer term:
From year 16 onwards the cashflows continue to grow, reaching £5.474M in Year 30.
This represents an increase of 96% over a 30-year period, being an average of £0.089M
per annum over 30 years.

In terms of the debt profile, the financial plan demonstrates that the Association can
meet our existing debt obligations and we are debt free in year 15 (2035), therefore
in the longer term we have reasonable further borrowing capacity.

10.4

Loan Covenants

10.4.1 Through the review of the 30 year financial projections outlined in the Plan we have
reviewed the financial covenants to ensure compliance with our loan conditions

10.4.2 The Association has 3 lenders with varying conditions on the term of their loans.
• Cooperative Bank,
• Royal Bank of Scotland and
• Bank of Scotland
10.4.3 The covenant calculations indicate that all the financial covenants will be met over
the period. The tables below show the projected covenants against the targets for
the lenders.

Cooperative Bank

Test

Covenant Year 1
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Year 2

Satisfied
Yes / No

Total Income / Total Interest
Payments

Greater
than

Net Annual Income

Greater
than
Greater
than

Value of Charges Properties/Loan*

200%

1949%

2358%

YES

100%

120%

135%

YES

80%

399%

444%

YES

Royal Bank of Scotland

Test

Covenant Year 1

Adjusted Operating Surplus /
Finance Costs

Greater
than

1.15

2.04

4.26

YES

Total Financial Indebtedness /
Property Cost

Less
than

60%

14.59%

12.34%

YES

Valuations / Loans*

Less than

1.15

0.30

0.21

YES

Bank of Scotland

Test

Interest Cover

Greater
than

Balance Sheet Gearing*

Greater
than

Asset Cover*

Greater
than

Covenant

110%

60%

100%

Year 1

Year 2

Year 2

Satisfied
Yes / No

Satisfied
Yes / No

506%

650%

YES

412%

468%

YES

121%

125%

YES

*The valuation and gearing covenants are unaffected by the latest updates to the 30-year
cashflow forecasts. These have not been further validated, as would be the case, during an
audit or due diligence exercise.
10.4.4 There are 2 key financial covenants that require a greater degree of monitoring.
These are:
• Net Annual Income to Loan and Capital payments (Cooperative Bank)
• Adjusted Operating Surplus to Finance Costs (Royal Bank of Scotland)

10.4.5 As both these covenants are impacted by the operating surpluses, interest and loan
payments they are subject to the most movement each year. The Association aims to
maintain headroom on these covenants of £100,000 to allow for any unforeseen
expenditure or lost income that may occur in the year.

10.4.6 The headroom on the key covenants for the projections are:
Key Covenants Headroom

Test

Headroom Year 1
Target
2021
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Year 2
2022

Satisfied
Yes / No

Net Annual Income /Loan
Interest + Capital
Adjusted Operating Surplus /
Finance Costs

Greater
than
Greater
than

100,000

62,777

116,930

YES

100,000

160,729

487,617

YES

10.4.7 In view of the financial projections the Association will comply the financial
covenants of the loans for the period of the plan. Although the target headroom of
£100k will not be met for the Cooperative covenant in year 1 there would still require
to be an adverse impact of £196k in order for the covenant term to be breached.
10.4.8 The covenants continue to be met beyond the period of the plan being presented.

10.5

Investment Profile

10.5.1 The Association last undertook a stock condition survey (SCS) in 2018 through David
Adamson Surveyors in 2018. This survey was based on 641 properties, as it did not
include our new build development completed on 2018 (50 units) and conversion of
our former offices in Skirsa Street to flats for rent (3). The SCS finding were as listed:
• 99.7% of properties met the SHQS
• Total investment was £17.279m inclusive of VAT, Fees and Preliminaries.
This equates to spend of £27,114 per property inclusive of VAT, Fees and
Preliminaries.
10.5.2 The Association’s provision for investment in the 30 year cashflow is £18,538m
inclusive of VAT, Fees and Preliminaries, which is equivalent to £26,312 per unit.
The chart below shows a summary of key areas of spend and their movement from
the original SCS and our latest investment profile in the 30 year plan

The Association has made the following amendments in bringing the investments
needs through the SCS into the 30 year financial plan:
• The current financial plan is from 1 April 2020, therefore 2019-20 has been
removed and a new 30 year plan included. The change in the timeframe
adds £0.678m to the plan.
• Inclusion of £0.514m for long term investment to the Tresta Road
development
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•

Additional £1.902m for other works i.e. contingency budget of £0.50m for
unplanned expenditure (£1.286m) and Stage 3 adaptations which is grant
receivable (£0.682m) () denotes 30 year total.

The chart also shows:
• £0.925 less investment than the SCS to internal works, which reflects HRC’s
report that the Association has demonstrated better VfM than industry
averages would explain this difference.
• Additional expenditure pf £0.404m for roof coverings
10.5.3 The Association will undertake a SCS in 2020-21, which will inform:
• Our compliance with EESSH 2
• Our investment Programme in 2021-26 in March 2021
• Our investment profile for the review of 30 Year Financial Plan in May 2021

10.5.4 The following chart shows the timing of investment through the 30 year plan,
which is mainly backloaded to reflect the CESP contract in 2012-13, our new
build development and planned roofing works from year 24:

Total CHA Investment Profile in 5 Year Blocks
£6,000,000
£5,000,000
£4,000,000
£3,000,000
£2,000,000
£1,000,000
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10.6

Years 6-10 Years 11-15 Years 16-20 Years 21-25 Years 26-30

Cadder Community Centre

10.6.1 The Association has taken the decision not to re-open the Cadder Community Centre
until at least January 2021. In the review of the CC Annual Budget 2020-21 it shows
the following:
•
•
•
•

A reduction in income from £0.234m to £0.097m with the only income in
2020-21 being the Association’s cross charge payment for use of the Centre.
Staffing costs reduced to £0.147m to £0.047mreflecting furlough of staff and
staff vacancies
Expenditure costs have been updated, although many are fixed and will
continue to incurred despite its closure
The Centre was originally budgeted to make a surplus of £0.026m and is now
forecast to make a deficit of £0.032m. In future years the Centre is expected
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to make surpluses based on projected grant and usage income, as well as
staffing arrangements supported by employability and volunteers.
10.6.2 The Association has to decide on whether the Centre will re-open in January 2021
and undertake the following key strategic tasks:
•
•
•

10.7

Develop a strategy to re-open the Centre and inform income and expenditure
through to March 2021
Review of the CC Annual Budget 2020-21 to inform 30 year financial
projections.
Review of the CC Business Plan to set the strategic direction and work
programme to make the Centre viable and sustainable.

Financial Risk

10.7.1 In stress testing the sensitivity of the financial plan, I.H.G have undertaken various
scenarios which may be within or out with the Association’s control. They considered
the impact of changes on NPV od the plan and cash held. The results are
summarised in the chart below:

The sensitivity testing highlights the plan is very sensitive to changes in key income
and expenditure assumptions and financial performance and financial planning
assumptions should remain under review by the Management Committee.

10.8

Financial Summary

10.8.1 The Association has a realistic and stable financial plan that provides greater
affordability of rents for its tenants and confirms it can sustain its management,
maintenance and investments costs throughout the plan. We have a reasonable
level of debt with good lending terms, which will be fully paid off by year 15 of the
plan and this will enhance our financial viability in the long term.
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10.8.2 The Association is a good position to further strengthen its financial sustainability
through the work of HRC’s independent financial review and IHG’s strategy
assessment through the action plan to attend to the recommendations, as well as
IHG’s development work on the 30 year investment plan.

10.8.3 Through the development of the Business Plan 2020-22 we have identified a delivery
plan and key areas to strengthen our sustainability, these include:
•
•
•

The Cadder Community Centre
Achievement of best value, particularly through procurement of contracts and
ICT to ensure greater efficiency and cost effectiveness in the business
Key strategic tasks to strengthen the financial sustainability in key areas:
o Management Costs Review of staff structure.
o Investment
Review of the stock condition survey /
Review of the investment plan
o Financial Planning
Review of the 30 year financial plan

10.8.4 There are a number of risks that could have a material impact on the financial
position of the business and these have to be closely managed and
monitored:
o
o
o
o
o
o

Impact of Universal Credit
Void rent loss
Breach of Covenants
Cadder Community Centre
Rent affordability
Trade deal between the UK and EU and others.
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11.

Areas of Significant Importance

11.1

Community Centre

11.1.1 The Association opened the Cadder Community Centre in June 2016, which was
designed by Cooper Cromar Architects and built by Clark Contracts at a total cost of
£3.1million. There was £2.5million of the cost secured through external funders, they
included the Big Lottery, Scottish Government, Glasgow City Council and the Climate
Challenge Fund. The Association’s contribution was circa £0.6million, which ensured
the build of a state-of-the-art community facility that will serve existing and future
generations of Cadder residents.
11.1.2 We are fully aware of the challenge and risk associated with the community centre
and we have undertaken a range of strategic tasks in last year to inform the strategic
direction, delivery model and financial arrangements of the centre, these are as
listed:
a) Community Centre Business Plan
The Association developed a Business Plan 2019-22 in March 2019 to set the
strategic direction in the form of a Mission statement, strategic aims and a
work programme to ensure the centre was financially viable and sustainable.
b) Delivery Model
We procured the services of Harper MacLeod Solicitors (HMcL) to assess
whether we should establish a Scottish Charitable Incorporated Organisation
(SCIO) to own or manage the centre, as a vehicle to mitigate risk on the
Association. HMcL’s conclusions were there would be no advantage in
establishing a SCIO, where it would not result in any meaningful transfer of
risk to the SCIO and it would merely give rise to an additional range of risks
and would simply compound the current issues and risks in the centre.
c) Financial Arrangements
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We appointed Jones Lang La-Salle (J.L.L) to independently assess our crosscharge payment for our use of centre, as well as room hire rates. J.L.L found
our rates to be comparable with other centres operating in the north and west
of the city. In terms of the cross-charge payment for our use of the centre it
was affordable and comparable, as well as reasonable and justifiable as
owners and to inform the financial viability of the centre
11.1.3 The Scottish Government’s lockdown of the country due to Covid 19 in March 2020
forced the closure of our community centre. The Association has decided not to reopen the centre until at least January 2020 due to uncertainty on the length of the
lockdown period, challenges with social distancing; and to give centre users and the
community some time beyond the end of the lockdown period to gain confidence to
interact socially and consider their use of the centre.
11.1.4 The Association should use the time of the closure of the centre to undertake a
review of the Community Centre Business Plan and to develop a strategy to re-open
the centre in January 2021 or when it is safe to do so, ensuring it is financially viable
and sustainable, going forward..

