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1. Executive Summary

The 2020-25 SBHA Strategic and Business Plan provides an overview of how SBHA’s mission, vision and values will be delivered over the next 5 years.
It provides the framework for future decision making and a clear process for achieving commitments made. It has been developed with the full
involvement of the Board of Management & governance members, the SBHA Team and SBTO.

The context of the Plan is highlighted in Section 4, demonstrating connection with main stakeholders against regional and national priorities. The
Strategic Priorities are highlighted in Section 5 and delivery is identified in Sections 6-10, alongside anticipated outcomes.

These future commitments have been developed in the context of and are consistent with SBHA’s 30 Year Business Plan and take account of a risk
profile of SBHA and its operating environment. The Plan has been prepared with reference to the Business Plan Guidance from the Scottish Housing
Regulator.

2. About SBHA

Scottish Borders Housing Association (SBHA) is a Registered Social Landlord (RSL) which operates within the Scottish Borders area. The Association
is a Scottish Charity and is registered under the Co-operative & Community Benefit Societies Act 2014. SBHA is governed by a Board of Management
which is made up of 4 non-Tenant elected members, 4 Tenant elected members and 4 appointed members.

SBHA became fully operational in 2003 when it completed a stock transfer and took over ownership of 6,728 properties formerly owned by Scottish
Borders Council. We currently have 5,637 homes and have an Annual Turnover of over £24million in 2019-20, providing homes in 49 settlements. Our
main concentrations of stock are in Hawick, Galashiels, Peebles, Selkirk, Kelso and Jedburgh.

SBHA is emerging as a completely different provider from the one created in 2003 in terms of services, investment, finances, governance and
engagement. Tenant engagement, performance improvement, customer service and community involvement remain underlying priorities for future
success.

In 2017 a Rule change was agreed to modernise and strengthen the strategic impact of governance reducing Board composition to 12 members. The
Board operates a quarterly meeting cycle, plus 2 additional meetings for Strategic Planning and Business Plan & Budget Setting. There are two main
Sub-Committees — Audit & Compliance Sub Committee who provide detailed assurance on compliance and risk — and The Customer Board — who
review customer experience, service development and policy. A Chair’s Group is available for urgent decisions and the Remuneration and Nominations
Sub Committee meets a minimum of once a year. In 2019, the Board introduced Remuneration for the Chair of the Board and Convenor of the Audit &
Compliance Sub-Committee.



Non-Charitable activity is governed by the non-charitable subsidiary, SBHA Plus. Creating in 2009, it provides a “delivery vehicle” for progressing non-
charitable projects and activities and aligns closely with SBHA’s objectives and Strategic Plan.

Scottish Borders Housing Association is committed to placing our Tenants and customers at the heart of decision making and service delivery. This is
delivered in partnership with Scottish Borders Tenants Organisation (SBTO), the “umbrella” Tenants representative group for SBHA’s Tenants, based
in the Head Office in Selkirk. Funded and supported primarily through SBHA, SBTO’s remit is to seek, represent and take forward Tenants’ views in
relation to SBHA’s Policies and procedures and to ensure that Tenants get the best possible service. They work in partnership to deliver the
commitments in the Tenant & Community Engagement Strategy 2017 -20 and will be a vital partner in the delivery of commitments in this Strategic
Plan. They also support the development of Registered Tenant Organisations (RTOs) and in 2015 introduced an SBTO led Scrutiny model which has
helped to drive up performance and satisfaction outcomes. SBHA’s Governance & Leadership Structure Charts are provided in Appendix 1.
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3. Purpose and Context of the Strategic & Business Plan

This Strategic Plan provides a framework for the strategic direction of SBHA until 2025 and how the expectations and aspirations will be met. As the
principal planning document for SBHA, it is supported by the Association’s 30-Year Business Plan (detailed in Appendices 6 & 7). It has been prepared
to be consistent with the Scottish Housing Regulator's December 2015 Publication: Recommend Practice — Business Planning.

It contains the SBHA vision, values and objectives and confirms the current position and progress since 2015-16. Future priorities have been set taking
account of the prevailing business environment, both in the Scottish Borders and nationwide. The Plan establishes the strategic, operational and
financial framework which is in place to facilitate achievement of these objectives. This framework is based on setting a clear corporate vision for the
Assaociation, having high level, SBHA-wide targets, as well as individual projects and activities which collectively are aimed at achieving the outcomes
confirmed by the SBHA’s Board of Management.

This document includes an analysis of current business risk, so as to ensure that SBHA is alert to indicators and issues which could jeopardise
achievement of the corporate vision and has in place appropriate responses and management actions to mitigate and hopefully overcome these.

This Plan will be supported by the approved Budget 2020-21 and the fully updated and revised 30-Year Business Plan (to be considered by the Board
in February 2020). Financial commitments are revised as part of the Annual Budget setting process as projects and commitments develop.

4. Development of the Plan

This Plan began with the customer in mind. In 2018 the Customer Board held its first Awayday with SBHA Board, SBTO and the Leadership Team.
Feedback was received on key strategic themes facing the sector and focused on a Safer World, Meeting Changing & Complex Needs, A Home for
Everyone and Supporting Tenants through Welfare Reform. From this a series of priorities and themes were identified that informed existing practice
and helped provide a basis for strategy going forward. This was further developed by the Board of Management in March 2019 identifying new objectives
and mission statement and the key themes around these objectives. Engagement in the 2019 Customer Board focussed on these new objectives with
a series of “Innovation Labs” and the content of the plan reflects both this and outcomes from 16 workshops held with the SBHA Team on the themes
of Great Customer Experience and Great Places. The new objectives are being built into day to day business moving forward.



This Strategic Plan is the lead document for SBHA’s main strategies. In developing the strategic direction account has been taken of the Scottish

Government’s National Outcomes and the consultation feedback on Homes Fit for 2040.
Scottish Borders Community Planning Partnership.

It has also been developed in the broader context of the
It builds on the vision of the Scottish Borders Community Plan to “working together with our

communities and through targeted partnership action, the quality of life will improve for all who live, work or study in the Scottish Borders.” It also reflects
the commitment in the Scottish Borders Local Housing Strategy that “every person lives in a home that meets their needs”. SBHA recognises that as
the largest social housing provider in the Scottish Borders it plays a significant role supporting the delivery of these objectives. The diagram below
demonstrates the connection between SBHA'’s objectives and the broader Scottish Borders Environment.

