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1. EXECUTIVE SUMMARY 

1.1. Over the past four years we have focussed on reviewing the way we work and 

establishing a range of new strategies aimed at improving customer services.  We 

are now in a position where we can look to the future to create this five year 

Corporate Plan.  The Plan sets out the key aims and objectives we aim to achieve 

by 2024. The Plan will be reviewed each year and updated to reflect new and 

emerging issues and legislation to ensure we continue to focus on meeting our 

tenants’ needs. 

 

1.2. Our staff and Board worked together to consider and agree where we should direct 

our resources and we used our annual Business Planning conference,  workshops 

and team meetings to agree our priorities for the next five years.  We also reviewed 

and restated our Vision, Values and Corporate Objectives.  Through this process 

we identified a range of priorities which focus on refining and improving the services 

we deliver, we also introduced a new initiative, ‘The Place Standard’ which features 

throughout the plan, this initiative will support us to work with our customers and 

communities to help them identify their needs and put in place actions to improve 

their quality of life and their community.  

 

1.3. In year one of the plan we will implement a new IT system which will allow us to 

collect the data we need to improve our ability to plan services and ensure we make 

the right investment decisions.  We will focus on being more efficient and delivering 

excellent value for money for the services we provide.  We will also improve 

efficiency by increasing our Digital offers for those who prefer to access services 

online, at the same time, we will not lose sight of those who do not have access to 

online services or who do not use social media.   We will support our officers to 

work in the communities they manage by providing them with the technology they 

need to support mobile working. 

 

1.4. Over the five year period we will deliver our Asset Management priorities, investing 

c£32m in our homes and consider disposal of dispersed stock that is uneconomical 

to support or where there is no demand.  We will deliver our development 

programme of c£75m and actively seek to increase our stock base through 

acquisitions and Transfer of Engagements. 

 

1.5. We will invest Community Development ensuring our tenants have a strong voice 

and have the ability to influence our services, we will support our Tenants Advisory 

Group and Scrutiny panel to grow and develop and we will set up a Youth 

Committee to ensure younger people have a say in the services we deliver.   
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1.6. We will seek out partnerships that benefit our tenants and communities; we will 

continue to strengthen our close working relationship with Willowacre Trust, our 

charitable subsidiary, and support it to invest in our tenants and increase its 

capacity to improve their health and wellbeing.   

 

1.7. We will manage business risk by continually assessing and improving our approach 

to demonstrating good governance and strong financial management and we will 

ensure our people have the training and personal development they need to deliver 

the aims and objectives outlined in this Plan. 

 

1.8. We are financially strong and our investment plans are fully funded.  We have 

robust Treasury Management process in place and our Board is supported in its 

decision making by independent Treasury advisors.   
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2. BUSINESS VISION, MISSION, KEY AIMS AND OBJECTIVES 

2.1. We have a long history of delivering housing and community services across West 

and Central Scotland.  We were established in 1965, as the Christian Action 

(Glasgow) Housing Association Ltd, with the aim of helping homeless people get 

quality housing and access to services they need.  We became a landlord in 1966 

when we purchased three properties in Maxwell Place, in the South side of 

Glasgow.  From then we grew rapidly building new homes and buying properties 

across Glasgow and further afield into Ayrshire and Lanarkshire.  In 2002 we 

successfully completed a transfer of engagements of c500 homes in Barrowfield, 

Glasgow and in 2015 a further transfer of 98 homes in Broomhouse also in 

Glasgow.  By March 2019, 54 years after first becoming a landlord, we own and rent 

c3,500 homes, provide factoring and other services to approximately 500 owner 

occupiers and sharing owners and provide leased accommodation to residents in 

12 hostels and commercial premises.  We also have a development programme to 

deliver a further 290 new homes for social rent and 108 homes for mid market rent 

by 2021.  

 

2.2. During 2015 we went through a period of change, we appointed a new Leadership 

Team, new Chairperson and, with the addition of several new members, 

strengthened an already strong Board.  We separated from our partner 

organisation, the Gentoo Group, in 2017 and re-launched as an independent 

landlord and have gone from strength to strength, improving and widening the range 

of services we provide.   
 

2.3. Since 2015 our team has successfully achieved its aim of improving customer 

service and, with the creation of this plan, has a clear vision for its future.  A future 

that will see further improvements in the quality of service we provide to tenants 

throughout our communities by adopting the ‘Place Standard’ assessment 

process.  This process is becoming more widely used within the NHS and in Local 

Authorities throughout Scotland; it will provide us with a common language when 

working with our partners and will support us to influence positive change for our 

tenants and within our communities. 
 

2.4. The ‘Place Standard’ features throughout this plan.  It will support us to focus on 

improving our communities by working with our tenants and partners to prioritise 

investment in their ‘PLACE’ to meet their needs.  During the period of this plan we 

will work with our tenants, communities and partner agencies to carry out Place 

Standard assessments in a number of our most deprived communities and support 

our tenants to put in place changes which improve their quality of life.  
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2.5. We are fully aware that it is not possible to ensure that every tenant lives in a home 

and in a community that fully meets their needs.  We will however, do everything we 

can to support them by using all resources available to us, and our charitable 

subsidiary Willowacre Trust, to provide our tenants with the information they need to 

help them make decisions that positively influence their future and support them to 

achieve their personal goals.   

 

2.6. Our Vision:  
We go further to provide housing you call home 

 

 

2.7.  Our Mission: 
We put customers at the heart of everything we do. We do this by listening to their 
views and caring about what matters to them. We take a flexible and innovative 
approach when providing homes and services that help individuals and 
communities thrive. 

 

 

2.8. Our Values:  
To support our Board, staff, customers and communities by: 

 Being adaptable and flexible in meeting their needs 

 Empowering and providing opportunities to help you grow 

 Creating a sense of belonging 

 Engaging and connecting with others who can help. 

 

2.9. Our Strategic Aims:  
Drive our direction and demonstrate how we will meet out Vision: 

 Deliver outstanding service to customers in all our communities 

 Actively manage our assets and develop new homes to meet local needs 

 Be the best we can be for our staff and customers 

 Work with others to improve tenants’ lives 

 Be well governed and financially strong 
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3. VALUE FOR MONEY 

3.1. We consulted our tenants, Tenants Advisory Group, high performing registered 

social landlords and our staff to gather ideas on how to improve our approach to 

delivering Value for Money (VfM) for our tenants and launched on new five year 

strategy in March 2019.   Our strategy is focussed on ensuring we provide quality 

services, deliver wider societal benefits and use our resources effectively to deliver 

the best possible outcomes for our tenants. 

 

3.2. Our seven key objectives are to: 

 Ensure customer needs and views are central to our VfM approach;  

 Review and improve operational efficiency and internal processes to achieve 

VfM; 

 Optimise the use of our assets including our new build properties to achieve 

VfM for our customers and the Association;  

 Ensure we procure goods, services and works in the most sustainable 

economic way possible; 

 Maximise the value and capacity of our staff; 

 Deliver social and environmental value; and 

 Create a framework to measure and communicate our approach to VfM. 

 

3.3. We are conscious that the roll out of universal credit impacts negatively on our 

tenants and our communities and therefore our ability to collect rent to re-invest in 

improving our homes.  With this in mind we consider it essential that we improve 

efficiency to support us to continue to maintain and improve our buildings and the 

service standards we provide. 

 

3.4. Improving efficiency will also help us to limit future rent increases.  The SFHA 

affordability tool reminds us of the difficulties facing tenants living on benefits.  We 

recognise that Income levels for those on benefits, after rent is paid, can be well 

below the Defined Minimum (income) Standard as measured by the Joseph 

Rowntree Trust.  We know that tenants receiving in work benefits have faced 

particular difficulties with the changes to the benefits system over recent years and 

we will continue to give a high priority to providing support and advice to all our 

tenants facing hardship and difficulties in paying their rent.   
 

3.5. As can be seen from Appendix 1 our average rents for 2017/18 compare favourably 

with other RSLs who form part of our Scottish Housing Network peer group, 

however, we are not complacent and will continue to do all we can to improve 

efficiency to manage the need for large rent increases throughout the period of this 

plan.  We aim to keep our rents below the Local Housing Allowance rates used by 

the Department of Work and Pensions to determine maximum rent amounts that 

qualify for Universal Credit/Housing Benefit.  We will continue to benchmark our 
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rents against other RSLs and keep our operating costs under scrutiny as a way of 

reducing the need for rent increases. 

 

3.6. Our VfM strategy is supported by an action plan progress against which is 

monitored by our Board.  Our immediate priorities include; supporting our scrutiny 

panel to assess the impact of our strategy; reviewing the quality and impact of our 

contract compliance framework; ensuring our IT system supports delivery of our 

Asset Management Strategy; improving the quality of information we hold on our 

homes, commercial premises and common areas; improving the energy efficiency 

of our homes; reviewing the impact of our Procurement Strategy; and importantly, 

developing our staff to ensure they have the capacity and capability to support 

delivery of the strategy.   
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4. ASSET MANAGEMENT 

4.1. Planned Investment 

The aim of our asset management strategy is to plan and shape the direction of our 

property assets to ensure they meet the expectations of our customers and help 

deliver our corporate objectives. The strategy supports our strategic objectives by 

putting in place a framework to ensure we provide sustainable, affordable 

housing and communities where people want to live. 

 

The Strategy is informed by two stock condition surveys carried out in 2016 and 

2018 and through on-going void inspections.  As a result of which over 60% of our 

homes have recently been surveyed.  Our 30 year investment plan, with 

expenditure forecast of close to £190 million at today’s costs, has been developed 

from the information gathered from the surveys.  Our investment plan and forecast 

also includes planned maintenance works, and separate budgets for reactive 

repairs, cyclical maintenance and void repairs. 
 