11.2

Trade Team

11.2.1 The Association established an in-house trade team in 2013 with the specific aim to
‘do more for the same’ and ‘trap the profit in Cadder’ to improve our repairs service
and commence a programme of major repair installations in the form of kitchens and
bathrooms to all our tenants’ homes.

11.2.2 The delivery of the maintenance service through an in-house Trade Team ensures
greater control, accountability and improved standards of work by qualified
tradesmen and handyperson service.

11.2.3 The Trade Team provide a very good repairs service to our tenants and there are
high levels of satisfaction for the works within our major repairs programme. We
have completed the bathroom renewal programme to our tenants’ homes and are
progressing well with the installation of new verandah screens and kitchens that will
be completed in 2021 and 2022, respectively. We adapted the Trade Team structure
in 2018-19 to meet the resource requirements of the 5-year investment strategy
2018-2023,

11.2.4 There have been challenges and shortcomings in the delivery of the maintenance
service through the Trade Team associated with administration arrangements, stock
management, work planning, which have clearly been affected by the lack of
leadership and management due mainly to the turnover in the Maintenance
Manager’s position.

11.2.5 The Association needs to assure itself we are receiving best value for money in the
delivery of maintenance service and improvements to our tenants’ homes. We
appointed ARK Consultancy to undertake an independent best value assessment of
the Trade Team, which will be reported to the Management Committee in September
2020. This exercise is important to demonstrate our costs and service outcomes are
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favourable and comparable with external contractors and other housing associations’
trade teams, which would normally be assessed through a quality and price
assessment in the tendering process for work contracts.

11.2.6 The Management Committee will consider the findings and options for the delivery of
the maintenance service. A business plan will be developed for the Trade Team by
November 2020 if they are seen to achieve best value for money in the delivery of
our maintenance service. The outcome of the best value assessment of the Trade
Team will be a key consideration in I.H.G’s review of the staff structure to commence
in September 2020.

12.

Monitoring, Reporting & Review
Monitoring

12.1

The Director will monitor progress against the achievement of Strategic Objectives
and the Plan, which will include the following:
• Progress and performance against corporate targets and KPIs
• Progress against the work schedules
• Progress of key tasks in the Delivery Plans

Reporting
12.2

The Director will present a quarterly report on progress against the Plan to the
Management Committee, which will include the key areas of monitoring listed in
section 12.1.
The quarterly report will outline progress against the following to evidence
achievement against the Strategic Objectives:
✓ the key goals in each sub-objective in the Delivery Plans;
✓ the schedule of policies, procedures and self-assessments; and
✓ The corporate targets and key performance indicators.

Review
12.3

The Director will lead on the review of the Business Plan for 2021-22 and year 2 of
the current Business Plan 2020-22, which will be presented to the Management
Committee in March 2021.
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-

Organisation Structure

Staff Structure 2017-20

(Updated August 2020)
Director
Grade 10

Customer Services Manager
(Grade 9)

Asset Manager
(Grade 9)

Technical Services
Officer
Grade 7

Repairs
Co-ordinator
Grade 6

Repairs
Administrator
Grade 5

Finance &
Corporate Services
Grade 9

Customer Services
Team Leader
(Grade 8)

Charge
Hand
Estate
Caretaker
Grade TAS6

Estate
Caretaker
Grade TAS
2/3
(3 Posts)

Community
Regeneration
Manager
(Grade 8)

Corporate Services
Officer
Grade 7

Customer Service
Officer
Grade 7

Financial
Inclusion
Coordinator
Grade 7
(P/T – 17.5
Hours)

Customer Service
Assistants
Grade 6
(2 Posts)

Finance Assistant
Grade 6
(P/T – 28 Hours)

Administration
Assistant
Grade 4

Community Centre
Co-ordinator
Grade 7

Community Centre
Operative
Grade TAS 2
(3 Posts)

Trade Team
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Community Centre Receptionist /
Clerical Assistant
Grade 3

Key:
Key
Key

Trade Team

= Posts filled Permanently

= Posts filled temporarily

Technical Services Officer
Grade 7

= Posts vacant – not filled

Plasterer / Tiler
TAS 5/6
1 Posts

Electrician
TAS 5/6
2 Posts
1 post vacant

Joiners
TAS 5/6
2 Posts
1 post vacant

Handyperson
(Re-active Repairs)
TAS 4
Storeman / Labourer
TAS 2/3
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Plumber
TAS 5/6
1 Post
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S.W.O.T ANALYSIS

(Strengths, Weaknesses, Opportunities, Threats)
Strengths
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Weaknesses
•
•
•

Repair service
Experienced & committed staff
Experienced & committed Committee
Staff / Committee working more
together
Locally based
Financial Position
Low levels of ASB
Training opportunities
Good management of risk
Management of Covid – clear direction
Diversity (Age / Culture)
Office facilities
Communication
Customer Satisfaction
Good Customer relations / visible in
community
Stakeholder relations
Low staff turnover
Governance
Performance stats
Dealing with welfare reform
Trade / Estates Teams’ service
Stable community
Housing quality

•
•
•
•
•
•
•
•
•
•
•

Views of Staff / MC on culture of Cadder
Demand
Committee
- not representative of the community
- Committee numbers
- Pressure on Committee members as
volunteers
Community engagement
Over reliance / lack of employability
Turnover – Maintenance Manager
Location of Cadder
Community Centre – lack of Use
SDM not used to full capacity
Environmental works
Apathy
Transport links
Higher management costs
Trade & Estates Team – not taking
ownership

Opportunities

Threats

•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

•

Culture / People strategy
Increased tenant engagement
Community Centre re-think / re-launch
Cadder Vision
Funding
Flexible working
Procurement savings
Staff re-organisation
Improve environment
Committee recruitment
Understand the needs of community
Strong staff communication
Increase on-line services
Environment of estate
Ways of working – working smarter
New housing
Trade services review / reconfiguration
Digital Inclusion – social media
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Covid 19 impact – arrears services
Rent control legislation- Reduced rent
MC numbers / skills & diversity
Competition from landlords
Inflation rates
Rents uncompetitive
IT / Hacking
Loan covenants
Staff absence
EESSH 2
Increase in voids
Poverty
Post Brexit – EU trade implications
Staff / Committee turnover
Stock types / Ageing
Community Centre viability
Apathy
Tenancy sustainment
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P.E.S.T.L.E ANALYSIS

(Political, Economic, Social, Technological, Legal, Environmental)
Political

Economic

•
•
•
•
•
•
•
•
•
•
•
•

•
•
•
•
•
•
•
•
•
•
•
•
•

•

Covid 19
Indy ref2
Reduced public funding / services
Housing policy change
Welfare reform
GWSF – creeping services
Scottish Index of Multiple Deprivation
Rent Control Legislation
Furlough funding
Homelessness rapid rehousing
Social security Scotland
Health & social care services do not
meet needs
New housing supply

Social
•
•
•
•
•
•
•
•
•
•
•
•
•

Technological
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Ageing population
Demographic
Poverty
Rising customer expectations
Changing needs and expectations of
customers
Transport links
Support needs / adaptations
Mental health
Lack of socialising
Low demand for properties
Increased unemployment
Increasing presence of housing staff in
the community
Community Centre - Future services

Legal
•
•
•
•
•
•
•
•
•
•
•

Inflation
Interest rates
Labour turnover
Brexit impact
Loan covenants
Community Centre – Impact of Covid19
Universal Credit
Increased unemployment
Recession
Rent levels / vfm
Viability of RSLs impaired
Shared services
Refurbishment vs new build

Changing technology
Use of I.T – 24/7 on-line services
I.T / Phone system to meet needs
Internet access for community
SDM Capacity
Mobile working / home working
Remote working
Social media
Portal for tenants / contractors
Training arrangements
Upskilling staff
Cyber attacks
Driving the efficiencies agenda
Lone working technology

Environmental
•
•
•
•
•
•
•

G.D.P.R
New regulatory framework
Higher regulatory expectations
SHR strategic interventions / mergers
Health & safety
Procurement legislation
Covid 19 legislation
Freedom of Information
Housing (Scotland Act 2014
EESSH 2
Mandatory Electrical Safety Inspections
for RSLs

•
•
•
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Climate Change
Neighbourhood reputation
Lack of useable green spaces
Waste removal
Energy efficiency
Estate Caretaking – Increased Services
City Council do not enforce car parking
guidelines
GCC’S Environmental Services
Car parking & alternative forms of
transport
Graffiti removal

Appendix 3

Corporate Risk Register

The following table provides details of the main risks affecting the Association in 2020-21.
Current

(1)

2

2

1=

1=
(- )

Roll out of Universal
Credit reduces our
4.5
income and increases
bad debts affecting our
business e.g.
compliance with loan
covenants, funding for
work and activities, rent
increases.