Our Scotish Borders

Scottish Borders Community Plan 2018

“Your community

e Reduce inequalities

e Inclusion - bring all
groups of people
together to ensure that
everyone is involved

e Listen to, engage with
and build capacity
within our communities

e Prevention and early
intervention -
understand and address
the cause of an issue or
need

e Sustainability - support
the objectives and
targets of the Climate
Change Duty

e Continue to reform
public services

Scottish
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Scottish Borders Local Housing Strategy 2017-22

» Every person in the
Scottish Borders lives in a
home that meets their
needs

e The supply of housing
meets the needs of our
communities

* More people live in good
quality, energy efficient
homes

¢ Less people are affected
by homelessness

e More people are
supported to live
independently in their own
homes
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Scottish Borders

Health and Social Care

PARTMNERSHIP

e We will improve the
health of the population
and reduce the number of
hospital admissions

¢ We will improve the flow
of patients into, through
and out of hospital

o We will improve the
capacity within the
community for people who
have been in receipt of
health and social care
services to better manage
their own conditions and
support those who care for
them

Scottish Borders Health & Social Care Partnership
2018-21

SCOTTISH BORDERS HOUS

e Great Customer
Experience

e Great Places
e One Team
® Resilient Business

e Smart Investment
Choices

SBHA Strategic Objectives



The Role of the Neighbourhood Plan: Central to the next 5 years is the adaption of
SBHA'’s strategies to the differing needs of communities. The Strategic Plan builds on
the development of the Community Team model to face the whole service towards local
impact. A Neighbourhood Plan will be developed for each area on the basis of an
understanding of the people, demographics, strengths and challenges in each
neighbourhood and an insight into what customers tell us about services and how they
are performing. The Plans will undergo visible, public, consultation with stakeholders
and a commitment to action in those areas. They will include a clear service offer,
details of planned and cyclical investment programmes, opportunities to engage and
projects to address need in the area. This will shift how our mainstream services work
to support the community that lives there.

5. SBHA Strategic Objectives
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Scottish Government Housing 2040

Scottish Borders Community Plan

SBHA Strategic Plan

' The Neighbourhood Plan

SBHA'’s purpose is defined in its new mission statement
agreed by the Board in 2019:

“Created by Tenants for Tenants, we enhance lives and
communities across the Scottish Borders. We shape
our homes and services to meet changing needs and

expectations.”

To support the delivery of this through the consultation
process the objectives have been adjusted to reflect the
emerging direction of SBHA.



These objectives provide the basis for driving forward both the strategic direction
and culture of SBHA. The Strategic Plan actions are built around these objectives
to ensure a balance in future emphasis and clarity on how progress will be made
in each area. Underpinning the delivery of these objectives are SBHA'’s values:

The 2016 Strategic Plan has delivered flexibility for growth through cost savings
and efficiencies, improved income collection and performance outcomes. This
progress is highlighted in Chapters 6 to 10, which details progress on each
strategic objective since 2015-16.
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This Strategic Plan reflects a new era for SBHA,
setting out clear priorities, to meet the needs of the
Borders Communities.  These chapters also
contain the main strategic themes and projects to
move the plan from Strategy to Delivery.
Appendix 2 contains the Action Plan associated
with this and Appendix 4 highlights the financial
commitments required to deliver this Plan,
alongside the resources available and future
resources required.

Everybody
Matters



6.

Great Customer Experience

This objective builds on the current themes of enhancing insight, introducing customer facing technology, and broader engagement to tailored services
that meet diverse needs; also supporting Tenants through digital and social change. It seeks to drive up customer satisfaction to new levels through
increased engagement, a high-quality customer experience and flexible services that meet a range of needs.

Listening to Tenants and their Communities to Innovate and Improve — Progress since 2015:

Since CRM launched,
the Solutions Team

has received over i ion wi
162,000 calls b 76% of'SBHA
gy \CPorticipate Tenants have
o o up 23(/;1 . access to the
19 ways for are now, smee internet
customers to o)
engage with Contact

SBHA

Delivered the Borders without Barriers Programme aimed at increasing customer experience. Local delivery through the Community Team model,
the implementation of the service redesign, extended opening hours and the introduction of technology have shifted resources towards the customer
and improved outcomes.

Introduced simplified service access solutions — one place for information, first point of contact resolution and clear records of contact. Mobile
working has enabled more to be delivered from Tenants’ homes. As a consequence, complaints are falling, and satisfaction is gradually rising.

A clearer service offer through the suite of standards on Customer Service across a range of areas, (with the SBTO approved stamp), the focus on
social media as a source of communication etc. all make the service offer clearer and increase accountability.

Expanding the Service Offer on Welfare benefits to offer over 1,000 Tenants claiming Universal Credit advice and support.

A more developed understanding of people through the Tenant Insight survey and Tenant Satisfaction Survey — internal and Borders-wide data by
locality is helping to build a picture of expectations, satisfaction and needs.

Strengthened evidence base on service quality and customer experience through evaluation of complaints, independent quarterly and real time
transactional satisfaction surveys. This is set in the broader context of the Community Engagement & Participation Strategy 2017-20 developed in
partnership with SBTO — offering 19 ways to be engaged.

Walkabouts in neighbourhoods and roadshows have provided greater visibility in local communities and a more developed understanding of what
is working and needs to change at a locality level.

Increased engagement with partners in response to more complex needs, with strengthened partnership working at both a strategic and case
management level. This ranges from formal frameworks around Domestic Abuse, Supporting Young People and Anti-Social behaviour through to
services via Transitions, Scottish Borders Community Safety Team, Macmillan, Changeworks, Post Office etc.



v" A revised Allocations Policy and localised approaches to lettings for low demand homes and where appropriate local letting plans, alongside an
emphasis on tenancy sustainment, has provided the opportunity to target people in Housing need in a more direct way. This provides a strong basis
to deliver Rapid Rehousing Strategy commitments and expand to a pre-tenancy service.

v" Commissioned two Housing Need Assessments to both inform development decisions and understand the changing nature of local markets.

v' The launch of My SBHA App in October 2019 is a clear step towards digitalisation and provides a strong platform from which to extend the future
digital offer.

25% of
There are an . children in .‘
estimated 2,500 the Borders

people living with are living in
domentia?g the poverty
Scottish Borders
23.08% increase in ) 22.16% increcsg
Section 5 Referrals from in Homeless Lets since
SBC since 2015-16 2015-16

The Next 5 Years... Challenges:

e Continuing the journey of engagement and customer experience and delivering much higher levels of performance and satisfaction and
consistent delivery at a local level.

e Supporting Tenants through the full roll out of Universal Credit and future changes to benefit entittements and related policies.

e Meeting the demographic challenges facing the Scottish Borders Community e.g. an increasing ageing population, a reducing younger
population, child poverty, health inequalities.

e Overcoming negative perceptions of social housing and people who live in it.

e Assisting tenants with support needs and/or older people to remain in their home and participate in their communities.

e Capitalising on digital access without leaving people behind.



The Next 5 Years... Focus:

Strategic Themes: Transformed Outcomes and the SBHA Offer

The expansion of the principles of customer back, with increased empowered
decision making for customers and the SBHA Team underpinned by a clear
service offer. The service offer is getting the basics right consistently and
building on the right first-time model — refining operations to maximise the
quality of service and customer experience. Celebrating and highlighting great
performance and continuous improvement.

Project Objectives:

My SBHA — Service:

» The expansion of the principles of customer back, with increased
empowered decision making for customers and the SBHA Team
underpinned by a clear service offer.

» Expand the Offer in terms of access, sign posting and direct services.

The Customer Journey:

» Increased focus on using technology to keep people informed and
confirming outcomes to prevent dissatisfaction and complaints.

» Real time testing of standards and promises through expansion of
the TSS — more frequent and immediate surveys — instant results
and engagement.

Great Information:

» Bring the information to the customer via social media, website and
emerging technology to shift digital access and enable high quality
targetted information for those not using digital access.

