		 
Cairn Housing Association 

Updated Business Plan 2020-23


Updated September 2020 with Covid impacts


Introduction 
Shown below is the updated position with the 2020-23 business plan.  The update column in each outcome shows the current position and where there has been changes due to the Covid pandemic.  
It is important that we learn from the different ways of working that we adapted to as part of the Lockdown. With this in mind there is the addition of two new project lines to take forward the impact of the changed ways of working which have been put in place during the pandemic.   There are a lot of lessons to be learned from the alterations we made during lockdown and these will be captured and taken forward as part of the customer outcome and the people outcome.   
This update also reflects the review of the risks related to each Business Plan outcome and these are shown at the end of each section. 
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	Great Homes – Cairn BP 

	Outcome 1 - We have high quality homes 

	Priority Projects / Delivery Plans
	Q1
	Q2
	Q3
	Q4
	21/22
	22/23
	Lead
	Update 

	Investment Programme 
· Annual delivery programme 
· Scoping and delivery of Health and Safety works e.g. fire assessment 
	
	
	
	
	
	
	MD
	Project delay due to works being suspended during the lockdown.  

Live projects recommenced Q2, planning continues for further work to commence from Q3.

	Court improvement programme; 
· Exploratory work and pilot programme of works
· Establish project team 
· Review of action plan and establishment of clear forward programme based on pilot works 
· Initial delivery 21/22 
	
	
	
	
	
	
	MD
	Project delay due to works being suspended during the lockdown

Proposed Q3 recommencement  


	Development programme. 
· Ensure unit delivery in line with financial model.
· Deliver Development ‘Health Check’ Recommendations.
	
	
	
	
	
	
	MD
	Programme delivery delay due to works being suspended during the lockdown

Site activities recommenced in Q2.  Development ‘health check’ completed during lockdown. 

	Asset Performance Review; 
· Baseline stock information (On PIMSS) to be established
· Asset mapping to be undertaken 
	
	
	
	
	
	
	MD
	Supporting activities completed during lockdown.
Evaluation exercise removed from 2020 and push back to 2021, with specific queries to be dealt with on an individual basis.

	Risks 
	
	

	4. There is a risk that we fail to procure and manage external contracts to achieve value for money	
	Head of Finance  
	Risk of Repairs contract renewal delay due to the pandemic

	5. There is a risk that the organisation fails to deliver its asset management strategy and/or the current planned investment levels are insufficient 
	Head of Customer Services (Property)
	Investment programme on hold.  Built in an additional action to capture the reprofiling of the financials round investment with a focus to resume as quickly as possible once contractors are available

	6. Appropriate consideration should be given to the new build programme and wider stock acquisition to ensure there is no risk placed on the wider business. 
	Head of Customer Services (Property)
	New build programme on hold.  Built in an additional action to the risk to review the financial impact of this on rental income. 




	Great Homes – Cairn BP 
Outcome 2 - We have high thriving neighbourhoods  

	Priority Projects / Delivery Plans
	Q1
	Q2
	Q3
	Q4
	21/22
	22/23
	Lead
	Update 

	Continue to develop our approach to income management and managing high value arrears cases.  
	
	
	
	
	
	
	PR
	Core task being picked up during the lockdown.  Will continue to be a high priority 

	Development of estate inspections; 
· Identification of wider issues surrounding our properties which can be linked to the investment programme 
· Explore the use of the place standard to prioritise works with our tenants.
	
	
	
	
	
	
	PR
	Push back to year three. 

	Further development of the wider role working with partner Local Authorities to develop strategies for mixed estates 
	
	
	
	
	
	
	PR
	Year three project 

	Risks 
	
	

	3. There is a risk that we fail to maintain rental income flows 

	Head of Customer Services (Tenancy) 
	Need to capture the actions that are being taken to increase focus on income management during the CV19 situation. 

	5. There is a risk that the organisation fails to deliver its asset management strategy and/or the current planned investment levels are insufficient 

	Head of Customer Services (Property)
	Investment programme on hold.  Built in an additional action to capture the reprofiling of the financials round investment.







	Great Services – Cairn BP 
Outcome 3 - We have customer focussed services  

	Priority Projects / Delivery Plans
	Q1
	Q2
	Q3
	Q4
	21/22
	22/23
	Lead
	

	Digital Strategy and change
· Further development of the contact centre and digital contact options for tenants  
· Development of the Cairn portal and online forms 
	
	
	
	
	
	
	MB
	Work has been ongoing during the lockdown.  MATS launched and new tenant portal up and running.  Further push for live chat, social media and email contact with tenants as contact options. 


	Review of Customer involvement and tenant consultation (Putting the customer and their views at the heart of our decision making) 
	
	
	
	
	
	
	MB
	Q2/Q3 tasks to measure impact of COVID-19 response, satisfaction with digital solutions, Reactive Repairs contract and court reconfiguration works

	Review the impact of remote working and customer interaction for Covid to adapt procedures to support future working arrangements and business continuity
	
	
	
	
	
	
	Exec
	New action that has come from the current working arrangements and future proofing. 

	Customer excellence 
1: Implementing findings from Customer Excellence
2: Consider re-accreditation process (3 year accreditation but annual assessments)

	
	
	
	
	
	
	PR
	Finding from current report to be implemented, however 2021 will need a full application submitted which is very resource intensive.  Low priority and will be pushed back to year 3. 