4.4.5

Covid 19 causes major
disruption to service
and impacts on
financial viability

4

Poor stock
management and
administration results
in financial loss and
compromises best
value of the Trade
Team

4.5

4

4
18

•
•
•
•

18

4.5
4.5

4

18

DWP surgery ongoing (community centre)
UC information issued via newsletter /
website
Discussion being held with Social Security
Scotland to commence surgery in 2020
Implement Welfare Reform Action Plan

▪ Develop risk assessments for re-opening of
office and affected services and activities
▪ Development of a Covid 19 Policy
▪ Development of an Action Plan to re-open
our office
▪ Review the Annual Budget / 30 Year
Financial Plan
▪ Development of Business Continuity Plan
•
•
•
•
•
•
•

Aligning delivery notes / invoices
Refining SDM maintenance codes to stock
Better management of stores
Training by SDM to improve stock monitoring
Develop SQL reports for all planned works.
Apply pricing increases for all stock
Monthly monitoring of delivery notes, closed
jobs lines.
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Risk Score

Impact

Risk
Level

118

Risk Score

Probability

Key Control

Risk Score

1=

Impact

Rank

1

Risk Score

Probability

Number

Description of Risk

Residual

Risk

Legislative,
Regulatory and
Organisational
Standard
Grouping(s)

Level
SHR – RS

4.5

4

18

• RS 3
Organisational
Objectives
• SO2
• SO5

3

4

12

SHR – RS
• RS1
• RS 4
Organisational
Objectives
• SO1,SO2
• SO3,SO4
• SO5
SHR – RS

3

4

12

• RS 3
• RS 4
Organisational
Objectives
• SO3
• SO5

Current

44

164

3.5

4.5
3.5

15.75
4.5

5

15

5

5

Trade Team are not
best value for the
Association compared
to external contractor
or other RSL’s Trade
Teams.

6

6

Non-compliance with
loan covenants results
in lenders recalling
loans or reviewing
terms, as well as
regulatory intervention
as a notifiable event

7

7=

Reduction /stagnated
demand for3 apartment
properties increases
level of empty
properties and incurs
financial loss

3

3.5

43.5

144

Risk Score

4

Risk Score

Impact

Increased time and
focus on Universal
Credit cases impacts
on other work and
services.

Key Control

Legislative,
Regulatory and
Organisational
Standard
Grouping(s)

Probability

(6=)

Risk Score

4

Impact

Rank

4

Risk Score

Probability

Number

Description of Risk

Residual

3

3

9

• Best Value assessment of TT by Ark
Consultancy
• Quarterly assessment of the productivity
• Quarterly assessment of Trade Team
outcomes:
• Effective administration arrangements:
• Review of Stock

3

4

12

SHR – RS
• RS 3
Organisational
Objectives
• SO2
• SO5
SHR – RS
• RS 3
• RS 4
Organisational
Objectives
• SO 2
• SO 3

• Monitoring of financial ratios in the quarterly
management accounts
• Assessing covenant financial ratios in Annual
Budgets
• Assessing covenant financial ratios in 5 and
30-year financial plans and scenario testing
• Preparation of 6 monthly treasury
management reports
• Assessment of impact on covenants of
decisions/ proposal.

2

5

10

SHR – RS

•
•
•

3

Risk
Level

• Staff structure review
• More outcome-based approach
• Maximum use of other resources:
DWP surgery
Tenancy Support Service

•

Implement Demand Action Plan
Monitoring of Voids / Allocations outcomes
Renewed marketing initiatives to
commence
GCC to increase homeless referrals for
2020/21

64

Risk
Level

•

RS3

Organisational
Objectives
•
•

3

9

SO4
SO5

SHR – RS
• RS 3
Organisational
Objectives
• SO 2, SO 3
• SO 5

Current

Risk Score

3.5

4

14

Lack of appropriately
skilled members in the
(10=)
Community Centre
Sub-Committee
compromises the
governance of the
centre

9

7=

Increased maintenance
cost of equipment and
services causes a
financial burden on the
viability of the
community centre

3.5

4

144

10

7=

Community Centre is
financially unviable
increasing the crosscharge payment by the
Association

3.5

4

144

Increased poverty and
benefit issues
negatively impacts on
households, resulting
in increased hardship
and strain of resources

3.5

(4)

11

7=

43.5

144

Risk Score

Impact

7=

Risk Score

Impact

Probability

8

Key Control

Legislative,
Regulatory and
Organisational
Standard
Grouping(s)

Probability

Rank

Risk Score

Number

Description of Risk

Residual

• Advertise for co-opted Committee member
to improve skills on CC sub-Committee.
• Identify training needs of current members.
• Undertake annual Committee Appraisals
• Organise a tour of similar community
centres in the sector to improve members’
knowledge and awareness of issues and
opportunities to strengthen governance
arrangements.
• Maintain a record of equipment and systems
• Identify maintenance/servicing contractors
• Identify lifecycle replacement timescales
• Incorporate lifecycle replacement costs into
the CC Financial Plan to inform viability
• Pursue funding for equipment and systems

3

3

9

3

3

9

SHR – RS
• RS 3
• RS 4
Organisational
Objectives
• SO 5

• Strategy to re-open centre in January 2021.
• Review of the CC Business Plan to inform
work programme to achieve strategic aims
and mitigate risks
• Implement a marketing plan
• Recruitment of CC management posts
• Monitor financial / performance indicators for
lettings, events and activities in the Centre.
• Preparation of quarterly accounts for the CC
• Targeted benefit campaigns
• DWP Job Club
• Partnership working with Step Change (debt
advice service)
• Engage with Poverty Alliance to assess
measures to mitigate poverty in Cadder in
2020-21

3

4

12

SHR – RS

Risk
Level
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Risk
Level

SHR – RS
• RS1
• RS6
Organisational
Objectives
• SO4

• RS3
• RS4
Organisational
Objectives
• SO5

3

4

12

SHR – RS
• RS 3
Organisational
Objectives
• SO5

Current

14

14
(2=)

4.5
3

13.5
4.5

Non-compliance with
H&S legislation or risk
assessments results in
serious injury or
incident

2.5

Non-compliance in key
areas of tenant safety
e.g. legionella, fire,
electrical safety affects
the health and
wellbeing of our
tenants, owneroccupiers and other
residents, also could
result in fines.

Risk Score

3

Compliance with Engagement Plan
Achieve completion of the Governance
Improvement Plan
Good progress in culture change
programme
Positive Assurance Statement – 2020
Committee training on Regulatory
Framework and Standards to ensure
effective governance arrangements

2

4.5

9

Independent h&s audit every 2 years
Quarterly H&S Working Group meetings
Develop and review risk assessments.
Review fire risk assessment every two years
Develop a programme of H&S Training for
2020-23
• Maximise the use of on-line H&S training
• Report H&S outcomes quarterly to the
Management Committee

2

Risk
Level

•
•
•
•
•

2.5

52.5

52.5

12.5
5

12.5
5

Risk Score

Impact

13

Regulatory intervention
in relation to noncompliance with
Regulatory Standards
or the Association’s
activities results in
statutory action by the
Housing Regulator

Key Control

Probability

13

Risk Score

12

Impact

Rank

12

Risk Score

Probability

Number

Description of Risk

Residual

•
•
•
•
•

Legionella
• Clean communal attic tanks every 2 years
• Convert tanks to mains supply in 2020-21
• Inspect communal tanks in use annually
• Monthly testing of water tanks in the
community centre, office and Balmore unit.
Fire Safety
• Develop programme of works following fire
safety risk assessment of common closes.
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Risk

Legislative,
Regulatory and
Organisational
Standard
Grouping(s)

Level
SHR – RS
• RS 1
• RS 6
Organisational
Objectives
• SO 4
• SO 6

5

10

SHR – RS
• RS1
Organisational
Objectives
•
•
•

2

5

10

SO3
SO4
SO5

SHR – RS
•

RS1

Organisational
Objectives
•
•
•

SO3
SO4
SO5

Current

Risk
Level

• Undertake fire risk assessments of
Association’s in 2021
• Develop a poster for each close on fire safety
/ evacuation advice.
• Installation of smoke and C02 detection
systems to all tenants’ homes
Asbestos
• Notify tenants and owners on location of
asbestos in common property and home
• Continue void led testing on properties to
increase our database of stock types.
Electrical safety
• Undertake phase 2 of the Electrical safety
testing in 2020-21
• Prepare an article for newsletter / website to
encourage tenants to report electrical faults
Implement the Landlord Safety Manual to
continuously improve tenant safety in 2020-21

( ) denotes the position in the Corporate Risk Register 2019-20
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Risk Score

Risk Score

Impact

Key Control

Probability

Risk Score

Impact

Risk Score

Probability

Rank

Number

Description of Risk

Residual

Risk
Level

Legislative,
Regulatory and
Organisational
Standard
Grouping(s)

Risk Matrix & Scoring Criteria

Risk

Probability
Impact

1

2

3

4

5

Rare

Unlikely

Possible

Likely

Almost Certain

5. Major

5

10

15

20

25

4. Significant

4

8

12

16

20

3. Moderate

3

6

9

12

15

2. Minor

2

4

6

8

10

1. Negligible

1

2

3

4

5

Risk Score Assessment
16 or more
12 – 16
6 – 10
1-5

Risk Score if High
Risk Score is Significant
Risk Score if Moderate
Risk Score is Low
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Appendix 4

Delivery Plans / Key Work Schedules

4a i Delivery Plan
Strategic
Objective
Strategic
Objective 1
Mitigate the
Impact of
Covid 19

Strategic
Objective 2
Improving
our Housing
Service

Summary of Key Goals on Delivery Plans 2020-21

Sub Objective

Key Goals

Completion Date

Review Strategic & Financial
Plans associated with the
significant impact of Covid on
the business

•
•
•
•

Review Annual Budget 2020-21
Review 30 Year Financial Plans
CC Business Plan
Maintain monthly report on impact of Covid 19 in
relation to finance, service, reputation.
• Business Continuity Plan

•
•
•
•
•

August 2020
September 2020
November 2020
August –
December
February 2021

• Maintain action plan to mitigate virus on the
business
• Report on Resident Satisfaction Survey
• Establish Focus Groups to gather tenants’
views
• Establish a Scrutiny Panel
• Independent report on rent affordability
• Report on annual increase 2021-22
• Development of Investment Strategy 2021-26
• Increase in housing applications for 3 apt
tenement properties from 75 to 100
• Create a show flat to promote Cadder to housing
applicants
• Review staff structure to assess adequate
resources
• Hold UC surgery to maximise tenant awareness
• Initiatives to maximise income such as rent
campaign, events to promote benefit take up
• Arrange for Social Security Scotland surgeries for
residents to maximise uptake of devolved
benefits.