Communicate the SBHA Brand and Service Offer:

» With a focus on social purpose, affordability, assurance and
standards — backed by evidence of delivery of promises.

Strategic Themes: Reducing Inequality and Personalising Services

Develop services and innovate to support Tenants in need. Challenge stigma
and negative perceptions of our customers. Using insight to tailor services,
empowering the SBHA Team to engage closely with partners to improve the
life chances of customers. Building on specialist support services and
developing targeted responses that pre-empt and support Tenants during
challenging times.

E AN

Project Objectives:

Understand the Context:

» Develop Neighbourhood Plans that evaluate social trends and develop
partnerships in prevention to support needs.

» Strengthen connections and referral pathways with partners delivering in
the neighbourhoods to deliver better outcomes.

Prevent and Sustain:

» Pilot the use of risk assessment methods for those in higher risk
groups of not being able to live in their home or with changing needs
e.g. people with degenerative conditions.

» Expand the Housing Options approach to increase support to
vulnerable applicants in housing need.
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Support an Aging Population:

» Deliver commitments in the 2019-22 Older People’s Housing Strategy
through the housing options approach — with particular emphasis on those
at risk in their homes and those in a care environment unable to return
home due to physical circumstances.

> Explore models of housing for older people that support them to remain in
their community.

Support Homeless People:

» Support the delivery of the Rapid Rehousing Transition Plan in
partnership with the Borders Housing Alliance with a focus on
provided secure, permanent accommodation to homeless
households

» Secure appropriate support to vulnerable homeless people.

Strategic Themes: Increased Community Participation & The Channel Shi

ft

In partnership with SBTO and stakeholders, seek to expand engagement in
neighbourhoods and with hard to reach groups. Build on the MY SBHA App
and shift personal contact away from transactional to relationship services
through widening the digital offer to all customers.

=, = A\ -~
GETTING we
INVOLVED.. ° seommeeces

ORGANISATION

Project Objectives:

Tenant & Community Engagement:

» Expand from localised budgets to investment plans, programmes and
projects tailored to local needs.
» Support engagement with hard to reach groups such as remote rural

communities, people who are housebound, young people, carers etc.

My SBHA — Neighbourhood:

» Accessible neighbourhood plans with insight into service targets,
investment plans, service standards and how SBHA will contribute
to the wellbeing of that area.

» Explore, in partnership, participative and community budgeting and
local projects that meet varying needs in communities.

Digital Offer — The Channel Shift:

» Implement the digital shift through self-service — maximise the number of
customers online and enable all customers to make the choice of digital
access and feedback.

» Introduce new methods of interaction e.g. virtual walkabouts, live demos.

Digital Inclusion:

» Building on the 80:20 principle (80% routine transactions: 20% case
management), without leaving vulnerable groups behind.

Work with partners to support skills development across customer
groups enabling all customers to make the choice to use and sustain

>

their accounts.

Great Customer Experience —the main indicators of success will be:

AN NN

Increased overall tenant satisfaction to over 90% and real-time indicators on participation, keeping informed increasing to above Scottish average.
Improved repairs performance above Scottish Average for all indicators , including satisfaction.
Use of My SBHA App account reduces first point of access phone contact and First point of contact resolution increases and complaints reduce.

Reduce homelessness through strenthening tenancy support and improved
Increased demand for homes.

Increased services for face to face support in communities.

Increased housing options for vulnerable older people.

sustainment of tenancies and reduced evictions and abandonments.
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1.

Great Places

The theme moves from establishing programmes and delivering external standards and compliance to a new level of asset planning and a relentless
focus on place.

With 5,637 homes across 49 settlements in the Scottish Borders and assets worth £90.2m (based on the EUV-SH (Existing Use Value for Social
Housing) Valuation 2018) creating Great Places is at the centre of SBHA's purpose. This objective is focused on quality of homes and the environment,
how SBHA homes make people feel and the routines and structures that ensure quality standards are achieved and maintained.

i — i . From April 2015
Create Great Places to Live — Progress since 2015: o MatEh 5019

£64 il

SBHA Homes Home Investment
meeting EESSH since 2015-16
83%
94,6% of £ y I
SBHA homes 5

meet SHQS H
2015-16 October 2019

A greater understanding of SBHA'’s assets has been achieved through strengthened Stock Condition and Energy Surveys, resulting in stronger
asset performance and increased values. The introduction of the Asset Insight tool has established the Net Present Value of homes, connecting
people and property-based evidence to assess value.

The 6-year Plan for life-cycle replacement has been established, connecting significant investment in neighbourhoods with the Community Model.
The investment of £43m in Tenants homes since 2015-16 has ensured that SBHA has met and maintained SHQS compliance and established a
clear journey to the EESSH 2020 target — currently at 83% compared to 31% in 2015-16. Clear plans are in place for current assets and new homes
are being built to Silver Standard for energy efficiency.

Asset information is updated through more established routines for surveying since 2015 and with the introduction of new in-house team in 2019
enables a consistent approach going forwards.

Delivering a rural off-gas programme to 143 homes through insulation, doors, windows, Air Source Heat Pumps and Quantum electrical systems.
A greater emphasis on the built environment and open spaces through the Community Team walkabouts and expanded cyclical maintenance
including gutter cleaning, non-gas servicing and a strengthened grounds maintenance contract. In 2016-17 the Great Places Fund was introduced
through efficiencies in Property Services. In addition, resources for the Estate Improvement Budget have increased. Both projects are aimed at
increasing the quality of the neighbourhood, reducing reactive maintenance and establishing a focus on place at a local level.

The new Asset Safety Team has increased the focus on compliance and cyclical routines of safety have been strengthened and expanded, with
new services and inspection routines introduced and adapted as standards change. This includes areas such gas, fire, electrical, asbestos & water
management.

12



v' In 2018-19 the suite of Service Standards was introduced for repairs and improvements to homes, neighbourhoods and communal areas.
Accompanied by increased quality control of repairs with a more transparent customer journey and priorities for spend, this is driving up satisfaction
with the repairs service.

v" The Empty Homes Strategy has seen a significant shift in the nature of both non-lettable and low demand homes — it aimed to lead SBHA from
reacting to long term empty developments to a pro-active approach where demand was reducing. In 2015-16 there were 98 non-lettable homes,
and this currently stands at 66 (this will be 33 by the end of October 2019). Since 2015 the number of low-demand homes (which include non-
lettable) has fallen from 233 to 179 (this will 146 by the end of October 2019). The greatest reduction has been in Galashiels, Kelso and Selkirk
with challenges remaining and increasing in Hawick. It should be noted that all low demand properties are all flats and 17% are bedsits and 51% 1
bed properties.

v Built our first wheelchair accessible homes through the Stonefield Regeneration project.

v' Enabled more older people to live safely by expanding the annual investment in Adaptations by £100k a year and built wheelchair adapted homes
and a specialist block in Stonefield for adults with learning disabilities in partnership with Ark Housing.

v Delivered the Rutherford Square project — providing 24 high quality refurbished homes for older people and addressed remaining hard to let former
Sheltered Housing. Undertook a series of measures to modernise Amenity Housing, including upgrading the alarms, lifts and moving from district
to individual controlled heating systems in two schemes.