With investment in a new IT system, greater emphasis will be placed on analysing 

stock data including component life cycle performance with the aim of being able to 

make more informed investment decisions in our stock. 
 

The planned works programme will be co-ordinated to minimise any unnecessary 

inconvenience to customers and the principle of completing planned works will 

broadly be on an area by area basis where this is possible.  Meeting the first 

milestone of the EESSH targets set by the Scottish Government in 2020/21 will be a 

key priority for us as will ensuring the new legislative requirements for fire detection 

and carbon monoxide monitors is met. 
 

Additional detail on the planned programme is included at section 7.3 Development 

and Asset Management and anticipated expenditure on our planned five-year 

programme is provided at Appendix 2. 

 

4.2. Development Strategy 

In 2017 we embarked on an ambitious development programme to provide 482 new 

homes by 2021.  Additional detail on the programme is included at section 7.3 

Development and Asset Management and a full summary of the approved 

programme is provided at Appendix 3.   

 

The programme is supported by the Development Strategy 2016 to 2021 which 

makes clear the focus for new development will be in the core areas of Glasgow, 

South Ayrshire and South Lanarkshire. These are areas where we have a 

significant presence as a landlord and well-established partnering arrangements 

with local authorities and the Scottish Government. 
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Private finance is in place to fund the programme and agreements for Housing 

Association Grant support have been secured in principle with local authority 

partners.  

4.3. Business Growth 

Our Board confirmed it is receptive to the possibility of acquisitions and increasing 

our stock through transfers of engagement. These opportunities will be appraised 

as they arise on a project by project basis. The broad criteria for consideration is 

that we believe we can deliver a high quality customer service, that the 

opportunities are located in core areas where we currently manage stock, that 

resource is available at the time required to undertake appropriate due diligence 

and that managed growth will provide good outcomes for our tenants. 

 

4.4. Disposals and consolidation  

Our approach to disposals is also outlined in our Asset Management Strategy.  We 

will consider disposal of dispersed stock if we consider it is uneconomical to 

manage and/or it does not provide value for money for our tenants.  Where there is 

a strong business case we will proactively explore the disposal of dispersed stock to 

local RSLs where the tenant, both Associations and external partners agree this is 

beneficial.  A list of all stock including those we consider as our dispersed stock is 

attached at appendix 4. 

 

In consultation with our tenants we will consider the disposal of uneconomical 

assets where: 

 there is little prospect that the investment required to renovate homes will 

result in a positive financial return in the future; 

 it is not possible to meet SHQS, EESSH standards; and/or 

 there is a lack of customer demand.  
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5. COMMUNITY DEVELOPMENT 

5.1. Supporting community development is important for our ongoing success.  We 

understand and support the social principles of community development around, 

human rights, social inclusion, equality and respect for diversity; and increasing 

capacity.  We also recognise that, in Scotland, we place a strong emphasis on the 

role of communities in shaping the delivery of social policy and in shifting the 

emphasis from centrally-driven service models to those that enable, support and 

work alongside communities. 

 

We are aware that the most vulnerable tenants and communities are often those 

with the least capacity to engage and the reverse is true in that communities with 

capacity are those which are confident, organised, cohesive and influential, where 

people are likely to enjoy a better quality of life.  We also recognise that changes to 

the Welfare system, the impact of austerity measures, economic and environmental 

pressures and changing demographics have had a significant negative impact on 

the communities we serve.   

 

As a result of these changes we are experiencing an unprecedented period of 

change.  This has led us to examine new ways of delivering services to assist in 

addressing high levels of health and social inequality within our communities.  We 

aim to support our tenants and communities to recognise and develop their skills.  

In support of this aim we will work closely with our subsidiary company, Willowacre 

Trust, to introduce Place Standard consultations throughout our communities.  We 

will work with our vulnerable and less confident tenants to assist them to participate 

in our place standard reviews.  By doing so we will support them to organise 

themselves to respond to the specific issues and needs they identify.  We will also 

work collaboratively within the community and in partnership with other 

organisations to support community development in any way we can.   

 

5.2. Service Standards 

We are committed to offering our tenants and communities high-quality services.  

Our service standards describe what our tenants can expect from us.  We aim to: 

 Ensure access to services that help tenants sustain their tenancy 

 Listen to and act upon our tenants’ feedback by adapting services; 

 Assist, support and signpost tenants to other services that can provide help 

and support; 

 Provide professional and courteous community and support services; 

 Enable, support and empower our tenants to participate in decision making.  

 

5.3. The Place Standard 

The Place Standard approach provides a simple framework to structure 

conversations about ‘Place and Community’. It is a format that supports tenants and 

others living in our communities to think about and assess: 
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 The physical environment - the buildings, streets, public spaces and natural 

spaces that make up a place. 

 The social environment - the relationships, social contact and support 

networks that make up a community. 

 

Over the next five years we will focus on supporting and enabling our tenants to 

participate in Place Standard consultations.  We will pilot two consultations within 

the first two years of this plan and support our communities to develop action plans 

which will focus on improving their community.   

 

Stage one of our introduction to the Place Standard was completed during the 

development of our Corporate Plan.  Stage two will be carried out within the next 

two years, the impact will be measured and we will assess the success of this 

approach prior to rolling it out more widely.   

Stage 1 
At our staff and Board conference in November 2018 we undertook Place Standard 

consultation workshops.  The social, environmental and deprivation data used 

during these workshops highlighted key inequalities for each community assessed 

and increased staff and Board members’ knowledge of our communities as well as 

raising awareness of the Place Standard approach.  The workshops allowed us to 

identify Springburn and Royston in the North East of Glasgow as the two 

communities with the greatest support requirements.  The workshops also enabled 

us to identify key local priorities and draft outline community action plans.  

Stage 2  
The second stage of the process will involve Place Standard consultation events 
within Springburn and Royston.  We have secured external funding to support 
delivery of this work and we aim to:  

 identify services which best meet our tenants and communities needs; 

 support them to identify the primary issues in their area; and  

 prepare a community action plan aimed at addressing these.  

We will adopt the Place Standard format in our approach to consultation and the 

results will be discussed at subsequent community conversation events.  We will 

hold one to one interviews with residents and hold workshops and community 

events to gather information.  The local community will be encouraged and 

supported to vote on what they see as the key priorities which will be incorporated 

into our community actions plans and delivered during years three to five of this 

plan.  
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6. COMMUNITY INVOLVEMENT 

6.1. We strongly believe that tenants are best placed to tell us how to deliver our 

services and we consult them on the decisions we take.  During 2017 we worked 

with our Tenants Advisory Group to develop and launch our new Tenant 

Engagement Strategy.  The strategy sets out a number of objectives that underpin 

our approach to tenant involvement, including: 

 providing a wide range of opportunities for all tenants to get involved;  

 being open and transparent when engaging with our tenants; 

 providing regular feedback about the impact tenant engagement is having on 

our services. 

Over the next five years, we will look at ways to improve the methods we use to 

involve our tenants with the aim of engaging with some of the more difficult to reach 

groups across all our communities.   We will develop a Reader’s Panel, provide 

ongoing support to our scrutiny panel members to enhance the Scrutiny Programme 

and establish local groups with direct links to our Tenant Advisory Group. 

6.2. We will also look to establish a Youth Committee of younger tenants and young 

people who live with tenants in our homes. Through the Youth Committee we will 

seek the views and opinions of younger people and also establish a clear 

succession plan for our Board, Willowacre Trust, our Scrutiny and Tenants Advisory 

Group.  
 

6.3. We consulted our tenants prior to finalising this Plan.  We asked them to comment 

on; the standards they expected from their home; changes we should make to their 

home; their preferred method for staff to deliver services; how we could work 

smarter to save them money and, what risks we need to be aware of over the next 

few years.  We have taken our tenants suggestions into account when preparing the 

plan and will:  

 review the quality and number of wheelchair adapted homes in our 

Development Programme to ensure we meet their needs; 

 review the specification of our heating systems, windows and insulation to 

make our homes as energy efficient and comfortable as possible; 

 reduce our timescales for replacing and upgrading bathroom suites;  

 deliver more online services for those who can access them whilst making 

sure we communicate with others in the way they want us to; 

 be in our communities more with more face to face contact; 

 monitor the need for larger homes to accommodate children with specific 

needs; 

 use medical adaptation funding to make it possible for people to continue 

living in their home; 

 consider options for delivering Broadband services: 

 work with partner agencies to deliver more services; 
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 be aware of risks around increasing rent levels, the impact of welfare reform 

and potential impact of Brexit. 

 

6.4. We thank our tenants for taking the time to provide their views on how we can 

improve our service.  We will monitor progress against the actions above and report 

back to them on a regular basis.  
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7. BUSINESS STREAMS 

Our business is made up of four separate Business Streams, Finance & Corporate 

Services, Housing & Customer Services, Development & Asset Management and 

Community & Support Services.  The four teams work together to ensure we deliver 

quality services to our customers.  The nature and type of work carried out by each 

business stream is outlined below. 

 

7.1. FINANCE & CORPORATE SERVICES 

The Director of Finance and Corporate Services leads the department which is 

divided into two principal teams, Finance & IT and Corporate Services with each 

team managed by a “Head of” reporting to the Director. 

 

The Finance & IT function has responsibility for all matters financial, including 

budgeting, forecasting, rent processing, financial and management accounting and 

reporting, purchase and sales ledgers, payroll and treasury management. The team 

is also responsible for all IT activities including all hardware and software acquisition 

and management, systems and data security and user training. 