•

August - December • Director

•
•

February 2020
• Housing Manager
Sept - March 2020

•
•
•
•
•

April 2021
September 2020
September 2020
March 2021
March 2021

•

November 2020

Develop a Business Continuity
Plan
Keep staff & customer Safe in
the office
Engage with our tenants to
improve our housing service

Ensuring our rents are
affordable & value for money
Improve demand for housing

Maximise Income & Mitigate
UC impact
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Responsible
•
•
•
•

F&CSM
F&CSM
Director
Director

• Director

•
•
•
•

Housing Manager
Housing Manager
Asset Manager
Housing Manager

• January 2021

•

IHG/MC

• January 2021

•

Housing Manager

• November 2020

•

Housing Manager

• January 2021

•

Housing Manager

Strategic
Objective 3
Improving
our Housing
Quality

Undertake an independent
stock condition survey
Deliver a programme of
servicing and improvements to
our tenants’ homes

Maximise best value of Trade
Team

Strategic
Objective 4
Delivering
Good
Governance

Strengthen the Governance
and leadership of the
Association

Strengthen compliance with
Regulatory Standards

Strategic
Objective 5

Review the Association’s Staff
Structure
Continuing to strengthen the
financial position of the
business

• Report on stock condition survey

•

February 2021

• Asset Manager

• Installation of 111 verandah screens
• Installation of Smoke Alarms (380 installs)
• Complete phase 2 of the electrical
inspections programme (129 services)
• Maintain full compliance with gas servicing
• Develop an Investment Strategy 2021-26
• Independent report on best value of Trade
Team
• Development of a TT Business Plan / Exit
Strategy.
• Improved management of stock
• Quarterly stock take
• Investigate PDAs for the TT to improve efficiency.
• Appoint members with HR, Maintenance or
Community Regeneration experience.
• Appoint a tenant member
• Increase membership by 20% in 2020-21
• Convene annual mini-conference to achieve MC
training plan
• Annual Performance Reviews of Mc Members
• Review our Rules to reflect the new
Regulatory Framework
• Review the Annual Assurance Statements
2020
• Implement Action Plan
• Liaise with SHR in relation to the Engagement
Plan
• Commence procurement of independent
assessment of compliance with Regulatory
Standards
• Report to the Management Committee on Staff
Structure
• Review of the staff structure
• Develop an Investment Plan based on the stock
condition survey

•
•
•

March 2021
February 2021
March 2021

• Asset Manager

•
•
•

March 2021
March 2021
August 2020

•

November 2020

•
•
•
•

Sept – March 2021
2020-21
March 2021
December 2020
• Director / Chairperson

•
•

December 2020
March 2021

• Director / Chairperson
• Director

•
•
•
•
•

November 2020
December 2020
September 2020

• Director / Chairperson
• Chairperson / Consultant
• Director

October 2020

• Director

•

March 2021

• Chairperson / Consultant

•

2020-21

• Chairperson

•

March 2021

• Director

•

February 2021

• Consultant

•
•

February 2021
March 2021

• Consultant
• Asset Manager
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• Asset Manager

Strengthening
our Financial
Sustainability Maximise efficiency and
effectiveness of I.C.T

Improve the viability of the
Community Centre

•
•
•
•
•
•
•
•

Develop a People Strategy
Embed our Values in the
workplace

Develop a Communication
Strategy
Improve HR Systems and
interaction with staff

Embrace Health & Wellbeing

•

August 2021

• F&CSM

• September 2020
• February 2021
• April 2021
• October 2020
• November 2020
• December 2020

•
•
•
•
•
•

• February 2020
• March 2020

• Asset Manager
• F&CSM

Development of a People Strategy
Undertake staff annual performance reviews
Promote the Values in the office
Development of a People Strategy to live the
Values
• Undertake Staff Satisfaction Survey
• Communication Strategy 2021-24

•
•
•
•

Sep -June 2021
Sept – Nov 2020
September 2020
Sept – June 2021

Consultant
SST
Director

•
•

February 2021
December 2020

•
•
•
•
•
•
•

•
•
•
•

•
•
•

August 2020
August 2020
Sept 20- June
2021
2020-21
September 2020
October 2020
October 2020
November 2020

•
•
•
•

Consultant
Consultant
Consultant / F&CSM
Consultant / SST

•
•
•
•

F&CSM / EVH / Gravitate
Consultant
Consultant
Consultant

•

Strategic
Objective 6
Transforming
our Culture

Develop a strategy for the greater efficiency in
the business
Procure a new phone system
Develop a Digital Inclusion Strategy
Develop an invoicing system via SDM
Develop a Strategy to re-open the CC
Review the CC Business Plan
Recruitment of CC Management Team
Stock Condition Survey to assess lifecycle
costings for the CC
Review the CC Annual Budget & 30 Year
Financial Plan

•
•
•
•

•
•
•
•
•
•

Implement the new BreatheHR system
Implement the HR Helpdesk
Review HR Policies / Procedures
Develop leadership and management in the
Association
Promote terms and conditions of employment
Provide staff with a health check
Provide staff with a flu jab
Deliver stress awareness training
Staff to establish a Health Working Lives
Programme
Social Committee to establish a programme of
social activities in 2021-22

Note: Bolded Black Key Goals show the ‘Fallback’ position.
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•
•
•
•
•

F&CSM
F&CSM
F&CSM
Director
Director
Director

Consultant
Consultant
Director

• December 2020

• Staff

• February 2021

• HM / Staff

Appendix 4

Delivery Plans / Key Work Schedules

4a ii) Delivery Plans
Strategic Objective 1

-

Strategic Objective

Mitigate the Impact of Covid 19

Specific
Sub-Objective

Measurable
Output / Outcomes

Review Strategic &
Financial Plans
associated with the
significant impact of
Covid on the
business

Output
• Review the Annual Budget
2020-21
• Review 30 Year Financial
Plans
• CC Business Plan
• Maintain monthly report on
impact of Covid 19 in relation to
finance, service, reputation

Timebound
Target Date

August 2020
September
2020
November 2020

-

Lead Officer (Director)

Achievable
Responsible Competency, Resources & Support

F&CSM
F&CSM
Director

Director
August – Dec

Outcomes
• Accurate budget to reflect
impact of Covid on service/
business
• Maintain financial viability and
sustainability
• Clear direction on work /
services

Abilities:
• Leadership
• Accounting
• Analyse
• Assess risk

Skills:
• Numeracy
• Strategic thinking
• Excel & report writing
• Co-ordination
• Planning
Knowledge:
• Business priorities and activities
• Accounting requirements
• Business planning
Resources
•
Management / staff Time
•
Consultants – support review of budget /
30-year financial plan.
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Relevant
Risks
‘if we don’t do this..’
Risks
•
Poor financial
management
•
Poor planning
•
Mismanagement of
funds and resources
•
Lack of direction
•
Won’t be ready to reopen CC
•
Meet SHR’s
expectations

Strategic Objective 1

Mitigate the Impact of Covid 19

-

Lead Officer (Director)

Specific
Sub-Objective

Measurable
Output / Outcomes

Timebound
Target Date

Achievable
Responsible Competency, Resources & Support

Develop a Business
Continuity Strategy

Output
• Report on a Business
Continuity Plan

February 2021

Director

Outcomes
• Clear strategy in the event of
a second wave of Covid 19 or
another emergency affecting
the business
• Inform insurance cover /
arrangements
• Good management of major
risks affecting the business
• Maintain service to our
customers
• Good governance

Abilities:
• Leadership
• Report / Policy development
• Research
• Co-ordination
Skills:
• Leadership
• Managing challenging situations
• Initiative
• Problem solving
• Communication
• Planning
• Strategic thinking
Knowledge:
• Risk Management
• Business
• Insurance Cover
Resources
•
Management time
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Relevant
Risks
‘if we don’t do this..’
Risks
•
Poor decision making
•
Poor management of
risk
•
Significant financial
impact on the
business.
•
Result in significant
disruption in service to
our tenants and others
•
Regulatory
intervention

Strategic Objective 1

Mitigate the Impact of Covid 19

Specific
Sub-Objective

Measurable
Output / Outcomes

Keep our staff &
customers safe in
the office due Covid
19.