The Next 5 Years... Challenges:

60% of older
Overall Satisfaction people in the
with neighbourl;ood Scottish Borders
managemen 43% of are fuel poor
(2019) households

66.67% in the Borders

are fuel poor

¢ Maximising the warmth of Tenant’'s homes and meeting the EESSH 2020 target, alongside establishing EESSH 2 journey in hard to heat homes,
whilst keeping rents affordable.

¢ Aligning SBHA homes with changing needs and expectations in the light of the Scottish Government 2040 consultation — particularly smaller flats
and bedsits - reducing the number of low demand homes.

e Turning around satisfaction with management of the Neighbourhood and making a more significant impact on the broader environment.

¢ Increased Sector emphasis on Health & Safety in the light of the Grenfell disaster and meeting changing standards.

¢ High levels of re-active maintenance and delivering value for money and satisfaction in a large geographical area.

e Delivering improvements, environmental and cyclical programmes in mixed tenure areas — particularly those with absent landlords.

13



The Next 5 Years... Focus:

Strategic Themes: Affordable Warmth and Homes Fit for 2040

Increasing affordable warmth through the evaluation of the impact of EESSH on the
customer and establishing the long-term programme to reflect the changing standards
and technology. Exploring the home, fit for the future, and converting existing suitable
homes to meet demographic and demand shifts. Supported by a seismic shift in the
quality and quantity of accessible and adaptable homes.

Project Objectives:

Warmer Homes Investment:

» Achieve EESSH 2020 standards by December 2020 and prepare for EESSH 2 with
a focus on futureproof infrastructures and energy supplies to support carbon
reduction.

> Establish an SBHA investment in affordable warmth standard that combines with a
people centred service offer — making energy advice business as usual.

» Review the Energy Module Software in the context of current and future practices.

Homes Fit for 2040:

» Evaluate the Scottish Government 2040 proposals in
undertaking the 2020-25 Asset Management Strategy and
develop the principles of longer-term plans to set out an
SBHA 2040 standard.

» Establish the principles of SBHA's contribution to achieving
a Carbon Neutral Scotland by 2045.

Adapt Homes to Meet Need:

» Increase the supply wheelchair accessible homes (new or refurbished) with targets
in each category and introduce lifelong home design standards into life cycle works.

» Develop technological and design measures that deliver more adaptable and
flexible homes.

Raise Demand:

» Develop the Low Demand Homes Strategy and deliver a
programme of works that prevent and address Low Demand.

» Connect homes at risk of being low demand with the
appropriate programmes of work to increase popularity.

Strategic Themes: Environmental Impact & Investment in Homes

A focus on building fabric and the quality of the environment as a whole, overcoming
the challenges of mixed tenure. Escalating the move from reactive to cyclical routines
— harnessing logistics, technology, sustainable and maintenance free materials with
longer life cycles to improve homes and service experience.

Project Objectives:

Environmental:

» Establish 6 Year Environmental Programme and work across tenures to ensure a
mixed tenure standard.

» Increase targeted actions to address the quality of the environment and implement
assurance standards e.g. Keep Scotland Beautiful.

Reaction to Prevention & Longer Life Cycles:

» Delivery the second 6 Year Plan and assess opportunities for
longer life cycle elements.

» Shift the ratios of repair, cyclical and planned investment to
impact on overall satisfaction.

» Review the Asset Management IT System to allow for more
detailed asset information, analysis and planning.

Overcome Mixed Tenure Challenges:

» Establish a clear mixed tenure offer and strengthen stakeholder partnerships with owners of adjoining properties and landowners to maintain and

improve the environment and manage the risks of mixed tenure.

14




Strategic Themes: Safe Places

Moving from embedded compliance to pro-active management of risk. Using .

technology, systems and the right culture to instil trust and confidence of Tenants in & J
the safety of their homes. ¢ N

Project Objectives:

Fire Safety Risk: Moving from Compliance to Best Practice:

> Achieve the LD2 Standard achieved for all homes by February 2021. » Implement the best practice recommendations of the Cutler
» Implement Fire Risk Reduction programme. Report — Compliance Plus on assurance.

» Introduce new technology to pre-empt risks, targeting high risk environments. » Expand the use of software for monitoring and evidencing

compliance on Health and Safety.

Great Places — the main indicators of success will be:

. Meeting the EESSH 2020 standard to improve affordable warmth and reduce fuel poverty.
o Meet LD2 by 2021 and strong assurance on all Health & Safety compliance.

) Increased numbers of adapted and wheelchair accessible homes.

. Reduced low demand homes and no non-lettable homes

o Reduced volumes and costs of reactive repairs.

o Increase Housing Stock Valuation year on year.

o Increased satisfaction with management of the neighbourhood.

15



8. One Team

The theme moves from leading people through change, accredited practices and delivering a transformational business model to a more dynamic,
externally focussed future.

Inspire & Develop Our People to Make Change Happen — Progress since 2015:

5 Internships 55 work placements

. 13 Apprenticeships : r P T
since 2015-16 since 2015-16 since 2015-16 m,;.{m"mwm

e e RS
AP

v' Through whole organisational redesign created bigger roles and increased the talent pipeline improving succession planning and reducing the
number of hard to recruit roles.

v Increased Investors in People accreditation to Silver Award in 2018 and achieved Investors in Young People Silver and Health Working Lives
Bronze — supported by the Employee Strategy Group which has moved from establishing culture & behaviours to supporting investment in people
activity.

v' Working groups established on change projects such as fleet replacement, Healthy Working Lives Group, Customer Service Excellence Group
and partnerships with SBTO on policy development.

v Refurbished the Head Office to create a more open, higher quality environment, improved facilities and enabled improved connections between
teams.

v Revised Learning and Development Plans for both the SBHA Team and Governance Members with supporting performance reviews and personal
development plans.

v Introduced Learning programmes on Customer Service Excellence, Leadership Development, Procurement, Compliance for Construction and
ensured consistent programmes on Health and Safety, Wellbeing, Appraisal and Performance Management.

v Strengthened relations with Partners and created improved pathways to work through the expansion of placements, programmes and events to
encourage the Housing Sector as a career of choice.

v Undertaken and partially implemented the Flexible Working and Modernising Pay Review.

v Improved attendance and reduced people turnover.
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The Next 5 Years... Challenges:

. An ageing workforce and succession risks.

o Developing skills in new areas of work and preparing people for change.

o Maintaining ability to attract people in local markets.

. Diversity in the workforce in some areas and creating a more developed understanding of equalities impact.

Ge"nder split is 40% female
and 60% male (2019)

The Next 5 Years... Focus:

Age Profile at September 2019
PR RRRRRRARAS
AR AR E AR R EE

PrrrRRRRRRRRARIRRAND
pRRRRrRRRRRRRRRERDAA
pReRRRRRRRTNY

Strategic Themes: Developing the Talent Pool and Equipping the Team

A focus on engagement, attraction and retention to the SBHA Team to be at their
best consistently. Alignment of people, skills and values to deliver the
opportunities in this strategy. An emphasis on enhancing roles, challenging the
norm and traditional models, and seeking new recruitment markets.