 

The Corporate Services function encompasses governance, company secretariat, 

Board and performance reporting, legal and procurement, HR, tenant engagement, 

risk management, PR and communications and reception services.  The team also 

manages external relationships including internal and external audit, the Scottish 

Housing Regulator, Scottish Charity Regulator and the Financial Conduct Authority.  

 

While the specific responsibilities of the two teams differ they have close working 

relationships.  For example, the Finance team provides data for inclusion in the KPI 

performance reports which are prepared by the Corporate Services team.  Similarly, 

the Finance team produces regular budgetary and management accounting 

information and depend upon the input of other teams throughout the Association to 

complete the reports.  The teams will also work together to deliver and monitor 

progress against our VfM Strategy objectives.  

 

HR Strategy    

Our five year HR Strategy supports delivery of our Corporate Plan.  It seeks to 

provide an overarching framework that supports us to be an excellent employer and 

create a positive staff culture.  The Strategy underpins the delivery of Objective 3 of 

the Corporate Plan: 

“Be the best we can be for our staff and customers” 

 

By being a progressive employer and supporting, developing and enabling our staff 

to learn and grow we will encourage them to reach their potential and support the 

delivery of excellent customer service to all our customers. 
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IT project Implementation 

Following our departure from the Gentoo Group in late 2017 we undertook a review 

of our IT infrastructure. This led to our acquisition of new Housing Management and 

Financial Ledger systems from CIVICA.  An implementation project is underway and 

we anticipate the new systems going live by Q3 2019.  This is a significant 

investment which will determine our IT capability for the five year period of the plan 

and beyond.  The successful implementation of the new system will be our principal 

focus during 2019/20. 

 

Digital Strategy  

Our new IT system will allow us to offer more digital services to our tenants by 

offering online payments the ability to check rent statements, update contact details 

and report repairs.  In 2019/20 we will develop a digital strategy that outlines how 

we can enhance and improve the services we provide to tenants through our digital 

offer.   We will also consider options for providing Broadband services for our 

tenants.  

 

Investment Priorities 

We review our priorities and set our investment strategies to ensure we can deliver 

the strategic outcomes.  By doing so we are clear that we can procure building and 

property maintenance contracts, fund our expenditure commitments, meet our 

obligations to current and prospective tenants and other partners.   

 

In 2017 we embarked upon a development programme to deliver some 482 new 

homes.  By March 2019 we delivered 84 new homes with the remaining due for 

handover by the end of 2021. Finance and Corporate Services has ensured that 

funding is available to meet the building costs; that legal processes are completed 

and that the new stock is integrated into our systems thereby ensuring that rent is 

collected and the properties managed. 

 

Finance and Corporate Services therefore plays a significant part in supporting us 

to deliver our investment priorities as outlined in our strategic objectives while at the 

same time ensuring we continue to meet our ongoing obligations to a variety of 

internal and external stakeholders. 
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7.2. HOUSING & CUSTOMER SERVICES 

Housing and Customer Services is responsible for delivering a comprehensive 

range of landlord and customer services.  We are focused on providing excellent 

landlord services to our tenants and other customers, as well as providing the 

additional support tenants may need in times of difficulty.  We also have an 

important role in maintaining the environment and communal facilities for the 

common good.   

We work within three clearly defined teams. We have two Housing Services teams 

which operate within defined geographical areas across Glasgow, Lanarkshire and 

Ayrshire, managing a total of 3,500 homes.  We also have approximately 500 

homes where we provide factoring services to owners and sharing owners and we 

manage 12 leased properties providing accommodation and support for people who 

live independently with home support.  Within our nine sheltered housing schemes 

we have community alarm systems and on site staff support.  Our third team, 

Community and Support Services, which includes staff employed by Willowacre 

Trust, works closely with our two Housing Services teams to identify tenants who 

need additional support and assistance, for example providing money and energy 

advice as well as wellbeing support and the range of activities outlined in Section 

7.4. 

Our housing officers and housing assistants work generically, taking responsibility 

for a wide range of housing management tasks within clearly defined areas or 

patches.  The teams have access to the specialist expertise of our welfare benefit 

advisors who provide casework advice and assistance to our tenants concerning 

benefit entitlement.    

Our Services 
Our officers work across 64 different communities and cover wide geographical 

areas, which are shown at Appendix 4. Our services fall into two distinct categories, 

Community & locality and People services:  

Community and locality services include, estate management, including upkeep of 

back courts, grass cutting and grounds maintenance; communal area maintenance 

including close lighting and close cleaning; play area maintenance; environmental 

improvements and community activities  

People services include; welfare advice and money advice; family support; tenancy 

support; homelessness and other priorities set by Local Authorities and the Scottish 

Government; housing allocations and managing tenancy changes; neighbour 

disputes and anti social behaviour and income collection. 

Challenges  
There are a number of challenges and resourcing pressures facing Housing and 

Customer Services over the next 5 years.  These include: 
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 our new build housing stock will increase by c500 homes during the period of 

this plan; 

 the poorer condition of our pre 1919 homes can mean properties become 

harder to let and may lead to sustainability issues due to falling demand, more 

frequent tenancy changes, and higher incidents of anti social behaviour;  

 the ongoing impact of Universal Credit and Welfare Reform; 

 responding to Homelessness and Rapid Rehousing Transition Plans; 

 managing anti social behaviour; and 

 reviewing the services provided by private Factoring organisations that provide 

3rd party services to our tenants. 

We are well placed to meet these challenges although we do not underestimate the 

scale of the task. Our teams are resilient and we continue seek out innovative and 

more efficient ways to provide our core services as outlined below. 

Performance: improving tenant satisfaction, income collection, voids and 
housing allocations  
We will use our performance monitoring system, internal audit reviews, customer 

satisfaction returns, tenant feedback and learning from the complaints we receive to 

improve what we do and the services we provide to our customers. Income 

collection and arrears management are core activities that we expect to be better 

controlled through the introduction of our new IT system, Civica CX. 

Improving our relet times will continue to be a high priority with the development of 

further initiatives to streamline and speed up processes.  Effective joint working with 

our colleagues in Property Services will feature prominently.  

Civica CX Housing Management System 
Phase 1 of our new integrated housing management system will go live in 2019.  It 

will provide a step change in our ability to access key information such as repairs 

history, tenant rent accounts etc. from mobile platforms. Our team will support the 

Civica implementation project through to full delivery of the housing management 

modules. 

Staff teams and mobile working  
We will place increasing emphasis on mobile and home based working enabling 

staff to spend more time in their areas.  We will continue to develop our ‘out of 

office’ capabilities so our staff can provide a customer focused service, especially 

for tenants who don’t live near our offices.  Over the next 5 years we will see in 

excess of 500 homes come into management. The impact this will place on existing 

staffing resources will be considered and if required the business case for additional 

resources will be made. 

Training & Development 
We fund training and staff development and ensure Housing Services staff continue 

to benefit from this investment.  We will fully utilise our Training and Development 
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resource to deliver focussed training for front line staff and utilise external training 

opportunities which are available through SFHA, SHARE, Institute of Housing etc. 

where appropriate.  We will give priority to Equalities Training and are also currently 

evaluating how the Scottish Government’s focus on ‘trauma awareness’ may help 

us in our customer interactions.  

 
Partnerships and joint initiatives 
Increasingly our work requires a partnership approach which provides an 

opportunity to add value to what we do, making our contribution go further.  We will 

support and contribute to a wide range of partnerships ranging from Common 

Housing registers to health, social care and homelessness initiatives.  The 

Government’s focus on Housing First and Rapid Rehousing involves us in closer 

joint working with local authorities to meet the housing and support needs of some 

of the most disadvantaged and excluded in society.  

Housing Support 
In supporting vulnerable tenants we will use the expertise and resources of 

Community and Support Services that will allow us to develop additional services 

for more vulnerable tenants.  We intend to further develop the support options 

available to our older tenants.  Within sheltered housing we will continue to upgrade 

our community alarm and telecare options systems and will explore options for staff 

support at specific sheltered sites (Witch Road, Kilmarnock; Hill Road, 

Cumbernauld). For families, the additional support we can provide can make a real 

difference to their ability to cope with crisis and hardship. 

Place Standard  
Housing Services will contribute to the action planning now underway to consult and 

involve local people in the Royston and Springburn areas of Glasgow to agree local 

priorities through a Place Standard assessment.  We will do this in close 

collaboration with Community and Support Services, external partners and others 

within the Association, including our tenancy engagement officer.  

Scrutiny Panels and tenant engagement 
We will continue to engage with our tenant representatives to ensure we take full 

account of their views.  We will meet with the Tenants Advisory Group, scrutiny 

groups and other tenant reps when reviewing performance in the delivery of key 

services such as grounds maintenance and repairs. Our engagement will extend to  

reviewing and developing policies covering key services such as Allocations, 

Repairs and Maintenance and Void Management. 
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7.3. DEVELOPMENT & ASSET MANAGEMENT  

The Director of Development and Asset Management leads the department and is 

responsible for a new build development budget of c£75m.  We aim to maximise the 

amount of Housing Association Grant available to support our development 

programme and anticipate that c£37m of the total programme will be grant funded 

with the remaining investment being funded by private finance which is in place. 

The department is also responsible for an annual property investment budget of 

between £6m and £7.0m.  The function is divided into three principal teams, 

Development, Asset Management & Compliance and Response Repairs.  The 

Development team is managed by the Development Manager with the remaining 

teams being managed by the Maintenance Manager.  Both Managers report to the 

Director. 