Output
• Maintain an Action plan to
mitigate virus on business
• Ensure good record keeping
for Test & Trace
• Maximise flexible / Home
working for staff
• Ensure effective cleaning
arrangements

-

Lead Officer (Director)

Timebound
Target Date

Achievable
Responsible Competency, Resources & Support

December 2020

Director

2020-21

CSO

2020-21

CSO

2020-21

CSO

Abilities:
• Leadership
• Communication
• Research
• Co-ordination
Skills:
• Leadership
• Managing challenging situations
• Initiative
• Problem solving
• Communication
• Interpersonal
• Planning
• Strategic thinking

Outcomes
• Clear strategy to mitigate
impact of virus on the
business
• Staff have a feeling of safety
at their work
• Ensure continuity of service to
tenants and other customers
• Good governance

Knowledge:
• SG Guidance
• Good practice to mitigate impact of
Covid19
• Work of GWoSF / SFHA on Covid19
Resources
•
Management time
•
Support by Gravitate.
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Relevant
Risks
‘if we don’t do this..’
Risks
•
Low morale in the
workplace
•
Greater likelihood of
contracting or
spreading the virus
•
Higher risk of staff
absence / self isolating
•
Poor decision making
•
Poor management of
a major risk
•
Significant financial
impact on the
business.
•
Result in significant
disruption in service to
our tenants and others

Strategic Objective 2

Improving our Housing Service

Specific
Sub-Objective

Measurable
Output / Outcomes

Engage with our
tenants to improve
our housing service

Outputs:
• A report on the resident
satisfaction survey
• Establish focus groups to
gather tenants’ views
quarterly
o
Anti-social behaviour
o
Re-active Repairs
• Establish a Scrutiny Panel

-

Lead Officer (Housing Manager - HM)

Timebound
Target Date

Achievable
Responsible Competency, Resources & Support

February 2021

HM

Abilities:
• Interpersonal skills
• Open to new ideas / opportunities
• Problem solving
• Commitment to excellent customer
service
• Decision making

HM

Oct -Dec 2020
Jan – March 21

Skills:
• Procurement
• Empowered
• Interpersonal skills
• Managing challenging situations
• Initiative
• Problem solving

April 2021
HM

Outcomes:
• Improved service delivery
• Improved customer relationships
/ reputation
• Improved customer / staff
satisfaction
• Improved performance
• More knowledgeable staff
• Improved compliance with
regulatory standards

Knowledge:
• Tenants & other customers’ needs
• Customer base
• Tasks
• Legislation
• Policy
Resources
•
Staff time
•
Training budget
•
Consultants
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Relevant
Risks
‘if we don’t do this..’
• Reduced customer
satisfaction
• Reputational harm
• Reduced performance
• Staff knowledge gaps
• Limited compliance with
regulatory standards

Strategic Objective 2

Improving our Housing Service

Specific
Sub-Objective

Measurable
Output / Outcomes

Ensuring our rents
are affordable &
value for money

Outputs:
• Independent report on rent
affordability.
• Report on annual increase
2021-22
• Findings from the RSS on rent
affordability & value for money
• Development of Investment
Strategy 2021-26

-

Lead Officer (Housing Manager - HM)

Timebound
Target Date

Achievable
Responsible Competency, Resources & Support

September 2020

HM

September 2020

HM

February 2021

HM

March 2021

AM

Abilities:
• Interpersonal skills
• Open to new ideas / opportunities
• Problem solving
• Commitment to excellent customer
service
• Decision making
Skills:
• Procurement
• Empowered
• Interpersonal skills
• Managing challenging situations
• Initiative
• Problem solving

Outcomes
• Strategy to make rents more
affordable
• To inform annual rent increase
and tenant consultation
• Sustainable community
• Increased customer
satisfaction

Knowledge:
• Tenants & other customers’ needs
• Customer base
• Tasks
• Legislation
• Policy
Resources
•
Staff time
•
Training budget
•
Consultants
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Relevant
Risks
‘if we don’t do this..’
Risks
• Increased arrears
• Reduced demand
• Increased turnover,
• Reduced tenant
satisfaction
• Limited compliance
with regulatory
standards

Strategic Objective 2

Improving our Housing Service

Specific
Sub-Objective

Measurable
Output / Outcomes

Improving demand
for housing in
Cadder.

Outputs:
• Increase in housing
applicants for 3 apt tenement
properties from 75 to 100
• Creation of a show flat to
promote Cadder to housing
applicants.
• Marketing Initiatives and
promotion of Cadder in
website, social medical,
bespoke leaflets

-

Lead Officer (Housing Manager - HM)

Timebound
Target Date

Achievable
Responsible Competency, Resources & Support

March 2021

HM

October 2021

HM

October 2021

AM

Abilities:
• Interpersonal skills
• Open to new ideas / opportunities
• Problem solving
• Commitment to excellent customer
service
• Decision making
Skills:
•
•
•
•
•

Outcomes
• Improved letting efficiency
• Maximising income
• Addressing housing need
• More attractive & stable
community

Empowered
Interpersonal skills
Initiative
Attention to detail
Problem solving

Knowledge:
• Tenants & other customers’ needs
• Customer base
• Policy
Resources
•
Staff time
•
Budget for decoration, marketing
•
Design Team
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Relevant
Risks
‘if we don’t do this..’
Risks
• Reduced demand in
the area
• Increase in lost rent
• Reduction in customer
satisfaction
• Higher turnover rate &
increased void costs
• Aesthetics appearance
& lower stability of area

Strategic Objective 2

Improving our Housing Service

Specific
Sub-Objective

Measurable
Output / Outcomes

Maximise Income &
Mitigate UC impact

Outputs:
• Review staff structure to
assess adequate resources
• Hold UC surgery to maximise
tenant awareness
• Initiatives to maximise
income such as rent
campaign, events to promote
benefit take up
• Arrange for Social Security
Scotland surgeries for
residents to maximise uptake
of devolved benefits.

-

Lead Officer (Housing Manager - HM)

Timebound
Target Date

Achievable
Responsible Competency, Resources & Support

January 2021

IHG / MC

January 2021

HM/FIT

November 2020

HM

January 2021

Abilities:
• Engage with stakeholders / residents
• Open to new ideas / opportunities
• Analyse / drive performances
• Problem solving
• Decision making
Skills:
• Interpersonal skills
• Empowered
• Managing complex situations
• Numeracy /Compositions
• IT
• Flexibility

HM

Knowledge:
• Customer base
• Understanding of UC / state benefits
• IT – SDM / UC portal / HB dashboard
• Legislation
• Policy

Outcomes
• Maintain arrears at 5.5%
• Maximisation of resident
income – ability to pay rent
• Reduced bad debts
• Delivery of investment
programme
• Increased and improved
partnership working

Resources
•
Staff time
•
Community Centre
•
Training budget
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Relevant
Risks
‘if we don’t do this..’
Risks
•

•
•
•
•
•

Significant impact on
income and failure to
deliver investment
programme
Covenant Breach
Impact on Business
Plan
Increased legal costs
Increased staff time
(income recovery)
Reduced services

Strategic Objective 3 Improving our Housing Quality

-

Lead Officer (Asset Manager)

Specific
Sub-Objective

Measurable
Output / Outcomes

Timebound
Target Date

Responsible

Undertake an
independent stock
condition survey

Outputs
• Report on the stock
condition survey

February 2021

AM/Consultant

Outcomes
• Greater knowledge of stock
condition
• Improved investment
decisions
• Level of compliance with
EESSH
• Validation of compliance with
legislative and regulatory
requirements
• Greater awareness of
financial sustainability

Achievable
Competency, Resources & Support

Relevant
Risks
‘if we don’t do this..’

Abilities
• Management
• Consultation
• Negotiation
• Analysis

Risks
• Poor investment
decisions
• Poor management of
stock
• Higher re-active repair
costs
• Reduced tenant
satisfaction

Skills
• Project Planning
• Project Management
• Risk Management
• Financial Planning
• Decision Making
Knowledge
• Technical
• Legislative
• Economic
Resources
• Time
• Finance
• ICT Consultants
• Property Consultants
• CHA Staff
• Database
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Strategic Objective 3

Improving our Housing Quality

Specific
Sub-Objective

Measurable
Output / Outcomes

Deliver a
programme of
servicing &
improvements to
our tenants’ homes

Outputs
• Installation of 26 Kitchens
• Installation of 111 veranda
screens
• Installation of Smoke
Alarms (380 installs)
• Complete phase 2 of the
electrical inspections
programme (129 services)
• Maintain full compliance
with gas servicing
• Develop an Investment
Strategy 2021-26

-

Lead Officer (Asset Manager)

Timebound
Target Date

Achievable
Responsible Competency, Resources & Support

March 2021

AM

March 2021

AM

February 2021

AM

March 2021

AM

March 2021

AM

March 2021

AM

Abilities
• Leadership
• Management
• Negotiating
• Consulting
• Organisation
• Planning
Skills
• Communication
• Organisation
• Planning
• Technical Analysis
• Budget Analysis
• Budget Management
• Forecasting
• ICT

Outcomes
• Improved housing stock
• Making our tenants’ home
safer
• Improved tenant satisfaction
• Legislative & regulatory
compliance
• Maintaining the viability of the
Trade Team

Knowledge
• Repair Systems
• Project Management
• Legislative
• Regulatory
Resources
• Skilled Labour
• Semi-Skilled Labour
• Vehicles & Plant
• Materials
• Premises
• Training
• ICT
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Relevant
Risks
‘if we don’t do this..’
Risks
• Low tenant satisfaction
• Compromise tenant
safety
• Higher turnover. Low
demand
• Waste resources on poor
investment decisions
• Major H&S incident
• Non-compliance with
regulatory framework /
guidance.
• Regulatory intervention

Strategic Objective 3

Improving our Housing Quality

Specific
Sub-Objective

Measurable
Output / Outcomes

Maximise best
value of the Trade
Team

Outputs
• Independent report on best
value of Trade Team
• Development of a TT
Business Plan / Exit
Strategy.
• Improved management of
stock
• Quarterly stock take
• Investigate PDAs for the TT to
improve efficiency

Timebound
Target Date

-

Lead Officer (Asset Manager)

Achievable
Responsible Competency, Resources & Support

August 2020

Consultant

November 2020

Consultant

March 2021
2020-21
March 2021

AM
AM
AM

Abilities
• Leadership
• Management
• Financial
• Negotiating
• Consulting
• Organisation
• Planning
Skills
• Communication
• Organisation
• Planning
• Business Development
• Dispute Resolution
• Technical Analysis
• Budget Management & Analysis
• Forecasting
• ICT

Outcomes
• Greater awareness of VfM of
maintenance spend
•
Clear strategic direction for
maintenance services
• Greater efficiency in service
deliver and administration
arrangements

Knowledge
• Repair Systems
• Project Management
• Commercial Management
• Technical Legislative & Regulatory
• Employment Legislative & Regulatory
• SHEQ Legislative & Regulatory
Resources
• Skilled & Semi-Skilled Labour
• Vehicles & Plant
• Materials
• Premises
• Training
• ICT
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Relevant
Risks
‘if we don’t do this..’
Risks
• Poor and inefficient
maintenance service
• Poor leadership and
direction of maintenance
service
• Staff turnover due to job
insecurity
• Poor financial
management
• Limited compliance with
regulatory standards i.e.
best value.