Project Objectives:

Skills Development:

> Incorporate new skills that this plan requires — particularly digital skills to
maximise the use of new technology, mainstreaming areas of work such as
energy advice and the ability to forge partnerships in day to day work.

Engagement:

» Review the principles of employee engagement and
participation.

» Review accreditation arrangements and introduce a regular
People Survey.

Succession Planning:

> Build on flexible career pathways that encourage diverse experience and
support succession risks — promote broader skills sets, whilst valuing
professions.

Attraction & Retention:

» Undertake a fundamental review of the approach to attraction
and retention, investment in learning and career pathways with
a view to future proofing skill sets. Achieve Living Wage
accreditation.

»  Explore options for alternatives to agency arrangements for
interim support.
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Strategic Themes: One Culture

Nurture a culture that values and increases diversity at all levels in the
organisation. Seek to address areas of imbalance, particularly gender in
construction and encourage outward facing, positive learning and strong
engagement with values.

i -

Project Objectives:

Customer Back:

> Launch the Customer 1st Programme — with the Employee Strategy Group
— expand high levels of engagement and achievement taking the principles
of Customer back to the next level.

Values:

» Launch the Everybody Matters Campaign — focussed on
equalities and changing customer needs. Introduce measures
that support opportunities for hard to reach groups to benefit from
services.

One Team - the main indicators of success will be:

. Improved People Engagement outcomes year on year.
o Increased accredited learning.

o A more diverse workforce.

o Reduced employee turnover.

o Improved attendance.

) No hard to fill posts.
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9.

Resilient Business

This objective aims to ensure strong controls and assurance, making the most of existing technology and strengthening its impact on expenditure and
investment decisions. It also moves towards a stronger understanding of economic impact and social impact in decision making.

It is set in the context that SBHA spends around £16-18m annually on construction related services.

Deliver Excellent Value for Money — Progress since 2015:

75.44% of SBHA Tenants SBHA average overall SBHA Stock Value has
rate rents as good value rents have been '"“‘*.“55"2‘3‘1/5":-2" %
for money (2019) consistently lower than since 207> 32.65% decrease in
the Scottish average Almost £1m non;il::t.cblo h:‘ms
over the last 5 years £90.27m net savings 2015-
2018-19 from contracts
E;&g:’.l? procured since
2017-18

Managed future Business Plan pressures and secured an emerging new build programme through additional borrowing, alongside establishing
foundations for future borrowing.

Borders without Barriers programme delivered transformed use of systems for recording and business processing. The use of CRM, Mobile
Working, Document Management and Self Service underpinned the successful implementation of the Borders without Barriers programme, with
efficiencies enabling the expansion of service access at a local level.

Use the SFHA rent affordability tool to keep rents affordable and manage risks on high rents — connecting rent setting decisions with the impact
on Tenants in a range of circumstances.

Managed the early impact of Universal Credit — offering support to over 1,000 Tenants currently known to be claiming Universal Credit.

Empty Homes Income collection — Total annual empty homes rent loss reduced by £206,000 in comparison to 2015-16.

The Transformation Fund has provided £3.4m resource for projects that deliver objectives and strategic commitments — capturing efficiencies and
securing resources to deliver better outcomes — and currently stands at £3.1m.

The creation of the Senior Procurement Advisor and the Procurement Strategy has expanded the supplier network and enabled long term
commissioning for significant areas of investment and increased value for money in Planned Maintenance works.

Evaluated the impact of the 2013 decision to close the Local Government Pension defined benefit pension scheme to new members and confirmed
that this had reduced the risks faced significantly and additional risk due to economic shifts.

Strengthened the evidence base for Asset Management through full implementation of the Asset Management System, Repairs Finder and Asset
Insight — the latter connects people and assets to assess Net Present Values.
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v' The creation of the Business Analyst role has supported increased evaluation and use of systems to improve outcomes.

v Implemented significant efficiencies in Property Services through resource changes and technology to improve both customer outcomes and value
for money. This has enabled a shift to increased cyclical and environmental works.

v' Transformed Governance — in 2017 reduced membership, created skills-based roles, redefined the purpose of committees and scheme of
delegations to focus the Board on the strategic function and assurance. Introduced Board Remuneration for 2 roles in 2019. Achievements are
reflected in the 2019 Assurance Statement, confirming compliance with SHR Regulatory Standards.

The Next 5 Years... Challenaes:

Over 98% Rent

" T . . Collect:'on

. e enants receiving intai since

Keepmg rents @ Q151 Universal Credit mungrll;f“ "
affordable 68% of

g- l?‘w-demcnd
o omes are

RPI CPI 1-bed flats
N

) Continuous achievement of Regulatory standards in finance and governance.

o UK wide economic uncertainty and changing factors that impact on Tenants incomes, rent affordability and the borrowing environment.

o Political uncertainty and risks around continued support for new build and energy investment

o Managing the financial risks and any policy changes surrounding Universal Credit and the wider challenges of improving rental income collection.
o Making the transition from a transfer business plan/loan facility to corporate requirements.

o An ageing IT infrastructure with most business solutions hosted on premise.

) IT broadband and coverage in the Scottish Borders.
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The Next 5 Years... Focus:

Strategic Theme: Financial Capacity

This involves the key stages of financing over the life of the plan and establishing
long term resources for investment. Sustainable and equitable rents will be a strong
emphasis and alignment of affordability, sustainability and performance outcomes.

b

Project Objectives:

Flexible Treasury Management:

» Secure sufficient resources that support SBHA to deliver the Scottish
Government vision for housing in 2040.

> Explore models of lending for sustaining existing and developing new homes
that enables SBHA to take advantage of new opportunities of affordable
borrowing as they arrive.

Rent Affordability:

» Rent Re-structure — deliver revised rent policy and structure by
April 2021.

» Continue to evaluate the impact of rent affordability on Tenants
and to mitigate the risks of rent poverty.

Investment in Homes:

» Evaluate the long term understanding of asset investment needs and undertake
efficiency and effectiveness reviews on the £18m Business Plan commitments
towards new homes, refurbishment, the Environmental programme and cyclical
maintenance to maximise the quality of homes.

Asset Insight:
> Review the future options for an Asset Insight tool to support
and evidence investment choices and future asset decisions.

Strategic Theme: Digital Resilience

Introducing new and strengthening existing platforms, this will encompass a strong
infrastructure and the journey to the cloud — investment will focus on the customer
journey, security and assurance. There will be a new emphasis on digitalisation for
customers ranging from skills, access to Wi-Fi and telecare provision.

a ()

Project Objectives:

Business Process:
» Transform business intelligence through improved quality management and
increased integration between systems — move to one source of truth on data.

System Security:
» Achieve Cyber Essentials Plus, PCI compliance and maximise
the performance and security of IT systems within 5 years.

Cloud Solutions:
» Shift IT support from infrastructure to business solutions and achieve a smaller
application infrastructure.

System Development:

» Provide the infrastructure and forge the partnerships to deliver
increased digitalisation for customer and construction related
new technology.

Future IT Strategy:
> Review options for future core business systems and priorities for future
investments identified in this plan.

Capitalise on 5G:
> Prepare for the future 5G environment and provide
infrastructure and evaluate opportunities it provides.
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Strategic Theme: Governance Ready

Sustaining effective assurance and controls to maximise effective governance.