	Risks 
	
	

	10. There is a risk that we fail to have adequate IT systems to allow us to operate effectively as a business and lack the support to maintain them. 

	Head of Business Services 
	No Change

	9. There is a risk that we do not have adequate information management systems to comply with GDPR and FOI legislation 

	Chief Executive 
	Extra GDPR controls in place during CV19 round customer data and staffing information 




	Great Services – Cairn BP 
Outcome 4 - We are efficient and value for money 

	Priority Projects / Delivery Plans
	Q1
	Q2
	Q3
	Q4
	21/22
	22/23
	Lead
	

	Systems architecture review 
· Scoping of business needs and wants 
· Review of current systems provision and potential for rationalisation 
· Future proofing options for business critical activities
· Establishment of data analytics to make better use of performance and financial data
	
	
	
	
	
	
	Exec 
	Initial meeting held.  

IT priorities during lockdown have been to maintain systems and ensure that services can continue.  Initial parts of the systems review have been progressed and work on SharePoint has started.  



	Review of responsive repairs provision including; 
· Overview of repairs data and scoping of processes to establish a baseline position
· HomeWorks Review of repairs and voids delivery in the North
· Procurement of repairs contracts in the South (inc ANCHO) 
	
	
	
	
	
	
	Exec
	Work still proceeding 



	Procurement Review 
· Procurement officer to be appointed 
· Procurement process improvements using audit findings 
· Participation in the national procurement exercise 
	
	
	
	
	
	
	DH
	Procurement policy updated. Officer recruitment is on hold. End summer start time anticipated 









	Risks 
	
	

	1. There is a risk that wider political, economic or constitutional changes and shocks impact on our financial business plan 

	Head of Finance 
	Contact and controls put in place with lenders and finances. 

Link to income controls put in place in risk 3

	2. There is a risk that due to lack of financial control the business and business plan are ineffective 

	Head of Finance 
	Contact and controls put in place with lenders and finances. 

Link to income controls put in place in risk 3

	4. There is a risk that we fail to procure and manage external contracts to achieve value for money 

	Head of Finance 
	Risk of delay to repairs contract renewal and works due to the pandemic  




	Great People – Cairn BP 
Outcome 5 - We have skilled and engaged people 

	Priority Projects / Delivery Plans
	Q1
	Q2
	Q3
	Q4
	21/ 22
	22/ 23
	Lead
	Update 

	Group organisational design 
· Continuation of resource utilisation project;
· Roll out and embed the process  
· Review and implement the right organisational design and succession planning 
	
	
	
	
	
	
	Exec 
	Remains as agreed timescales. 



	· Roll out the Turningpoint job evaluation system and new salary framework.
· Integrate group policies and Terms and Conditions.  
	
	
	
	
	
	
	JS
	Remains as agreed timescales. 

	Continue the leadership and management development project 
	
	
	
	
	
	
	JS
	New programme agreed for people managers in the organisation and will be rolled out in Q3

	Review the impact of remote working for Covid to adapt procedures to support future working arrangements and business continuity
	
	
	
	
	
	
	JS
	New action that has come from the current working arrangements and future proofing

	Review our current staff engagement arrangements and measures ensuring these are fit for purpose. 
	
	
	
	
	
	
	JS
	Reviewing the use of Best Companies and looking at alternative engagement measures. 


	Risks 
	
	

	11. There is a risk that we do not have staff or Board Members with the appropriate skills or motivation to deliver business objectives.

	Head of HR/OD
	Resource planning work in place to ensure adequate coverage during the CV19 situation 

	12. There is a risk that we have inadequate internal processes to prevent fraud or criminal activity. 
	Head of HR/OD
	No Change 




	Great People – Cairn BP 
Outcome 6 - We have sound governance 

	Priority Projects / Delivery Plans
	Q1
	Q2
	Q3
	Q4
	21/22
	22/23
	Lead
	Update 

	Implement agreed recommendations of Governance Review 
Assurance statement annual return 
	
	
	
	
	
	
	JMcG
	Progressing – will need to ensure that Assurance statement reflects the CV19 shutdown.  

	Constitutional review and options appraisal of Cairn HA and ANCHO including potential transfer of engagements – work to commence Q3 2020 with recommendations by Spring 2021
	
	
	
	
	
	
	JMcG
	Recommend that the start of this project is pushed back to Q3/Q4 - Push back?? 

	Growth and Partnerships.  
· Further develop framework to assess future opportunities for proactive partnerships and growth 
· Delivering growth and partnership projects as required. 
· Pentland – complete due diligence and assess business case. If decision to proceed deliver implementation of TOE in by April 2021
	
	
	
	
	
	
	JMcG
	On hold currently. 



	Risks 
	
	

	8. There is a risk that we fail to implement and manage the group structure effectively 

	Chief Executive  
	No Change 

	7. There is a risk that we fail to comply with legislation and Regulatory Standards which leads to reputational damage or regulatory intervention 

	Chief Executive 
	Decision log being kept and regulator updated weekly.
New monthly SHR CV19 return 
ARC return progressing 

	10. There is a risk that we fail to have adequate IT systems to allow us to operate effectively as a business and lack the support to maintain them. 

	Head of Business Services 
	No Change 

	9. There is a risk that we do not have adequate information management systems to comply with GDPR and FOI legislation 

	Chief Executive 
	Extra GDPR controls in place during CV19 round customer data and staffing information 
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