Strategic Objective 4

Delivering Good Governance

Specific
Sub-Objective

Measurable
Output / Outcomes

Strengthen the
Governance and
leadership of the
Association

Outputs
• Appoint members with HR,
Maintenance or Community
Regeneration experience.
• Appoint a tenant member
• Increase membership by 20%
in 2020-21
• Convene annual miniconference to achieve MC
training plan
• Annual Performance Reviews
of MC Members

Timebound
Target Date

-

Achievable
Responsible Competency, Resources & Support

December 2020
December 2020

Director /
Chairperson

March 2021

Director

November 2020
December 2020

Lead Officer (Director)

Director /
Chairperson
Chairperson /
Consultant

Outcomes
• Strengthening accountability
• Improved knowledge and
decision making
• Improved leadership
• Increased transparency in
decision making
• More diverse committee
• Compliance with regulatory
standards

Abilities
• Recruitment & selection
• Leadership
• Co-ordination
Skills
• Recruitment
• Coaching
• Strategic thinking
• Event management
Knowledge
• Skills gaps of Committee
• Regulatory standards
• Governance
Resources
• Consultants for training, support with
annual performance reviews
• Training / Conference budget
• Recruitment costs e.g. advertising
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Relevant
Risks
‘if we don’t do this..’
Risks
• Ineffective Committee
with poor decisions
• Poor leadership
• Breach of Regulatory
Standards
• Regulator intervention;
resulting in breach of
loan covenants
• Limited succession
arrangements

Strategic Objective 4

Delivering Good Governance

Specific
Sub-Objective

Measurable
Output / Outcomes

Strengthen
compliance with
Regulatory
Standards

Outputs
• Implement Action Plan
• Review the Annual Assurance
Statements 2020
• Review our Rules to reflect
the new Regulatory
Framework
• Liaise with SHR in relation to
the Engagement Plan
• Commence procurement of
independent assessment of
compliance with Regulatory
Standards

-

Lead Officer (Director)

Timebound
Target Date

Achievable
Responsible Competency, Resources & Support

March 2021

Chairperson /
Consultant.

October 2020

Director

September
2020

Director
Chairperson

2020-21

Director
March 2021

Abilities
• Leadership
• Interpersonal skills
• Co-ordination
Skills
• Procurement
• Strategic thinking
Knowledge
• Regulatory framework & standards
• Governance
Resources
• Consultants tor training, support with
annual performance reviews
• Training / Conference budget
• Recruitment costs e.g. advertising

Outcomes
• Effective governance of the
Association
• Increased transparency
• Improved leadership of the
Association
• Compliance with Regulatory
Standards
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Relevant
Risks
‘if we don’t do this..’
Risks
• Ineffective Committee
• Poor governance and
leadership
• Breach of Regulatory
Standards
• Regulator intervention;
resulting in breach of
loan covenants

Strategic Objective 4

Delivering Good Governance

Specific
Sub-Objective

Measurable
Output / Outcomes

Review the
Association’s Staff
Structure

Outputs
• Report to the Management
Committee on draft Staff
Structure

Timebound
Target Date

February 2021

-

Lead Officer (Director)

Achievable
Responsible Competency, Resources & Support

Consultant.

Outcomes
• Efficient and effective staff
structure
• Compares favourably with peer/
similar sized RSLs
• Competitive management costs
• Compliance with EVH Salary
Structure

Abilities
• Leadership
• Interpersonal skills
• Co-ordination
Skills
• Re-organisation
• Communication
• Option appraisal
• Strategic thinking
Knowledge
• RSL working arrangements
• EVH T&Cs
• Governance
• Risk
Resources
• Consultant to lead of the staff structure
review as part of a Review of Business.
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Relevant
Risks
‘if we don’t do this..’
Risks
• Ineffective staff
structure
• Lack of ability /
resources to achieve
Strategic Objectives
• Higher incidences of
work-related stress
• Increased turnover of
staff

Strategic Objective 5

Strengthening our Financial Sustainability

Specific
Sub-Objective

Measurable
Output / Outcomes

Continuing to
strengthen the
financial position of
the business

Outputs
• Review of the staff structure
• Develop an Investment Plan
based on the stock condition
survey
• Develop a strategy for the
greater efficiency in the
business

Timebound
Target Date

Responsible

• February 2021 • Consultant
• March 2021
• Asset Manager
• August 2021

• F&CSM

Outcomes
• Management costs are
comparable
• Lean but effective staff structure
• Long term Investment Plan
• Commitment to improved
efficiency in the business.
• Improved financial position

Lead Officer (Finance & Corporate Services Manager
Achievable
Competency, Resources & Support

Relevant
Risks
‘if we don’t do this..’

Abilities
• Leadership
• Analytical
• Investment Planning
• Technical
• Business acumen
• Financial planning
•

Risks
• Weakened financial
position
• Resources not
maximised
• Non-compliance with
loan covenants
• Need for higher rent
increases
• Tenant dissatisfaction

Skills
• Communication
• Organisation
• Procurement
• Planning
• Business Development
• Technical Analysis
• Budget Management & Analysis
• Report Writing
Knowledge
• Staff re-organisation
• Business needs
• Technical
• Customers’ needs and aspirations
• Efficiencies Agenda
Resources
• Consultancy costs
• Staff Time
.
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Strategic Objective 5

Strengthening our Financial Sustainability

Specific
Sub-Objective

Measurable
Output / Outcomes

Maximise efficiency
and effectiveness of
I.C.T

Outputs
• Procure a new phone system
• Develop a Digital Inclusion
Strategy
• Develop an invoicing system
via SDM

Timebound
Target Date
• September
2020

Lead Officer Finance & Corporate Services Manager

Achievable
Responsible Competency, Resources & Support
•

F&CSM

• February 2020 •

F&CSM

• April 2021

F&CSM

•

Abilities
• Research
• Analyse
• Innovative
• Co-ordination
• Report writing
Skills
• Procurement
• Numeracy
• Strategic Thinking
• Leadership
• Communication
• Change Management
• Contract management

Outcomes
• Monitoring system for the
phone system
• Greater efficiency of ICT
systems
• Long term plan for ICT
investment

Knowledge
•
ICT Systems
•
Staff views
•
Customer communication arrangements
•
Digital Inclusion agenda
Resources
• Staff Time
• Procurement – Consultancy Costs
• Staff Training
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Relevant
Risks
‘if we don’t do this..’
Risks
• Ineffective use of
systems
• Higher management
costs
• Non -achievement of
best value
• Higher costs – higher
rents
• Staff dissatisfaction
• Poor communication
• Tenants and customer
dissatisfaction

Strategic Objective 5

Strengthening our Financial Sustainability

Specific
Sub-Objective

Measurable
Output / Outcomes

Improve the viability
of the Community
Centre

Outputs
• Develop a Strategy to re-open
the CC
• Review the CC Business Plan
• Recruitment of CC
Management Team
• Stock Condition Survey to
assess lifecycle costings for the
CC
• Review the CC Annual
Budget & 30 Year Financial
Plan

Timebound
Target Date

Lead Officer (Finance & Corporate Services Manager

Achievable
Responsible Competency, Resources & Support

October 2020
November 2020

Director
Director

December 2020

Director

February 2021

Asset
Manager

March 2021

F&CSM

Outcomes
• Centre is ready to re-open
• Strategy to re-open the CC
• Knowledge of lifecycle of key
components
• Development of key targets /
financial assumptions
• Viability of CC

Abilities
• Research
• Analyse
• Risk management
• Accounting
• Investment Planning

Skills
• Strategic Thinking
• Leadership & Management
• Recruitment skills
• Communication
• Business Development
• Technical
• Financial Planning
•
Knowledge
• Use of CC
• Covid Guidance
• Lifecycle components
• Business / Financial Planning
•
Resources
• Staff / Committee time
• Recruitment costs
• Surveyors for assessment of key
components
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Relevant
Risks
‘if we don’t do this..’
Risks
•
Centre remains closed
•
Job losses for staff
•
Increased subsidy
from CHA
•
Breach of covenants
•
Reputational damage
in the community / key
stakeholders

Strategic Objective 6

Transforming our Culture

-

Lead Officer (Director)

Specific
Sub-Objective

Measurable
Output / Outcomes

Timebound
Target Date

Achievable
Responsible Competency, Resources & Support

Relevant
Risks
‘if we don’t do this..’

Develop a People
Strategy

Output
• Development of a People
Strategy

Sept – June 2021

Consultant

Abilities
• Leadership
• Interpersonal skills
• Co-ordination

Risks
• Low morale in the
workplace
• Staff don’t feel Values
• Poor culture and
behaviours
• Higher staff absence
and turnover
• Poor customer service
• Poor reputation in the
sector

Skills
• Listening
• Analytical
• Planning
• Communication
• Strategic thinking

Outcomes
• Effective engagement and
ownership by staff
• Live the Values
• Effective recruitment and
selection and induction
• Effective performance and
career development
• Effective recognition and
reward
• Effective staff engagement
within a supportive culture
• Genuine equality & diversity
throughout all that we do
• Staff wellbeing,
• Work-life balance

Knowledge
• Culture
• Human Resources
Resources
• Consultant to lead of the development of a
People Strategy
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Strategic Objective 6

Transforming our Culture

Specific
Sub-Objective

Measurable
Output / Outcomes

Embed our Values
in the workplace

Output
• Undertake staff annual
performance reviews
• Promote the Values in the
office
• Development of a People
Strategy to live the Values.
• Undertake Staff Satisfaction
Survey

-

Lead Officer (Director)

Timebound
Target Date

Achievable
Responsible Competency, Resources & Support

Relevant
Risks
‘if we don’t do this..’