’o
E]

Pe
Ppe
Pe

Project Objectives:

Governance:

» Undertake a review of governance changes in 2017 and 2019 — ensuring that
Governance adapts to the changing role of SBHA and is equipped to govern
new responsibilities and partnerships.

Succession:
» Ensure effective succession planning for the Chair’s retirement
in 2020.

Assurance:
» Expand the use of technology to control risk and compliance and improve
efficiency.

Open Governance:
» Upgrade SBHA Website to improve access to information.

Strategic Theme: Value for Money

A focus on moving procurement from compliance to innovation — designing Social
Return on Investment into procurement partnerships and creating ethical supply
chains. Addressing the areas of financial challenge and reviewing future income
streams from none housing assets.

Project Objectives:

Procurement:
» Building on current supply chains and commercial partnerships to maximise
quality, value for money and innovation.

@ S &
(2
Social Impact:

» Increased community benefits from procurement and
partnerships. Expanding the use of economic impact
assessment and sustainability tools to developer a stronger
understanding of economic and social impact.

Assets:
> Increase the cost benefits and explore future delivery models for Asset
Maintenance and Development.

Systems:
» Implement a new IT Finance system and review systems to
support e-procurement and contract management.

Resilient Business — the main indicators of success will be:

Increased tenant satisfaction with value for money.
Rents remain affordable.

Increased resources for growth.

Achieve Cyber Essentials Plus accreditation.
Increased automation of processes.
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10. Smart Investment Choices

Moving from the strength of an emerging development programme and projects to maximising SBHA’s contribution to inclusive growth within the Borders
and as a strategic provider in the South of Scotland.

Anticipate Opportunities to Develop & Grow — Progress since 2015:

69 new homes built 22 new homes in progress /
o} r
gy
| ﬁ'vf:‘ ":: '.A’f:t‘t:'i:téle srpportetd t: acc:ss
126 homes refurbished | Seionw ) Gl o ey v
v Grown the number of homes by building 66 new homes and establishing a programme to deliver a further 34 homes within the existing Business
Plan. Received £4.8m in HAG to support new build and refurbishment.
v' Addressed the risk of Non-lettable empty homes through refurbishment, demolition and disposal.
v’ Attracted £750k in Green Energy initiative grants and works to improve affordable warmth.
v' £1.3min grants and support in kind to deliver Financial Inclusion Service, Transitions and form Scottish Enterprise for infrastructure investment.
v Undertaken a review of principles for future partnerships to support strategic decision making.

The Next 5 Years... Challenges:

On average the
Transitions Project
supports 55 young

people leaving care at
any one time
(Sept 2018)

Around 400 referrals
to the Financial
Inclusion Service

Transitions Project each year

Over 300 care leavers
have been supported
over the life of the
ap f =&
(Sept 2018)

o Developable land availability, uncertainty on future funding environment for new homes.
) Managing uncertainty around development funding post-2021 and planning for associated changes as the 2040 Strategy emerges.
o Maximising capacity to deliver aspirations for growth.
o Limited construction sector for new build and escalating costs.
o Understanding and evaluating economic impact.
o Balancing the appetite for new build against the need to invest in existing homes to ensure sustainability.

23



The Next 5 Years... Focus:

Strategic Theme: Mainstream New Build

Maximising new supply opportunities based on true demand — the right homes, in
the right places, at the right price, and exploring opportunities across tenures.

et

Project Objectives:

» Explore alternative construction and commissioning methods.

Expand the land bank and strengthen the pipeline of new
developments and audit existing land development opportunities.

» Explore mixed tenure development opportunities and emerging new models
of housing and housing related developments.

Explore opportunities with statutory partners for development of new

Strategic Theme: Ambitious Collaboration

Developing partnerships with deliverers and influencers in all sectors (public,
private and third) on services, digital, construction technology and investment —
attracting partners who share a similar values and ethos.

A~

A

Project Objectives:

New Solutions:

» Pursue opportunities to work with stakeholders to progress stronger outcomes
for Tenants and communities e.g. deliver the Disability Development Project
in partnership with Aberlour and SBC.

Shared Learning:

>

>

Explore academic partnerships for learning, research and developing
new approaches and products.

Explore commissioning and delivery partnerships to maximise and
target resources on asset quality and value.

Expanding Technology:

» ldentify and pilot potential new technology and solutions that increase warmth
or lengthen the life of components e.g. smatrt filters, hybrid heating systems,
batteries etc.

» Explore digital partnerships to pilot new technology to support increased
interaction and engagement with Customers.

Innovation and Growth:

>

>

Aligning plans with opportunities for regional change e.g. Borderlands
and SOSEP etc.

Attract resources — financial and added value — for innovation and
growth.

Strategic Themes: Supporting Employability

Strengthening partnerships with learning providers and interested parties to
maximise employment opportunities in the Borders and strengthen our Social and
Economic Impact.

w» A
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Project Objectives:

Career Pathways: Added Value:

» Stronger partnerships that deliver opportunities for Young People to develop | » Maximise the use of community benefits by increasing the impact of
work ready skills and sustainable careers in the Sector. Work with a local procurement on employment opportunities and develop reciprocal
partner to redefine the apprenticeship and internship offer. arrangements with partners to offer broader work-ready experiences.

Resources: Making a Difference:

» Maximise opportunities for funding to support career pathways and create | » Expanding opportunities for hard to reach groups through
seed funding for new pieces of work/research that offer Learning & placements, mentoring etc.

Development opportunities.

Smart Investment Choices —the main indicators of success will be:

. Increase the supply of new homes and rental income.
o Attract grant and funding opportunities.
o Increase the apprenticeship and work placement opportunities.
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11. Assurance and Risk Management —to be added

12. Monitoring, Review and Communication

The Board of Management will receive a 6-monthly progress report on the delivery of commitments and the Strategic Projects contained within this
Plan. Alongside the ongoing commitment on Risk Management, the SWOT Analysis will be reviewed annually to reflect changes, opportunities and
progress.

Monitoring of compliance with this Plan’s targets is embedded within the Association’s management procedures, including the Leadership Team
Executive Team, and within Development Reviews and performance meetings.

Communication of the SBHA values, objectives and priorities is key to the delivery of this Plan. The consultation process for this Plan has included a
series of workshops to update all the SBHA Team on progress and their role in the delivery of this Plan.