 

The Development Function has responsibility for delivery of the Development 

Strategy, including planning, Local Authority liaison, programme management, 

procurement and contract management.  The Asset Management & Compliance 

Team has responsibility for the planned investment programme and wider structural 

improvements as required.  The team also has lead responsibility for statutory 

compliance in relation to, for example, Gas, Legionella and energy efficiency. 

 

The Response Repairs team has responsibility for all other repairs required by 

customers on a day to day basis, together with major works and the management of 

void properties.  The programme and allocated budget to support delivery of team 

projects is attached at Appendix 2 

 

Development programme 

This Development team works in partnership with our Local Authorities and Scottish 

Government funding partners.  The Team is responsible for delivery of our new 

build homes programme of 482 homes which will be complete and properties 

handed over by 2021.   

 

The programme is well underway and we will deliver 43 new homes in Earl’s Green, 

Troon in Ayrshire and Avon Drive, East Kilbride in South Lanarkshire by late 2019.  

Between 2019 and 2020 we have site starts at Fielden Street, Springfield Cross, 

Dalmarnock Station and Dundas Hill in Glasgow together with Greenan in Ayr which 

results in the development of the remaining 355 homes identified within our 

strategy. 

 

We are committed to extending our programme and with the support of our Local 

Authority partners we will transfer projects from our pipeline programme to our main 

programme.  Programme changes are considered by our Development and 

Investment Sub Committee and transferred to the main programme on approval by 

the Board. 
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Energy Efficiency and Passivhaus 

Our Board is fully supportive of the Scottish Government’s vision of the future and is 

committed to reducing fuel poverty in tenants’ homes and anticipate compliance 

with EESSH targets in 2020 across our entire stock.   

 

We continue to take an innovative approach to development advances and adopt 

changes in technology and construction techniques, where it represents value for 

money for our customers.  By 2021 we will deliver the largest Passivhaus 

development in Scotland at Springfield Cross, Glasgow.  This building will have 36 

general needs homes that will remove the tenants from fuel poverty.   

 

There is significant interest in this project across Scotland and research is being 

carried out by the Construction Innovation Centre Scotland supported academically 

by Glasgow School of Art into the effect this type of environment will have on 

tenants’ well-being.  As Passivhaus reduces heating bills significantly this will be the 

target standard on our proposed development at Dundas Hill, Glasgow, subject to 

funding availability and viability.   

 

Mid Market Rent 

During 2018 we carried out a demand analysis for different tenure types and 

identified demand for mid market rental properties in a number of areas.  As a result 

we will deliver our first Mid Market Rent homes at Dalmarnock Station and Port 

Dundas, Glasgow during 2020.  We are excited about providing this new form of 

tenure and during the early part of the plan will set up a subsidiary company to 

support the project and identify management options to ensure new tenants receive 

a quality service. 

 

The Development team has delivered its programme to date with assistance from 

our Housing Services Team which supports it to identify the right mix of properties 

to satisfy demand and ensure homes are pre-allocated to minimise rent loss.  Input 

from Property Services is also essential to ensuring homes are built with a view to 

life cycle costing of components and maintenance regimes to maximise value for 

money over the life of the new home. 

  

 Asset Management 

We recognise that requests for repairs remain the main reason tenants’ contact us 

and we strive to provide the best possible responsive repair service to our 

customers. We work with our partner contractors in a collaborative way to improve 

performance and to continue to provide the value for money service our customers 

demand. The introduction of our new IT system will improve our analysis of the 

works we carry out and lead to improvements in our service.  This will assist future 
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asset management decision making, will contribute to an improved service and 

assist in better value for money and good outcomes for tenants.  

During the period of this plan we will carry out detailed surveys to establish the 

underlying cause behind the prevalence of damp identified in a number of 

properties, particularly within the Broomhouse area of Glasgow.  We will also 

address issues with the quality of windows in some homes with the replacement of 

unsatisfactory windows being a key priority in our planned programme over the 

coming five years.  We will focus on window replacements in Springburn, Glasgow, 

Orchard Avenue, Ayr and Low Waters Road in Hamilton.   

We will increase the number of bathrooms being replaced over the next five years 

as we look to phase in changes to the replacement cycle from 30 to 25 years.  The 

priority will remain those homes due for replacement including large programmes in 

Easterhouse, Glasgow, Irvine North Ayrshire and Woodend Oval in Ayr. 

Although we have an outline programme, it is important that we co-ordinate services 

that allow “the Place” to be considered in a wider context. This will be done on 

targeted communities initially in Springburn and Royston in Glasgow.   

We anticipate investment in repairs and maintenance in the region of £32million 

over the period of this plan.  A broad outline of this expenditure including, response 

repairs, void property improvements, cyclical maintenance, major works and 

planned maintenance shown at Appendix 2.   

Compliance 

Statutory obligations are regularly enhanced and we are required to ensure that 

these rising standards are met.  For instance, new requirements to improve fire 

safety through the provision of additional smoke and heat detection monitors will 

require additional unplanned expenditure of over £400,000 to ensure full 

compliance within the deadline of 2021 set by the Scottish Government.  

 

Business Growth 

During our planning process the Board considered how, in addition to delivering its 

development programme, it will grow the business.  The Board stated its 

commitment to increasing our stock base by becoming the landlord of choice for a 

transfer of engagements.  During the early part of this plan the Board will focus on 

ensuring it has access to the information required in order to produce a strong 

business case to be the lead partner in a bid process for housing that adds value to 

the business and provides good outcomes for tenants.  The Board anticipates that, 

by 2022, it will be in a strong position to actively consider business growth through 

this route. 
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7.4. COMMUNITY & SUPPORT SERVICES 

We understand the importance of providing tenants and communities with access to 

the support they require to help them sustain their tenancy and improve their quality 

of life.  For over 50 years we have worked in partnership with our charitable 

subsidiary Willowacre Trust, focusing our efforts on delivering our Sustainable 

Community Strategy.   

Willowacre Trust is a fundamental part of our history and the Trust acts as a conduit 

to deliver specialist support and wider community services.  These services include 

Sheltered Housing Support, Older People’s Services, Money Advice, Energy 

Advice, Handy Person services and the Barrowfield Community Centre.   

Our relationship provides significant benefits.  It improves our ability to attract 

external funding to deliver additional tenant services which offer excellent value for 

money and provides us with access to expertise and resources of the Community 

and Support Services Team to develop additional services for our more vulnerable 

tenants.  This includes the delivery of initiatives which tackle poverty and reduce the 

social disadvantage experienced by tenants. A list of current projects is attached at 

Appendix 7.  

Throughout the period of this plan the Trust will support us to realise our ambition of 

delivering Place Standard consultations, ensuring our tenants’ opinions are fully 

considered and feature at he heart of the development of community action plans. 

Over the next 5 years we will look holistically at individual communities and support 

our tenants to positively influence change.  

 

The Trust also delivers our community development activities which seek to 

empower and enable our tenants to sustain their tenancy and improve their quality 

of life.  In addition to the services outlined above other community and support 

services include but are not limited to:  

 Starter Packs  

 Provisions of Furniture  

 Food Parcels  

 Holiday Programmes  

 Community Consultations  

 Thriving Places initiative  

 Volunteering 

 Youth Services  

 

Under the leadership of the Community and Support Services Manager, the 

Community and Support Services Team deliver a range of services across Glasgow 

City, North and South Lanarkshire and North, East and South Ayrshire.  We are 

supported in this through close partnership working with Care Providers, Health and 

Social Care Partnerships, Community Planning and the Third Sector.  
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We provide an annual budget commitment of £400k to the Trust to deliver tenancy 

sustainment activities on our behalf.  We also act as a conduit to claim external 

grant funding which is passed to the Trust to support delivery of additional services 

to our tenants.  In recent years grant funding secured by the Trust, excluding the 

£400k referred to above, is in excess of £500k per annum.  Details of our current 

projects and the funding secured for 2019/20 is attached at Appendix 7.   

 

Over the next 3 years we will work with SFHA’s Innovation and Future Thinking 

programme to assess the impact of our tenancy sustainment services on the social 

and economic demographic of our communities.  
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8. FINANCIAL PLANNING 

8.1. We continue to operate in an environment of economic uncertainty. While 

uncertainty is a fact of life it is currently more acute due to the imminent exit of the 

UK from the European Union.  As we write this plan there are less than four weeks 

until the UK is scheduled to leave the European Union yet there is no clear 

understanding of the “deal”, if any, that will set out the future economic path that we 

must travel. 

   

8.2. It is under these circumstances that we have prepared our forecasts for the future. 

The 2019/20 budget and subsequent forecasts reflect the income generated from 

our existing stock and those we intend to develop in the coming years.  Similarly 

with expenditure we have budgeted for what we know and our expectations for the 

future.  With regard to expenditure we have set our plans for the future in the 

knowledge that they may have to be modified in the light of changing circumstances 

as and when they arise.  

 

Year One 

8.3. Our budget for revenue income in 2019/20 is £20.1m. Of this £15.6m will be 

generated by rents from our housing stock. Of the remaining £4.5m, £3.7m reflects 

the release of prior period Housing Association Grants. The remaining income 

reflects other grants we expect to receive together with income from factoring and 

commercial activities. 

 

8.4. Rental income is our primary source of income. The budget reflects rents from 

some 3,500 properties. We will add a further 43 properties during the year from our 

development activities with more added in future years. For those tenants receiving 

a rent increase in 2019/20 rents will increase by 3.4% reflecting our rent policy. 