Sept –
November 2020
September
2020
Sept – June
2021

SST

Abilities
• Leadership
• Interpersonal skills
• Co-ordination

Risks
• Low morale in the
workplace
• Staff don’t feel valued
• Poor leadership &
direction
• Poor culture and
behaviours
• Poor customer service
and tenant
dissatisfaction.
• High absence and
turnover rates.

Director
Consultant
Consultant

February 2021

Skills
• Listening
• Coaching
• Planning
• Communication
Knowledge
• Business Plan
• Individual’s Job roles
• Training & development opportunities

Outcomes
• Improved actions and
behaviours
• Staff value their colleague
• Increased staff empowerment
and job satisfaction
• Improved customer service

Resources
• Staff / Management time
• Consultant to develop People Strategy
• Consultant to undertake staff survey
• Design & printing costs
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Strategic Objective 6

Transforming our Culture

-

Lead Officer (Director)

Specific
Sub-Objective

Measurable
Output / Outcomes

Timebound
Target Date

Achievable
Responsible Competency, Resources & Support

Develop a
Communication
Strategy

Output
• Communication Strategy 202124

December 2020

Director

Outcomes
• Staff are:
- Knowledgeable
- Engaging
- Committed
- Developed
- More efficient
and effective
• Clear strategy to improve
communication
• Improved customer service

Abilities
• Leadership
• Research
• Promote
• Engage
Skills
• Leadership
• Listening
• Creativity
• Planning
• Communication
Knowledge
• Resident satisfaction
• Working arrangements
• Good practice
Resources
• Staff / Management time
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Relevant
Risks
‘if we don’t do this..’
Risks
• Staff are disengaged
• Low morale in the
workplace
• Staff don’t feel valued
• Poor leadership &
direction
• Poor culture and
behaviours
• Poor customer service
and tenant
dissatisfaction
• High absence and
turnover rates

Strategic Objective 6

Transforming our Culture

Specific
Sub-Objective

Measurable
Output / Outcomes

Improve HR
systems and
interaction with staff

Output
• Through Gravitate
-Implement the new
BreatheHR system
- Implement the HR Helpdesk
- Review HR Policies /
Procedures
- Develop leadership and
management in the
Association

Timebound
Target Date

August 2020
August 2020

-

Lead Officer (Director)
Achievable
Responsible Competency, Resources & Support

Consultant /
Director /
SST

Abilities
• Leadership
• Promote
• Engage
Skills
• Leadership
• Listening
• Planning
• Communication

Sept 20-June 21
Aug 20 – June 21

Knowledge
• HR Legislation & good practice

Outcomes
• Improved transparency
• Greater staff ownership
through engagement and
consultation
• Improved knowledge of HR
policies / procedures
• More consistent
implementation of HR
Policies.

Resources
• Staff / Management time
• Consultants to implement HR
improvements through commission to
deliver behaviour / culture change
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Relevant
Risks
‘if we don’t do this..’
Risks
• Inconsistent HR practice
across the Association
• Ineffective management
• Low morale in the
workplace
• Staff don’t feel valued
• Poor leadership &
direction
• Poor culture and
behaviours
• Poor customer service
and tenant
dissatisfaction
• High absence and
turnover rates

Strategic Objective 6

Transforming our Culture

Specific
Sub-Objective

Measurable
Output / Outcomes

Embrace Health &
Wellbeing

Output
• Promote terms and
conditions of employment
• Provide staff with a health
check
• Provide staff with a flu jab
• Deliver stress awareness
training
• Staff to establish a Health
Working Lives Programme
• Social Committee to establish a
programme of social activities in
2021-22

Timebound
Target Date

-

Lead Officer (Director)
Responsible

Achievable
Competency, Resources & Support

Relevant
Risks
‘if we don’t do this..’

October 2020
October 2020

F&CSM / EVH /
Gravitate
Consultant
Company / CSO
Company / CSO

Abilities
• Communicate
• Commit
• Engage
• Support
• Manage

November 2020

Consultant

Risks
• Non-compliance with
T&Cs
• Increased staff
absence due to stress
and poor health
• Poor management /
support for staff absent
from work

December 2020

Staff

February 2021

HM / Staff

September 2020

Skills
• Leadership
• Management
• Listening
• Organisation
• Commitment
• Self-motivation
Knowledge
• Health programmes
• Good training providers for HR
sessions

Outcomes
• Healthier / happier staff
• Improved attendance
• Increased productivity /
performance
• Better relationships
• Improved morale
• Positive working environment

Resources
• Budget for health & wellbeing
• Budget for training & development
• Consultants’ fees – health initiatives /
training
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Appendix 4 b

Policy, Process and Self Assessment Reviews
2020-21

Strategic
Objective

Review

Type

Review
Date

Lead Officer

SO 4

Formal Execution of
Documents

Policy

August 2020

Director

SO 4

Code of Conduct – Staff

Policy

August 2020

Director

SO 4

Code of Conduct – GBM

Policy

August 2020

Director

SO 2

Rent Arrears

Policy

August 2020

Housing
Manager

SO 4

Breach of the Code of
Conduct

Policy

September
2020

Director

SO 4

Equality & Diversity

Policy

September
2020

F&CSM

SO 4

Management Committee
Papers

Procedure

September
2020

F&CSM

(Preparation & Distribution)
SO 4

Compliance against
Regulatory Standards of
Governance & Financial
Management

Self Assessment
(SA)

September
2020

Director

SO 5

Factoring Invoicing

SA

September
2020

F&CSM

SO 2/3

Empty Homes

SA

September
2020

Housing
Manager

SO 2

Abandonment

SA

September
2020

Housing
Manager

SO 2

Tenant Handbook

Policy

October
2020

Housing
Manager

SO 3

Cyclical Maintenance and
Gas Safety

Policy

October
2020

Asset Manager

SO 2

Rent Arrears

Procedure

October
2020

Housing
Manager

SO 3

Fire Safety

Procedure

October
2020

Asset Manager

SO 3

Pre/Post Inspections

Procedure

October
2020

Asset Manager

SO 3

Asbestos

SA

October
2020

Asset manager
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SO 4

Membership Policy

Policy

November
2020

Director

SO 4

Committee Expenses

Policy

November
2020

Director

SO 4

Committee Appraisal

Policy

November
2020

Director

SO 2

Decant Policy

Policy

December
2020

Housing
Manager

SO 3

Asset Management Strategy

Policy

December
2020

Asset Manager

SO 5

Toil & Overtime Recording

Procedure

December
2020

Housing
Manager

SO 4

Equal Opportunity

SA

December
2020

Director

SO 4/6

Absence Management

SA

December
2020

F&CSM

SO 5

Factoring

SA

December
2020

F&CSM

SO 3

Gas (Internal)

SA

December
2020

Asset Manager

SO 2

Decant

Procedure

January
2021

Housing
Manager

SO 3

Monitoring of Water Systems

Procedure

January
2021

Asset Manager

SO 4

Committee Recruitment
Policy

Policy

February
2021

Director

SO 2

Rent Setting

Policy

February
2021

Housing
Manager

SO 2

Tenants Alterations,
Improvements and
Compensation

Policy

February
2021

Asset Manager

SO 4

Rules

SA

February
2021

Director

SO 5

Financial Regulations

Policy

March 2021

F&CSM

SO 5

Ethical Investment Policy

Policy

March 2021

F&CSM

SO 5

Fraud & Bribery

Policy

March 2021

F&CSM

SO 3

Electrical Safety

Procedure

March 2021

Asset Manager

SO 5

Invoicing & Payments

SA

March 2021

F&CSM
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Appendix 5 30-year Financial Projections
Summary - Cashflow

1
2020/21

2
2021/22

3
2022/23

4
2023/24

5
2024/25

6 - 10
2025/30

11- 15
2030/35

16 - 20
2035/40

21 - 25
2040/45

26 - 30
2045/50

1 - 15
Total

16 - 30
Total

30 Years
Total

Income
Rents

£3,304

Service & Other Charges
Voids & Bad Debts
Other income

£3,387

£3,472

£3,558

£3,647

£19,360

£21,376

£23,600

£26,057

£28,769

£58,105

£78,426

£136,530

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

-£116

-£135

-£156

-£160

-£164

-£871

-£962

-£1,062

-£1,173

-£1,295

-£2,565

-£3,529

-£6,094

£260

£413

£428

£444

£461

£2,446

£2,701

£2,982

£3,292

£3,635

£7,153

£9,909

£17,061

£3,448

£3,664

£3,744

£3,843

£3,944

£20,935

£23,114

£25,520

£28,176

£31,109

£62,693

£84,805

£147,498

Management

£1,521

£1,408

£1,419

£1,460

£1,518

£8,050

£8,981

£9,924

£10,917

£12,087

£24,356

£32,928

£57,284

Maintenance

£667

£674

£859

£834

£867

£4,417

£5,483

£6,439

£8,141

£8,607

£13,801

£23,187

£36,988

Service Costs

£112

£202

£207

£212

£217

£1,168

£1,300

£1,435

£1,584

£1,749

£3,418

£4,768

£8,186

Total Income
Expenditure (Revenue)

Other stock-related costs

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£252

£325

£316

£247

£253

£1,360

£1,513

£1,671

£1,844

£2,036

£4,266

£5,551

£9,818

£2,552

£2,609

£2,800

£2,754

£2,856

£14,995

£17,277

£19,469

£22,487

£24,479

£45,841

£66,435

£112,276

Other general running costs
Total Expenditure (Revenue)