Information will be issued in the Tenant newsletters and related digital communication campaigns, identifying areas of the Plan which have a direct
impact and relevance to Tenants, updating them on progress and setting out future objectives and performance against targets. From a Community
Planning perspective, the summary will be shared with Community Planning Partners on the partnership-based elements of the Plan to both raise
awareness and provide opportunities for effective partnership working.
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Appendix 1: Governance & Organisational Structure

Governance Structure

Consultative Governing Structure
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Occasional Remuneration -,
. L Chair’'s

Working & Nominations Grou
Groups Sub-Committee P




Chief Executive

Director of Assets & Property
Services

Director of Customer

Services

Director of Finance

Director of Business Support

Property Services

Health and Safety
Compliance

Cyclical Maintenance

Solutions Team

Development

Great Places Fund

Property
Refurbishment

Adaptations

Affordable Warmth

Antisocial Behaviour

Allocations

Transitions Team

Complaints

Business
Processing

Empty Homes
management

Communications

Development

Head of Asset .
e o Eroperty Planning & Ne|ghbourhood P(e-Tenancy C;ustomer Finance Manager CEREE IT Manager HR Coordinator
Services Services Manager Services Manager Services Manager Manager
Development
Asset Investment NE et Financial Inclusion Management an_d Tenant Participation Infrastructure (ORI EIE]
Teams Statutory Accounting Development
Budgeting and
Forecasting System

People Practices

Procurement

Audit and Risk

Payroll

Treasury
Management

Governance &
Compliance

Business Insight
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Appendix 2:

Action Plan 2020-25

Inequalities &
Personalising
Services

Develop Customer Insight Evidence Base on
Vulnerability Risk Factors

Explore options for partnerships with Third
Sector and Care & Support providers for
meeting needs

Evaluate need for future support models and
establish Tenancy Sustainment Service and
Fund

Enhance Housing Options advice and online
access in partnership with Borders Housing

Alliance

Work with partners to develop a vulnerability
risk framework

Mainstream RRT Housing
Options work

Mainstream Vulnerability Risk
Framework

Proiect 2020/21 2021/22 to 2022/23 2023/24 to 2024/25
J Year 1 Years 2 & 3 Years 4 &5
Great Customer Experience
Establish greater insight into service access . Review service access and touch
Streamline access and workflow . :
and workflow patterns points to reflect changing patterns
Implement new performance framework for Achieve Customer Service Excellence
Transformed | Customer Contact Outcomes accreditation
Outcomes & The Develon & Imol t Marketing & PR
SBHA Offer evelop & Impiement Marketing Re-Brand SBHA
Strategy — incorporating digital platforms
Develop partnerships with digital suppliers to
consider emerging technology for tenant
interaction in the home
*Develop the SBHA’s Older People’s
Housing Strategy
Implement the Older People’s Housing Strategy 2020 to 2023 commitments gt?;;z\gyomr People’s Housing
Explore options for deliver technology Expand Solutions to other
enabled care solutions Customer Groups
Deliver Rapid Rehousing Transitions (RRT) Plan 2019-24 commitments
Reducing

Deliver Partnerships and Projects that enable independent living and improved

guality of life
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Review the Tenant & Community
Engagement Strategy 2020-23

Launch new SBHA website to provide
additional interactive services for self-service

Review Tenant & Community
Engagement Strategy 2024-27

Increased Further develop Neighbourhood Plans, Explore and develon with partners
Community incorporating local partnerships to address plo! P P ” Expand Participatory Budgeting
Participation & | |ocal priorities participatory budgeting opportunities
The Channel
Shift i i i i
E.xplore options .W'th partners for improving Implement Wi-Fi provision pilot and evaluate | Deliver Mainstream Solutions if
digital connectivity and digital engagement . .
N ) , impact required
initiatives in Tenants' homes
Great Places
*Deliver EESSH 2020 Implement EESSH2 Plan Phase 1 - 2025 Implement EESSH2 Plan Phase 2
Target — 2032 Target
Review the Energy Module
Affordable Develop a Homes Fit for 2040 Standard
Warmth & Identify 10 Year R tion P
Homes Fit for pr(iaonri!tzs ear kegeneration Frogramme Master Plan for priority Areas and Implement a 5 Year Programme of Delivery
2040

Undertake Most Adaptable Homes analysis and implement investment options

Deliver the "Warm & Well" Energy Advice Project

Mainstream energy advice service
offer

Environmental
Impact &
Investment in
Homes

Review and implement the Asset Management Strategy 2020-25 establishing future investment in homes and their environment,
affordable warmth and low carbon commitments for a Carbon Neutral Scotland by 2045.

Baseline Audit/Assessment of
Neighbourhood Standard

Implement 6 Year Environmental
Improvement Programme

Expand Factoring Service to Shared
Stairwells where SBHA is majority owner

Expand Factoring Service to all
blocks
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Meet LD2 Fire Safety Standard by February
2021

Implement new suite of Fire Safety Standards

Implement Fire Risk Reduction Programme

Safe Places
Publish Tenant Health & Safety Manual
. Implement Compliance Plus Programme to
Expand Compll_ar)_cg-:« Plus approach to all support Assurance on Health & Safety
Safety responsibilities
Governance
One Team
*Conduct Annual People Survey - BAU
Introduce a Performance Management
framework aligned to the Strategic Plan Launch the Everybody Matters Campaign
One Culture priorities

Introduce the Job Learning Exchange
programme

Deliver Customer 1t programme

Developing the

Talent Pool &

Equipping the
Team

*Conclude Modernising Pay Project

Re-align the People Strategy to this Plan -
incorporating the Talent Management
Strategy, career pathways and culture

Achieve Living Wage Accreditation

Undertake SBHA Team Digital Skills Training
Needs Analysis

Retain and improve IIP and IIYP accreditation

Expand the Learning & Development plan to
support implementation People Strategy
priorities

Introduce the Digital Skills programme into
the L&D Framework

Implement a new Selection and Attraction
offer

Provide enhanced functionality for HR self
service

Develop recruitment portal on
website
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Resilient Business

Review Treasury Management Strategy

Implement Recommendations

22;2;'3 Renew Asset Insight tool
Develop options and model rent re-structure Consult and Implement new Rent Policy with transition over the life of this Plan
Conclude and implement revised IT Strategy Implement One Source of Truth
Achieve & sustain Cyber Essentials Plus Achieve Cyber Essentials Plus
Digital Accreditation accreditation
Resilience Implement Office 365 Expand the use of Cloud based systems
. Assess current IT infrastructure
Implement new Finance system .
for 5G readiness
Implement Rule Change 2020
Governance Plan for succession of Chair
Ready

Implement Health & Safety Compliance
systems

Implement Risk Management System

Value for Money

*Complete Property Services Review

Evaluate Options Appraisal for future Asset
Investment & Maintenance delivery models

Engage in SFHA HACT Pilot on Social
Impact Assessment Tool

Expand the use of Service Connect to Empty
Homes and Planned Works for job costing
and materials management

Implement future model

Implement revised Procurement Strategy
emphasising innovation, sustainability and
social impact

Enhance Property Services functionality for
Work Scheduling and Job Costing

Mainstream Social Impact
Assessment Tool

Introduce e-procurement system

Smart

Investment Choices

Mainstream New
Build

* Continue to deliver SHIP commitments as
per existing Development Programme

Review Development Strategy in the context
of Scottish Government post 2021 Funding

Work with partners and local land owners to

identify suitable available sites for new build

Evaluate mixed tenure opportunities and
emerging new models e.g. community led
development

Implement 5 Year Development
Programme

32




Ambitious
Collaboration

Deliver the Disability Development Project in partnership with Aberlour and SBC

In partnership with Borders College, deliver a
digital literacy pilot programme for women
returning to work

Pilot smart heating technology

Explore options for alternative construction
methods e.g. modular housing and passiv
house

Work with Partners for access to skills
development programmes and new
technology in renewables, engineering and
construction

Explore options for expansion of this pilot to
other marginalised groups

Consider business case for mainstream
application implement

Supporting
Employability

Explore and evaluate options for mainstream
in-house employability service for tenants

Establish Foundation Apprenticeship
Programme with Borders College

Develop Employability Programme

Revise the strategic commitment to investing
in Young People and work ready
opportunities
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Appendix 3: Risk Assessment of Project and Scenarios

Great Customer Experience

Key Projects

Risks in Delivering

Risks in Not Delivering

Participation &
the Channel Shift

Increased capacity due to technology is not used
to improve service outcomes or value for money.
Engagement capacity is limited.