Over the period of the plan we anticipate rents increasing by CPI + 1% annually. 

This will be reviewed annually in light of emerging circumstances. 

 

8.5. Excluding our loan interest costs we anticipate spending £17.5m on the 

management and maintenance of our housing stock, of this we will spend £3.4m on 

employment costs and £4.6m on repairs to our existing stock. The budget contains 

a charge for the depreciation of our housing stock of £5.9m. This reflects the 

“wearing out” of our stock as it ages. We will also spend £2.5m providing a variety 

of services to our tenants and local communities and will incur costs of £1.1m for 

the various overheads necessary to run the association.  

 

8.6. In addition to the £4.6m on repairs mentioned above we will spend a further £1.6m 

on improvements to our homes. The improvements are broadly replacement of 

existing windows, kitchens, bathrooms and boilers.  Taking the two together means 

we anticipate investing a minimum of £6.2m in our existing stock. 
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8.7. In order to finance the improvements to our existing homes and to build new houses 

the association borrows large sums from various lenders and repays the loans over 

a number of years. This results in interest payments which we anticipate costing 

£2.1m. 

  

8.8. In summary in 2019/20 we expect to generate income of £20.1m. From this income 

we anticipate incurring management and maintenance costs of £17.5m and interest 

costs of £2.1m. As a result we have budgeted for a surplus of £0.5m for the year 

which will be carried forward and used to continue investing in our homes and 

communities in the future. 

 

Years 2 – 5  

8.9. We have used our 2019/20 budget to project forward for the subsequent four years 

to 31 March 2024, i.e. 2023/24.  In so doing we plan to continue to invest in our 

existing stock and expect to complete our existing approved development 

programme adding a further 355 new properties to our stock, of which 108 will be 

homes for mid market rent.  

 

8.10. The summary income and expenditure accounts for 2019/20 and the subsequent 

four years to 2023/24 together with the assumptions underpinning the forecasts are 

set out in Appendices 5 and 6. 

 

Treasury Management 

8.11. As mentioned above we borrow to fund our investment activities and we have 

sufficient borrowing facilities in place to fund the expected investment in the 

development of new homes. Over the period of the plan we expect to borrow up to 

£40m to fund our approved development plan, which includes those already 

completed in the current programme. At March 2019 our borrowing is expected to 

be just below £61m.  Our borrowing will increase significantly over the next two 

years as our Development Programme progresses.  We firm in our view that we will 

not invest to support development projects which are not financially viable, we 

therefore anticipate our peak borrowing will not materially exceed £90m. 

 

8.12. Our existing loans are provided by a variety of lenders. The loans have different 

repayment terms with some on an interest only basis for a period of time and some 

have principal and interest repayments from the outset.  The interest rates we pay 

vary with some loans on a variable rate and some on a fixed rate.  We keep this 

under review and aim to have a minimum of 50% of loans on a fixed rate.   

 

8.13. Our loans are due for final repayment over periods ranging from 2023 to 2041.  As 

property investment is for the long term we require long term funding. In recent 

years there has been a change in the nature of bank lending with banks unwilling to 

lend for periods in excess of 10 years.  We have therefore secured the services of 
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Treasury advisors to advise on the options for the repayment of our short term debt 

via a refinancing with long term debt which will be in place for 20 to 25 years.   

 

8.14. It is anticipated that a private placement or similar transaction will be the route the 

association follows. While the transaction is unlikely to take place for two to three 

years there is a long lead time and we will consider the preliminary actions to 

facilitate such a transaction during years one and two of this plan.   We will also 

continue to consider other alternative sources of long term funding that are available 

or may become available over the period of the plan.        
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9. THE ENVIRONMENT 

9.1. Our Green Strategy is being developed and will be complete by June 2019. The 

overall aim of our strategy is to incorporate sustainable practices into all areas of 

the organisation. The key areas we will focus on during the period of this plan 

include reviewing: 

 How we work  

 Procurement of goods and services 

 Asset Management  

 New Build development 

 Customer services 

 

9.2. We will monitor progress against our strategy during year one before setting targets 

to support ongoing improvement.  We will continue to develop our approach and 

analyse outcomes from the work we do, particularly in relation to our Passivhaus 

developments at Springfield Road and Dundashill in Glasgow.   We will monitor 

progress and report outcomes to our Board on an annual basis.  
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10. GOVERNANCE 

10.1. We have a strong Board made up of individuals with the range of skills necessary to 

manage and effectively drive the business forward.  Our members are committed to 

our good governance agenda and demonstrate this through ongoing self 

assessment against the Scottish Housing Regulator’s Standards of Governance 

and Financial Management.  

 

10.2. In 2018/19, we reviewed our assurance levels in relation to risk management 

controls and developed a robust compliance framework. This framework will ensure 

our Board has assurance that we are complying with legislation, the regulatory 

standards and our own policies and procedures.  

 

10.3. The framework puts us in a good position to ensure compliance with the new 

Regulatory framework.  We report on our compliance against the standards at each 

Board meeting and carry our regular reviews of performance against our 

Governance Improvement Plan.  It is important to us that good governance remains 

a fundamental principle supporting how we operate as a business and that it drives 

everything we do. 

  

10.4. We carried out a review of our federal structure during 2018/19.  The Board agreed 

that the current structure was no longer fit for purpose and does not reflect changes 

across our communities and outlined in our development strategy.  At the time of 

writing this Plan we are in the process of consulting our tenants on the future 

structure and they will decide the make up our tenant Board representation going 

forward.  The results of the consultation exercise will support the Board to agree the 

final structure prior to formalising a rule change in September 2019.  

 

10.5. The new structure will allow us to create a Board profile which reflects the skills and 

experience required to support us to deliver our objectives.  We will recruit new 

tenant Board members based on this profile and our new Board members will be 

elected at the AGM in September 2019 following the rule change.    
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11. BUSINESS RISK 

11.1. We operate a robust risk management system closely monitored by the Audit 

Committee and Board. We have identified a total of eight key strategic business 

risks which are summarised below: 

 

STR1 Unable to manage our financial position 
We are in a strong financial position and are sensitive to the need to control our 

finances to support our objectives of delivering outstanding customer service, 

managing our assets and developing new homes.  We accept we have no control 

over issues such as rises in inflation and interest rates and changes in Government 

policy and spending plans and recognise the specific risk to the Association and our 

tenants arising from the introduction of Universal Credit.  We mitigate risk in a 

number of ways including, but not limited to, having strong Treasury Management 

processes and good relationships with our lenders.  Having robust systems and 

processes controlling rental income, managing budgets and procurement processes 

aimed at delivering value for money.  Our Board and staff began a joint review of 

our ongoing participation in the SHAPS defined benefit pension scheme in 

December 2018, the outcome of the review will be reflected in our risk analysis 

when known.   

STR2 Fail to build on/maintain the confidence, satisfaction and trust of 
tenants  
We recognise the importance of maintaining the trust of our tenants and that our 

Board focusses its efforts on ensuring it has strong Governance arrangements in 

place that support the delivery of good outcomes for tenants and service users.  

The Board also recognises that it is essential that staff and Board members are 

supported in their role through learning and personal development and that we have 

appropriate succession plans in place.  Changes to our staffing structure 

implemented between 2017 and 2019 helped mitigate this risk.  The introduction of 

a new fully integrated ICT system together with the integration of the stock condition 

survey results with our maintenance programmes and asset management strategy 

scheduled for publication in 2019 will further mitigate this risk. 

STR3 Fail to recruit & retain key staff and Board members  
We have excellent terms and conditions; provide opportunities for training and 

personal development, have an excellent reputation and a good working 

environment all of which supports our ability to attract suitably qualified and 

experienced staff, particularly at a senior level.  Our Board recognises that several 

members of the Leadership Team are of an age that may consider retiring during 

the course of this plan.  A restructuring exercise, carried out during 2018/19, 

supported our succession planning arrangements and helped mitigate this risk.  In 

addition to this our HR Strategy supports the priorities outlined in this Plan and will 

further enhance our ability to recruit the right people and retain key members of 

staff.  We also have a strong, experienced and committed Board which, following 
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the planned review of our federal structure will be further strengthened during 

2019/20.   

STR4 Unable to adapt to Government/Regulatory changes  
We are aware of the opportunities and potential disruption that can arise from 

unforeseen changes announced by the Scottish and Westminster Governments and 

our Regulatory bodies.  The Leadership Team is involved in a range of forums and 

working groups which ensure we are aware of and plan for changes in regulation 

and legislation.  Officers respond to consultation documents issued by the Scottish 

Housing Regulator, the Scottish Federation of Housing Associations and the 

Glasgow and West of Scotland Forum amongst others and systems are in place to 

ensure the Board receives early notification of such events.   Recent changes to the 

Regulators’ powers and consent requirements have been actioned and we are 

developing our Assurance framework to further support our risk management 

processes.  We report to Audit Committee and Board on key regulatory or 

legislation changes and Audit Committee monitors progress on action plans in place 

to prepare for any changes.  

STR5 Unable to identify and/or maximise opportunities for growth   
We reacted positively to the increase in Housing Association Grant made available 

to support delivery of the Scottish Government’s target of providing 50,000 new 

affordable homes by 2021.  In recent years we have built excellent relationships 

with the Local Authorities in our areas of operation and, in consultation with them, 

launched our Development Strategy and dedicated risk management framework to 

support delivery of c500 new homes by 2021.  We secured the funding required to 

support delivery of our approved programme.  We are also looking further ahead 

and by year two of this plan will produce a strategy outlining development and stock 

investment plans which take us beyond 2021.   