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£83

-£115

£71

£103

£6

£94

£37

£65

£145

-£3

£279

£207

£485

Net Income before debt charges

£980

£940

£1,015

£1,192

£1,094

£6,034

£5,875

£6,116

£5,835

£6,626

£17,130

£18,577

£35,707

Debt charges & repayment of debt - Existing Loans

£812

£747

£747

£747

£747

£2,069

£1,705

£0

£0

£0

£7,576

£0

£7,576

Net Income after debt charges & repayments (Existing loans)

£167

£193

£267

£445

£347

£3,965

£4,170

£6,116

£5,835

£6,626

£9,554

£18,577

£28,132

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£51

£0

£0

£0

£0

£0

£0

£0

£0

£0

£51

£0

£51

£775

£315

£273

£241

£251

£3,313

£3,443

£4,315

£6,358

£6,215

£8,611

-£557

-£122

-£6

£204

£96

£652

£727

£1,801

-£523

£412

Net Operational Cash Flow from Care Services
Net Working Capital Movements (+ve = Cash In)

Interest earned
Other Capital Income
Less: Capex
Net Income before Funding and Debt Servicing

£2,790

Opening Cash Balance

£16,887

£25,499

£994

£1,690

£2,684

£2,790

£0

£2,790
£0

New Borrowing (NB Includes Revolver share for Capex)

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

Grants

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£2,233

-£122

-£6

£204

£96

£652

£727

£1,801

-£523

£412

£3,784

£1,690

£5,474

Interest and Repayments of Principal - New Loans - Fixed Term

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

Revolver - Interest

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

Revolver - Repayments of Principal

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

Net Cash Flow after debt charges and repayments (New Loans)

£2,233

-£122

-£6

£204

£96

£652

£727

£1,801

-£523

£412

£3,784

£1,690

£5,474

Cash Reserves at end of year

£2,233

£2,111

£2,105

£2,309

£2,405

£3,057

£3,784

£5,585

£5,062

£5,474

£3,784

£5,474

£5,474

Revolver Drawdown - Supplementary - Wkg Cap.
Net Income after Funding

Years

1

2

3

4

5

6 - 10

11- 15

16 - 20

21 - 25

26 - 30

1 - 15

16 - 30

30 Years

2020/21

2021/22

2022/23

2023/24

2024/25

2025/30

2030/35

2035/40

2040/45

2045/50

Total

Total

Total

Capital Expenditure
Life Cycle Replacement - Housinf (Incl. New Dev CFs)

£455

£295

£209

£188

£206

£3,010

£2,848

£3,830

£5,982

£5,489

£7,211

£15,301

£22,512

Life Cycle Replacement - Care Services

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

Other stock-related investment 1

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

Other stock-related investment 2

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

New Development and Acquisition (Incl. New Dev CFs)

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

Other general investment

£320

£19

£64

£53

£45

£304

£595

£485

£376

£726

£1,400

£1,586

£2,987

Total

£775

£315

£273

£241

£251

£3,313

£3,443

£4,315

£6,358

£6,215

£8,611

£16,887

£25,499

£0

Funded By
New Borrowing

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£775

£315

£273

£241

£251

£3,313

£3,443

£4,315

£6,358

£6,215

£8,611

£16,887

£25,499

Grant - New Build

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

Grant - Aids & Adaptations

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

£775

£315

£273

£241

£251

£3,313

£3,443

£4,315

£6,358

£6,215

£8,611

£16,887

£25,499

£5,624

£5,039

£4,439

£3,823

£3,191

£1,514

£0

£0

£0

£0 Debt Curve

£0

£0

£0

£0

£0

£0

£0

£0

£0

£0

-£5,624

-£5,039

-£4,439

-£3,823

-£3,191

-£1,514

£0

£0

£0

£0 Headroom

Contribution from revenue

Total

Total Debt and Borrowing movements
Total debt
Borrowing cap
Difference - Headroom

95

Cap

Appendix 6

-

GLOSSARY OF TERMS

Glossary of Terms
Term

Definition

Accountability

To be responsible for our own actions, you demonstrate accountability

Action Plan

An action plan is a detailed plan detailing a list of tasks to achieve a set goal
or objective

Anchor Tenant

A long term let holder who makes a larger contribution to a facility

Annual Budget

The annual budget sets out income and expenditure targets for the year

Annual
General
Meeting

An annual meeting of shareholders within an organisation’s constitution

Annual Report

Is a report detailing the Association’s activities in the preceding year to give
shareholders and other details of activities and financial performance
information

Asset
Management

Management of our assets e.g. properties, offices, community centre

Assurance
Statement

It is a statement setting out our view that we are performing well against set
standards

Best Value

Best value is about getting the best price and / or quality in relation to a
contract or service

Business Plan

The Business Plan is the key strategic document, which sets out the strategic
direction of the Association through key considerations i.e. risk, asset
management, financial implications etc. inform the work programme.

Component

Components are key parts or element of something e.g. machine, vehicle,
etc.

Continuous
Improvement

Is the on-going efforts to improve services or processes

Corporate Risk
Register

Is a list of the greatest risks to the Association

Culture

Culture is often defined as the approach, practices and behaviours of the
people in the organisation.

Cyclical
Maintenance

Cyclical maintenance is work that has to be carried out on a set cycle to
ensure it complies with legislation, to maintain a warranty or to keep the
system or building in a good state of repair.

Demand

The interest or application for services or housing

Deficit

Is the amount of income which falls short of the budget allocation.

Engagement

Actively participating or being involved.

E.V.H

EVH provide human resources advice to housing associations i.e.
recruitment, employment contracts, disciplinarians, appeals, grievance etc.
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External Audit

External Audit undertakes the year-end audit of the Association’s financial
statements in accordance with legislation and accounting practice

Feasibility
Study

An assess of the practicality and viability of a plan

Financial
Inclusion

Is the availability and equality of opportunities for financial services or advice

Five
Year
Financial Plan

Is a plan showing the financial position over a 5 year period detailing income
and expenditure based on a range of assumptions to inform the viability of
the project.

Funders

Agencies and organisation who provide financial support with our work or
projects to achieve set outcomes associated with their purpose.

Funding
Strategy

Is a plan detailing the financial priorities and potential sources of funding to
generate money and resources to achieve set objectives?

Governance

The system checks, process validation and approval mechanisms in place to
ensure we are reporting accurately and there is good and clear management
oversight

Grant Income

Income from funders to support our work and activities.

Internal Audit

Internal Audit is an independent service undertaking assessment of our work
and systems to report to the Audit Committee

Key
Performance
Indicators

Is a measurement of an activity or service which links to the strategic aims of
the business

Leadership

Leading a group of people or an organisation

Maintenance

To undertake repair, servicing or improvement to preserve the condition.

Marketing
Strategy

A marketing strategy is a plan to promote our services to attract customers to
increase access or usage.

MiniConference

An annual event where the Management Committee receive training and
team building to improve their knowledge, skills and relationships to better
manage the Association.

Mission
Statement

The Mission statement reflects the organisation’s purpose and sets out the
organisation’s overall goal

Net Income

Is the income received less than our costs e.g. staffing expenses, taxes etc

Operational

Is the day to day running or administration of our service.

Outcomes

A list of goals expected by funders to validate their funding for a specific
project

Planned
Maintenance

Is broadly similar to cyclical maintenance, where it planned and pro-active
maintenance on key systems and workings in a building

Performance
Review

Is an appraisal system for assessing the performance and progress in an
employee’s role

Procurement

Is the process of obtaining goods, services or works from an external source.

Regeneration

To improve a place or system
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Regulatory
Framework

It is a document that outlines the Regulator’s requirements in their regulation
of RSLs.

Reputation

The views or opinions people have about an organisation.

Revenue

Income generated from the sale of goods or services

Risk

The probability of a threat to service delivery or other negative occurrence
that is caused by external or internal vulnerabilities, and that may be avoided
through pre-emptive action

Scottish
Charitable
Independent
Organisation
(SCIO)

Is a legal structure for the charitable sector. It provides a separate legal
identity and limited liability to organisations that want to be charities but do
not want the complex structure of company law.

Scottish
Housing
Quality
Standard

Is set standards for social landlords in Scotland to achieve for their tenants
e.g. energy efficient, good kitchens and bathrooms, safe and secure etc

Scottish
Housing
Regulator

Scottish Housing Regulator regulates social housing landlords in Scotland to
achieve their primary objective, which is to safeguard the interests if tenants
and other customers of social landlords.

Scottish Social
Housing
Charter

Scottish Social Housing Charter sets the standards and outcomes landlords
should aim to achieve when performing their housing activities

SelfAssessment

Is an internal assessment of our work and other key activities to provide
assurance they comply with regulatory and legislative requirements, policy
and procedural provisions and good practice guidance. They will be
undertaken by the senior staff team and line managers.

Servicing

To undertake routine maintenance or repair work of a vehicle or machine.

Shareholders

A shareholder owns a share in the Association

Specification

A description of the design or materials required to make something

Stakeholders

A person or organisation with an interest in a service or business.

Stewardship

Is the control or care of a service or organisation

Statutory

Something which the Association has to do by law

Strategic

A high level long term assessment

Strategic
Ambitions

Is a list of high level tasks to be undertaken by the Senior Staff Team

Succession
Plan

Is a plan to develop and replace people and leaders in an organisation

Sustainability

Sustainability is ensuring the service is maintained at a certain level.

Synergy

Is partnership working where the output is greater than the sum of separate
activity
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Universal
Credit

It a new benefit system that replaces six existing means tested benefits i.e.
income support, jobseeker’s allowance, housing benefit, working tax credit,
child tax credit, and income related employment support allowance.

Values

Are beliefs or principles shared by members of an organisation.

Viability

Ability for the service or project to be successful.
In terms of financial viability this is ensuring we generate sufficient income to
cover our costs and facilitate growth.

Vision

Envisage the future direction or plans for the organisation

Welfare
Reform

Is the change to the welfare system.

Wider Role

Activities that go beyond our role as a housing provider to improve the social
and economic circumstances of the people we serve.
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