Transformed Ensuing Technology is affordable, up to date and Performance and confidence drop — poor assurance on
Outcomes & the delivers. Charter Outcomes.
SBHA Offer Commitments made are not achievable. Not meet expectations and / or understand them.
Failure to capitalise on progress to date.

Reducing Increased crisis management as needs become Failure to meet the housing needs and aspirations of older
Inequality & apparent — over committing. people.
Personalising Imbalance between personalised and routine Increasing reactive decisions to situations and pressures on
Services services. other budgets.

Failure to engage or establish responsibilities with Reduced tenancy sustainment and unsettled or imbalanced

strategic partners. communities.

The ability to mainstream additional initial support.
Increased Failing to meet the needs of Tenants not online Services and infrastructure that is not agile to meet changing
Community and keep accessible routes for them. needs and expectations.

Increased isolation of hard to reach groups.

Lack of engagement in local communities.

Not taking account of more complex needs in developing
digital solutions.

Great Plac

es

Key Projects

Risks in Delivering

Risks in Not Delivering

Affordable
Warmth & Homes
fit for 2040

Retro fitting and constraints in adaptability of
existing homes and surrounding areas.
Increased costs exceed Business Plan capacity.
Reliance on external funding and grants may
restrict long term delivery.

Failure to understand future needs of customers
result in unsuitable solutions.

Increased risk of fuel poverty for SBHA Tenants on low
incomes or in low energy rating homes.

Inflexible homes that do meet the changing needs and
demographics of people living in Scottish Borders.

Long term risk of non-lettable homes if low demand properties
not addressed.

Non-compliance with Government requirements.
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Environmental e Potential increased costs or reduced spend in e Satisfaction with the home and management of the

Impact & other areas to deliver programmes. neighbourhood fall resulting in low demand.
Investment in ¢ Owners not engaging with proposals. o Failure to capitalise on the benefits of the 1%t 6 year plan and
Homes e Potential instability in the Construction Supply Community Team impact.

Chain results in failure to deliver programmes. e Increase in urgent repair costs and deterioration of asset value

due to condition.

Safe Places e New or emerging technology fails to deliver e Tenants lose confidence in SBHA and don'’t feel safe.

expectations or becomes obsolete. e Increased risk of reaction as opposed to preventing unsafe
e Tenants have low confidence in technology or do environments.
not engage with the need for measures being put e Failure to comply is not an option — failure to adopt best
in place. practice increases this risk.
One Team
Key Projects Risks in Delivering Risks in Not Delivering

Developing the ¢ Insufficient opportunity to progress as skills e Potential is not developed resulting in high turnover.

Tale_nt I_Dool & develop. o Fail to capitalise on people’s skills.

Equipping the e Underestimate skills sets for changing e Complacency in delivery.

Team environment.

o Failure to provide opportunities to adapt to new
environment result in disengagement.

One Culture e Learning on diversity does not connect with day e Service is inflexible as customer needs are not understood —
to day customer experience. impacting on reputation, complaints and engagement.
e Overcoming perceptions of team building o Failure to capitalise on the skills sets across the organisation.
activities. ¢ Disconnect between aspirations and practice.
e Engaging those who don’t want to. e Organisation will become dated and stagnant.

Resilient Business

Key Projects Risks in Delivering Risks in Not Delivering
Financial e Timing and affordability of the change. e Business Plan will not grow to accommodate aspirations.
Capacity e Economic uncertainty. e Limited development programme.

e More complex covenants.
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Digital

Service continuity in the event of failure — with

Services reduce due to systems become unsupported, obsolete

Resilience increased reliance on technology and third-party or insecure.

providers. Data loss.

Poor choices or unreliable suppliers result in Reputational damage.

products not delivering the expected outcomes.

Escalating costs and security risks in Cloud

based provision.
Governance Looking internally and not being effective. Failure to maintain and develop effective governance and risk
Ready management results in intervention or poor outcomes.

Failure to plan effectively for succession results in poor
leadership.

Value for Money

Ensuring sustainable business model in CPI.
Implementing without addressing RPI driven
costs will create unsustainable business plan.
The challenges of measuring and evidencing
social impact.

RPI plus 1% rents increase rent poverty and reduce demand.
Fail to seek best value increases costs unnecessarily.
Reliance on manual processes.

Smart Investment Choices

Key Projects

Risks in Delivering

Risks in Not Delivering

Mainstream New
Build

Increased levels of risk in development,
acquisition and partnerships.

Untested construction methods deliver poor
guality homes.

Unsuitable partners.

Availability of opportunities.

Fail to use resources to meet housing need.
Fail to capitalise on the benefits of new methods.
SBHA fails to strengthen and grow.

Courageous
Collaboration

Projects are impractical.
Incurring start up costs without outcomes.
Partners priorities or funding streams change.

Fail to capitalise on the benefits of collaboration and sharing
costs.

Lack of access to innovation and best practice stifles progress.
Additional costs in procuring specialist advice and skills.

Lack of experience in specialist fields results in poor solutions.

Supporting
Employability

Partnerships don’t deliver positive outcomes i.e.
a pathway to sustainable employment.

Fail to reach and support hard to reach groups
effectively.

Investment does not align with future business
needs.

Fail to maximise our social purpose as an employer and
commissioner.

Opportunities for young people reduce and workforce skills
decline.

Failure to capitalise on and engage the input of the next
generation in our business.

Attraction.
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GLOSSARY AND LIST OF ABBREVIATIONS

ARC
BRPP
CPP
CRM
DWP
ECO
EESSH
P
IIYP
IOSH
ROSPA
RSL
RTB
SBC
SBTO
scs
SFHA
SHIP
SHQS
SHR
SPSO
SWOT
TPAS

Annual Return of the Charter — the annual statistical return to the Scottish Housing Regulator highlighting performance over the year
Borders Regional Procurement Partnership

Community Planning Partnership

Customer Relationship Management

Department of Work and Pensions

Energy Company Obligation

Energy Efficiency Standard for Social Homes 2020

Investors in People

Investors in Young People

Institute of Occupational Safety and Health

Royal Society for the Prevention of Accidents

Registered Social Landlord

Right to Buy

Scottish Borders Council

Scottish Borders Tenants Organisation — the “umbrella” group representing the interests and views of SBHA’s Tenants
Stock Condition Survey — SBHA'’s survey of all properties

Scottish Federation of Housing Associations

Strategic Housing Investment Plan (of Scottish Borders Council)

Scottish Housing Quality Standard — the national standard for house condition
Scottish Housing Regulator

Scottish Public Service Ombudsman

Strengths, Weaknesses, Opportunities and Threats

Tenant Participation Advisory Service
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