STR6 Fail to identify and/or maximise collaborative opportunities  
The Board is aware that it cannot deliver our strategic objectives without the support 

of our subsidiary company Willowacre Trust, partner agencies, financial institutions, 

contractors and consultants.  Systems and procedures are in place to support staff 

and Board to work in partnership to ensure we are well governed and financially 

strong and tenants and other customers receive outstanding services.  Our Board is 

committed to managed business growth and will ensure our systems development 

places us in a strong position to seek out acquisitions of strategically placed RSLs 

that add value to the Business and provide good outcomes for tenants. 

STR7 Fail to ensure effective governance arrangements are in place 
During 2017/18 we built on previous improvements by introducing a new 

Governance Structure and putting in place robust arrangements for assessing 

performance against the Regulatory Standards of Governance and Financial 

Management as set out by the Scottish Housing Regulator.  Our Board is committed 

to meeting our strategic aim to be well governed and financially strong.  To support 

this, the Board agreed to consult on, and implement changes, to our federal 
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structure during year one of this plan.  The review and implementation of the 

revised structure will further strengthen our governance arrangements. 

STR8 Inability to design and implement efficient infrastructure strategies  
Our Board agreed significant investment in our ICT systems during 2018/19, the 

benefits of which will first be realised in Year one.  The new system provides 

business critical information to support delivery of the range of strategies referenced 

throughout this plan.  Our Board will monitor progress against each supporting 

action plan during the course of the financial year.   The Board is committed to 

managed business growth and will ensure our systems development place us in a 

strong position to seek out partnerships with relevant organisations that can add 

value to the Business and provide good outcomes for tenants. 

11.2. We undertake a full review of our key risks twice each year.  As part of this process 

we consider any new and emerging business risks and agree mitigation measures 

currently in place or required.  The following reflects the Board and Leadership team 

opinion on current foreseeable risk.  

 

 Brexit 
Whilst the outcome of Brexit negotiations remains unclear we have held discussions 

with our contractors to identify the potential impact in relation to retaining and 

recruiting staff and procuring materials and components relevant to our housing 

stock.  It is estimated that c10% of Contractors workforce is made up of EU 

Nationals, the loss of which has the potential to result in increased labour costs, 

difficulties in delivering services and meeting contractual obligations, a reduction in 

the amount of property development and downward pressure on quality standards.  

Our Contractors’ ability to quickly source some components may also be affected 

resulting in delays in carrying out major works and reacting to emergency repairs.       

A no-deal Brexit may result in increased inflation accompanied by an increase in 

variable interest rates which would lead to increased interest costs on our variable 

rate loans. Accordingly, we will keep the fixed rate component of our total borrowing 

under review so as to minimise the shocks from unexpected interest rate rises. 

There is also the potential for credit availability to become tighter. This risk is 

mitigated to some extent as we have in place sufficient borrowing facilities to fund 

our development programme. 

We have carried out a risk assessment in relation to potential Brexit outcomes and 

have put some mitigation in place where it has been possible.  

 Development post  2021 
The Scottish Government published its discussion paper Housing Beyond 2021 in 

September 2018, we responded to the consultation and look forward to seeing the 
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final document which is due for publication late 2019.  The paper outlines its vision 

for the future of housing in Scotland.  It states:  

“We want everyone in Scotland to have a home that is warm, affordable and 

accessible.  We want to support our most disadvantaged communities and 

create great places that are sustainable and promote wellbeing’ the paper 

also states ‘we want to deliver more of the right homes in the right places to 

meet the housing needs and aspirations of the people of Scotland.  We want 

it to be a lasting legacy that is not just about new homes.  We need to make 

the best use of our existing buildings too’.  That is why we are proposing to 

develop a new approach encompassing the whole housing system”.   

Our Board is fully supportive of the Scottish Government’s vision of the future and 

has reflected this throughout this plan.  We make reference to future new build 

developments which are energy efficient including adopting Passivhaus standards.  

The Plan embraces a ‘Placemaking’ approach to delivering healthy, sustainable 

communities. We will continue to monitor progress on the discussion paper and 

mitigate risk by reflecting the Scottish Government’s vision as we review the plan 

 Investment in existing stock  
During 2018/19 our Board assessed the condition and investment requirements of 

our pre 1919 housing stock.  The Board recognises that the investment required 

cannot be funded by the Association alone and will continue talks with the range of 

local authorities we work with to identify grant funding opportunities to improve our 

properties for future years.  The Board also recognises that some buildings may no 

longer be financially viable and will consider disposal where this is the most 

appropriate option and it benefits our tenants.  The Scottish Government recognises 

the need to invest in existing stock and, as referred to above, we will continue to 

monitor progress on its discussion paper and mitigate risk by reflecting the Scottish 

Government’s vision for existing homes as we review the plan.  We will ensure we 

meet rising standards including investment to meet new fire safety regulations and 

meeting EESSH. 

 Political uncertainty 
2018 has seen significant political uncertainty particularly within the Westminster 

Government as the process of working towards Brexit has unfolded.  A general 

election will be called during the course of this plan and we will ensure we are in a 

position to react to any changes in policy and spending plans which arise from the 

leading party.  

 

Within the Scottish context, Scottish Government elections are scheduled for 2021.  

The current Scottish Government has put in place financial arrangements to 

mitigate the impact Welfare reform has on our tenants. We will ensure we are in a 
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position to react to any changes to spending plans arising from a review of this 

position or from the policies applied by a new leading party.  

  

 Freedom of Information  
The Freedom of Information Scotland Act (FOISA) will apply to RSLs from the 11th 

November 2019.  We carried out a full data audit and review as part of our 

preparation for GDPR which improved our understanding of what information we 

hold and where we hold it.  This provided a good baseline for the introduction of 

FOISA. It also identified where we need to improve our recording, work on which is 

underway. We launched our new website in November 2017.  It reflects the SFHA 

Publication ‘Open All Hours’, and ensures we are transparent and open about what 

we do. We will ensure relevant staff receive training on FOISA and that we have a 

clear implementation plan in place to ensure full compliance by November 2019. 

Going forward over the 5 year span of the Corporate Plan, managing our data will 

be a key focus which will ensure ongoing compliance with GDPR and FOISA. 

 Ageing Population 
We are aware of changing demographics within our tenant base and in the demand 

from our housing list.  Information released by the Scottish Government indicates 

that 35% of the population of Scotland is aged between 50 to 64 years, 16% is aged 

65 to 74 years and 7% is 75 and over.  Whilst our current IT system is not 

sophisticated enough to provide a more detailed breakdown of our tenants and 

households by age we are confident our tenant profile is indicative of Scottish 

Government figures.  A recent survey carried out by the Association indicated that 

44% of tenants are aged 60 years and over.    

 

A community survey, details of which are attached at Appendix 8, indicates that 

18.4% of our tenants and their household members are over 65 years of age, with 

another 30.84% being between 40 and 65 years of age.  We actively consider the 

impact of our ageing population through the design and layout of our new homes 

and in our planned maintenance programmes and, with the introduction of our new 

IT system, will be in a position to more accurately gauge the impact of an ageing 

population on the services we deliver.       

 

11.3. We are in the fortunate position of owning and managing homes across a wide 

geographical area and of having a range of house types including mainstream 

housing, tenement flats, amenity housing, sheltered housing and purpose build 

homes to meet our tenant’s specific needs.  This allows us to be flexible when 

addressing a range issues including supporting tenants with urgent rehousing 

requests raised through anti-social behaviour as well as supporting tenants with 

physical and other health needs.   
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12. BUSINESS REVIEW 

12.1. PESTLE 

Political Economic 

Brexit 
Relationships with local councils 
Universal Credit 
Regulatory changes and requirements 
Energy efficiency – Green Agenda 
Housing Support under threat 
Scottish Government/Westminster 
 

Reducing income for many customers 
Credit squeeze/recession 
Affordability for tenants and customers 
Grant levels 
Universal Credit 
Value for Money 
KPIs (loan covenants) 
Pension costs 
Interest Rates 

Social Technology 

Changing demographics 
Increasing customer aspirations 
More diverse customer base 
Reduction in disposable income 
Changing demand for housing 
Move towards flexible working 
Longevity 
Poverty/Wealth gap getting wider 
 

Technology – 
flexibility/awareness/uses/social 
Speed of change 
Increasing cost of technology 
Increasing reliance & failure risk 
Reduction in personal contact 
Ability to re-engineer processes 
Impact of digital divide 
Greener ways of doing things 
 

Legal Environmental 

Welfare reform and challenges 
Health and safety 
Governance regime consumer and 
economic Regulatory changes 
Freedom of Information 
Scottish Social Housing Charter 
Charitable status 
SHQS 2/EEESH 

Asset Management 
Climate change – severe weather 
events 
Carbon impact 
Increased staff and customer 
awareness 
Energy efficiency of homes, offices and 
other properties 
Waste management/Recycling 
Culture and education 
Costs – repair, construction, disposal 
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12.2. ENVIRONMENTAL ANALYSIS 

Risk Assessment 

Political  
Associated with the failure to deliver 
either central or local government 
policies, or recognise their priorities; 
threats from new policies and 
legislation. 
 
 
 

 Inability to react to unpredicted changes 
in government spending plans 

 Failure to maintain collaborative 
partnerships 

 Unable to adapt to government and 
regulatory changes 

 Failure to respond appropriately and 
effectively to universal credit 

 Failure to correctly procure and ensure 
appropriate contracts are in place 

 Failure to manage GDPR 

 Failure to react to Freedom of 
Information legislation 

 
 
  

Financial/Economic  
Associated with financial planning and 
control. Affecting the ability of WSHA to 
meet its financial commitments e.g. 
internal budgetary pressures, the failure 
to purchase adequate insurance cover, 
external macro-level economic changes 
e.g. market changes. 
 

 Unable to manage our financial position  

 Inability to produce accurate and timely 
financial information  

 Significant reduction in rental income 

 Failure to respond appropriately and 
effectively to welfare reform 

 Failure to procure adequate insurance 
policies with effective risk cover 

 Fail to correctly procure and ensure 
appropriate contracts are in place 

 Failure to react to changes in government 
spending plans 

 Inability to secure any/limited loan funding  

 Inability to accurately forecast medium and 
longer term financial requirements 

 Interest rate rises 

Social /Cultural 
Relating to the effects of changes in 
demographic, residential or socio-
economic trends on WSHA’s ability to 
respond and meet its objectives. 
 
 
 

 Fail to identify and maximise efficient 
ways of working  

 Inability to react to changing 
demographics within tenant base 

 Failure to react to changes in customer 
aspirations 

 Inability to support customers 
experiencing a reduction in disposable 
income 

 Inability to supply housing to meet the 
needs of future customers 

 Inability to react to changing demand for 
housing 

Technological  
Associated with the capacity to deal with 
the pace/scale of technological change, 
or WSHA’s ability to use technology to 
address changing demands. This may 
also include the consequences of 
internal technological failures on the 
WSHA’s ability to deliver its objectives. 
 

 Total or partial failure of IT System 

 Failure to effectively prevent or respond to 
a cyber attack 

 Inability to support the needs of the 
business  

 Failure to ensure IT resilience to support an 
effective BCM response 

 Inability to design and develop sufficient 
infrastructure strategies 

 Inability to manage introduction of ICT 
system 
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Compliance 
Related to possible non-compliance 
through breaches of legislation e.g. 
illegality, non-compliance with 
regulatory requirements, with Health 
and Safety and/or non-adherence to 
WSHA policies and procedures. 
 

 Fail to ensure that the organisation 
operates within licence requirements 

 Fail to correctly procure and ensure 
appropriate contracts are in place 

 Fail to meet the requirements of OSCR, 
FCA, SHR, SPSO 

 Failure to comply with GDPR 

 Failure to comply with FOI 

 Fail to meet the financial return 
requirements of the SHR 

 Fail to manage health and safety 
effectively 

 Failure to identify and provide relevant 
policies and procedures for staff to work 
safely and securely 

 Failure to manage and comply with 
employment legislation and procedures  

Environmental  
Relating to the environmental 
consequences of progressing the 
organisation’s objectives; energy and 
fuel efficiency issues; etc. 
 
 

 

 Fail to identify and manage ecological and 
environmental concerns. 

 Failure to invest in meeting EESSH 

 Failure to consider environmental 
consequences  of  asset management 
plans 

 Failure to consider the Energy efficiency of 
homes, offices and other properties 

 Failure to plan for  severe weather events 

 Failure to manage waste/reuse/recycle 

 Failure to raise awareness of environmental 
issues with staff and customers 

 

Commercial 
Under performance against contract 
specification leading to failure or 
inability to maintain provision; threats 
from the activities of competitors; 
partners change priorities. 
 

 Fail to correctly procure and ensure 
appropriate contracts are in place 

 Fail to set standards, monitor the quality 
and completion of work 

 Failure to effectively manage contracts 

 Fail to recruit and retain the right people 

 Fail to build and maintain the WSHA 
brand image 

 Fail to identify and maximise 
collaborative opportunities 

 Inability to maximise or identify 
opportunities for growth 

 

Tenant/Customer  
Associated with failure to meet the 
current and changing needs and 
expectations of tenants, clients and 
customers e.g. service quality; duty of 
care, or to expose WSHA staff or assets 
to unnecessary risk. 

 Fail to build on/maintain the confidence 
satisfaction and trust of tenants 

 Failure to manage and respond to 
complaints 

 Failure to respond appropriately and 
effectively to anti social behaviour 

 Fail to manage the expectations of tenants 

 Failure to implement realistic arrangements 
for tenants 

 Failure to communicate effectively  

 Failure to engage with community and 
tenants to ensure best service delivery 

 Inability to deliver a normal service 
including out of hours 
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12.3. ORGANISATONAL STRUCTURE 

 

Chief Executive 

Officer

 

Director

(Housing & Customer 

Services)

Director

(Finance & Corporate 

Services)

Director

( Development and 

Asset Management)

Leadership Team 

March 2019

 

Executive Assistant
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Housing, Customer and 

Community  Services 

March 2019

 

Director of Housing & 

Customer Services

 

Housing Services 

Manager

 

 

Senior Housing 

Officer

 

Housing Officer

X 5

 

Housing Assistant 

x 5

 

 

Senior Welfare 

Rights Officer

 

 

Welfare Rights 

Officer

 

 Housing Officer 

X 4

Housing Services 

Manager

 Senior Housing 

Officer 

 

Housing Assistant 

x 4 

 

Community & Support 

Services Manager

 Community Services 

Officer (WT)

 

Support Services 

Officer 

Handy Person 

Services (WT) 

 Older People’s 

Services (WT) 

Money Advice 

Services (WT) 

Thriving Places (WT)

Other Services 

(Starter Packs) (WT)

Barrowfield 

Community Centre 

(WT) 

Welfare Rights 

Assistant 

 x 2

Assistant 

Housing Officer 

Assistant 

Housing Officer 

Volunteering / 

Community Gardens 

(WT)  

Energy Advice 

Services (WT)
 Digital Participation 

Services (WT)

 

 

Development & Asset Management 

March 2019

Director of Development 

and Asset Management

 

Property 
Manager

 

Senior 
Technical 

Officer 

Senior Contract 
& Compliance 

Officer 

Development 
Manager

 

Contract & 
Compliance 

Officer

Senior 
Contract & 
Compliance 

Assistant

Technical 
Officer x3   

 

Senior 
Repairs 

Assistant 

Repairs 
Assistant x 3.5

 

Contract & 
Compliance 

Assistant

Development 
Assistant 

 

Senior 
Factoring/
Contracts 
Assistant

Development 
Officer
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12.4. ACTION PLAN 

The action plan for the periods 2019-2024, attached at Appendix 9, will be used by 

staff and our Board to monitor progress against the range of commitments we have 

made throughout the plan.  The Board will review progress on a quarterly basis and 

will also receive annual reports detailing progress against the commitments outlined 

in the range of strategies also referred to within the plan.  Exiting strategies relevant 

to the plan include: 

 

 Value for Money 

 Asset Management 

 Procurement 

 Human Resources 

 Development 

 Tenant Engagement 

 Digital 

 Sustainable Communities 

 Green 

 Treasury Management 

 Communication 

 ICT 

 Risk Management 

 Equalities 
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12.5. KEY PERFORMANCE INDICATORS 
The table below provides information on performance against the key indicators 

monitored by our Board on a quarterly and annual basis.  The colour coding 

provides a visual representation of performance against target with Green being on 

or above target, Amber being below and close to target and red being out with 

target.  Our Board receives quarterly performance reports including contextual 

information explaining variances.  The KPIs were updated in March 2019 to reflect 

new indicators published by the Scottish Housing Regulator. 

Charter 
Indicator 

Description Performance 
2016/17 

Performance 
2017/18 

Performance 
2018/19 

Target 
2019/20 

Deliver outstanding service to customers in all our 
communities         

4 Average time in working day for a full 
response at Stage 1 &  the average time in 
working days for a full response at Stage 2 

  New Indicator 
ST1 = 5 

 ST2 = 20 

3 % Of all complaints, responded to in full, at 
stage 1 and the % of all complaints 
responded to in full at Stage 2 

98.20% 98.24%  98.00% 

1 % of tenants satisfied with the overall 
service provided by their Landlord? 

89.00% 88.61%  95.00% 

30 % of factored owners satisfied with the 
factoring service they receive? 

73.13% 74.32%  75.00% 

5 % of tenants satisfied with opportunities 
given to them to participate in their 
landlord's decision making process? 

96.00% 99.25%  96.00% 

2 % of tenants who feel their landlord is good 
at keeping them informed about their 
services and decisions? 

98.00% 98.25%  96.00% 

13 % of tenants satisfied with the landlord's 
contribution to the management of the 
neighbourhood they live in. 

89.00% 82.10%  92.00% 

15 % of anti social behaviour cases reported in 
the last year that we resolved. 89.07% 89.64%  93.00% 

16 % New tenancies sustained of more than a 
year, by source of let. 

91.22% 89.51%  92.00% 

25 % of tenants who feel that the rent for their 
property represents good value for money 

76.00% 83.77%  90.00% 

19 Number of households currently waiting for 
adaptations to their home 

    New Indicator   

20 The cost of adaptations completed in the 
year by source of funding (£)     New Indicator   

21 The average time to complete adaptations     New Indicator   

12 % of tenants who have had repairs or 
maintenance carried out in the 12 months 
satisfied with the repairs and maintenance 
service?  

88.48% 92.01% 
 

95.00% 

Actively manage our assets and develop new homes to meet local needs 

17 The % of lettable homes that became 
vacant in the last year     New Indicator   

35 Average length of time taken to re-let 
homes in the reporting period.                        

22.12 29.04  22 days 

14 % of tenancy offers refused during the year        
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WSHA % of tenants satisfied with the standard of 
their home when moving in? 

94.00% 94.57%  95.00% 

8 Average length of time taken to complete 
emergency repairs. 

8.86 3.39  6 hours 

9 Average length of time taken to complete 
non-emergency repairs. 

5.11 4.62  6 days 

11 The number of times in the reporting year 
that you did not meet your statutory 
obligation to complete a gas safety check 
within 12 months of a gas appliance being 
fitted or its last check 

99.93% 100.00%  100.00% 

WSHA Percentage of repairs appointments kept 86.90% 87.79%  92.00% 

10 % of reactive repairs carried out in the last 
year completed right first time 

84.85% 86.03%   95.00% 

7 % of existing tenants satisfied with the 
quality of their home 

87.00% 86.51%   95.00% 

6 % of homes meeting the SHQS at the 
reporting year end 

93.61% 94.01%   96.00% 

C10 % of homes meeting the EESSH     New Indicator   

C11 Anticipate exceptions for the EESSH     New Indicator   

C12 Energy Performance Certificates (EPCs)     New Indicator   

C13 Investment in EESSH     New Indicator   

Be the best we can be for our customers 

C1 % Total staff turnover during the reporting 
period. 

21.76% 13.44%  15.00% 

C1 % Days Lost through staff sickness or 
absence during the reporting period 5.84% 2.79%  3.50% 

WSHA % of staff appraisals completed on time   100.00%   100.00% 

Work with others to improve tenants' lives 

WSHA New projects and services which tackle 
poverty and wellbeing issues 

      3 

WSHA Thematic community events delivered        7 

WSHA External funding applications submitted       15 

Be well governed and financially strong 

WSHA % Governing body attendance at formal 
meetings 

81.00% 78.00%  85.00% 

WSHA Interest Cover % 247.80% 220.58%  >110.00% 

WSHA % net surplus/turnover 26.49% 18.50%  > 5.00% 

WSHA Loan Covenants met 100.00% 100.00%  100.00% 

WSHA Quarterly Accounts Produced on time 100.00% 100.00%  100.00% 

18 % of Rent due lost through homes being 
empty during the last year 

0.43% 0.55%  0.50% 

27 Gross rent arrears (all tenants) as % of rent 
due for the reporting period 4.52% 5.18%  5.50% 

WSHA Gearing % 38.60% 20.70%   <25.00% 

C7 Amount and % of former tenant rent arrears 
written off at year end 

43.54% 17.08%   45.00% 
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Appendix 1: AVERAGE RENT LEVELS BY PEER GROUP 2017/18   

2 Apartments    3 Apartments 

       

4 Apartments     5 Apartments 

      

WSHA’s average rent levels are represented by the Red Bar 

 

Peer Group Members: 

Angus HA; Ayrshire Housing; Cairn HA; Caledonian HA; Castle Rock Edinvar HA; Castlehill HA; Cloch 

HA;  Clydebank HA; Cunningham HA; Dunedin Canmore HA; Elderpark HA; Glasgow West HA; Govan 

HA; Govanhill HA; Grampian HA; Hillcrest HA; Home Scotland; Kingdom HA; Langstane HA; Link Group; 

Linthouse HA; Maryhill HA; Milnbank HA; New Gorbals HA; NG Homes; Oak Tree HA; Ochil View HA; 

Paisley South HA; Parkhead HA; Partick HA; Port of Leith HA; Queens Cross HA; Shettleston HA; 

Southside HA; Tollcross HA; West of Scotland HA; Whiteinch & Scotstoun HA; Williamsburgh HA;  
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Appendix 2: Planned Investment 2019-24      

MAINTENANCE EXPENDITURE 2019-2024 

  19/20 20/21 21/22 22/23 23/24 

  (£) (£) (£) (£) (£) 

  
    

  

Responsive Repairs 1,600,000 1,600,000 1,600,000 1,600,000 1,600,000 

Voids 400,000 400,000 400,000 400,000 400,000 

Cyclical 1,200,000 1,200,000 1,200,000 1,200,000 1,200,000 

Revenue 3,200,000 3,200,000 3,200,000 3,200,000 3,200,000 

      

MR revenue 1,400,000 900,000 1,200,000 1,200,000 1,200,000 

      

Bathrooms 8,950 299,000 244,400 254,800 460,200 

Kitchens 334,800 882,000 878,400 856,800 831,600 

Windows 703,250 492,000 1,292,000 812,000 376,000 

Boilers 584,000 590,000 88,000 128,000 252,000 

MR capital 1,631,000 2,263,000 2,502,800 2,051,600 1,919,800 

      

Total 6,231,000 6,363,000 6,902,800 6,451,600 6,319,800 
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 Appendix 3: Development Programme Summary         

  

West of Scotland HA Development Programme 
Summary   

      Unit Numbers   

Development 
Scheme 

Expected 
Site start 

Expected 
Completion Date 

Social 
Rent MMR Comments 

Troon - Earls 
Green Phase 1 

Completed Completed 50 
 

  

Symington Completed Completed 34    

TOTAL DELIVERED 2019 84   

East Kilbride – 
Avon Drive 

On site June 2019 31  
 

Troon - Earls 
Green Phase 2 

Dec-18 July 2019 12  
  

Glasgow - 
Springfield Cross 

Nov-19 March 2020 36  
  

Glasgow - Fielden 
Street 

April-19 September 2020 52 
 

  

Glasgow - 
Dalmarnock 
Station 

Jun-19 November 2020 65 46 
Excludes 2 
commercial units  

South Ayrshire – 
Doonfoot 
(Greenan Phase 2) 

Aug-19 March 2021 61  
  

Glasgow - 
Dundashill Sept-19 March 2021 33 62 

Project and tenure 
numbers require 
to be finalised 

TOTAL DUE FOR HANDOVER BY MARCH 2021 290 108  

PROGRAMME TOTAL 374 108   

 

Overall Total                                                                 482 
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Appendix 4: Housing Stock analysis by area and house size     

 

               

                

            

Excludes Shared Ownership Properties 

0

500

1000

1500

2000

Glasgow
City

North
Lanarkshire

Council

South
Lanarkshire

North
Ayrshire

East
Ayrshire

South
Ayrshire

1617 

463 
751 

73 117 

482 

Location of Our Homes 

Glasgow City (1617 units) 

1 Beds

2 beds

3 beds

4 beds

5beds

6beds

North Lanarkshire Council 
(463 units) 

1 Beds

2 beds

3 beds

4 beds

5beds

South Lanarkshire (751 
units)  

1 Beds

2 beds

3 beds

4 beds

5beds

North Ayrshire (73 units) 

1 Beds

2 beds

3 beds

4 beds

5beds

6beds

East Ayrshire  (117 units) 

1 Beds

2 beds

3 beds

4 beds

5beds

6beds

7beds

South Ayrshire (482 units)  

1 Beds

2 beds

3 beds

4 beds

5beds

6beds

7beds
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Appendix 4 Dispersed Housing Stock     

  

 

Ayrshire No of Households Glasgow No of Households 

Ardrossan 10 Anderson 1 

    Cathcart 1 

    Cowcaddens 1 

    Ibrox 1 

    Pollokshaws 1 

    Rutherglen 1 

Total 10 Stepps 1 

Lanarkshire No of Households Whiteinch 1 

Bothwell 1 Yorkhill 1 

Tannochside 1 Clarkston 2 

Airth 2 Dennistoun 2 

Douglas                15 Govanhill 2 

Lanark 7 Scotstoun 2 

    Possilpark 3 

    Partick 9 

Total 26 Total 29 
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 Appendix 5: SUMMARY Income & Expenditure Account  2019 -2024       

 

   Budget Forecast Forecast Forecast Forecast 

Financial Year to 31 March 2020 2021 2022    2023      2024 

  £000 £000 £000    £000 £000 
 
Income      

Rental Income 15,201 16,355 18,082 18,715 19,423 

Void Loss (175) (161) (178) (185) (191) 

  15,026 16,194 17,904 18,530 19,232 

Service Charges 625 641 656 674 690 

Total Rental Income 15,651 16,835 18,560 19,204 19,922 

            

Other income 4,462 4,683 5,004 5,026 5,048 

            

Turnover 20,113 21,518 23,564 24,230 24,970 

            

Operating Costs           

Salaries 3,385 3,367 3,485 3,607 3,733 

Property Maintenance 4,565 4,478 5,111 5,289 5,474 

Medical Adaptations  203 208 213 218 224 

Housing Depreciation 5,882 6,429 7,315 7,446 7,564 

Housing Service 902 887 922 947 973 

Services Charges 709 698 686 673 690 

Factoring Service 85 87 89 92 94 

Sustainable Communities 577 643 659 675 692 

Commercial activities  112 115 118 121 124 

Office Overheads 1,104 1,143 1,222 1,666 1,263 

Total Operating Costs 17,524 18,055 19,820 20,734 20,831 

            

OPERATING SURPLUS 2,589 3,463 3,744 3,496 4,139 

 
          

Net Interest expense (2,071) (2,730) (3,178) (3,307) (3,534) 

            

Surplus 518 733 566 189 605 
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Appendix 6: Financial Assumptions  2019-2024    

  
      

Financial Year to 31 March 2020 2021 2022 2023 2024 

      

      

Rates       

Consumer Price Inflation 2.5% 2.5% 2.5% 2.5% 2.5% 

Rent increases 3.5% 3.5% 3.5% 3.5% 3.5% 

Salary increases 3.5% 3.5% 3.5% 3.5% 3.5% 

Repairs and replacements 3.5% 3.5% 3.5% 3.5% 3.5% 

LIBOR 1.66% 2.25% 2.50% 2.50% 2.75% 

      

New units completed during year 
 

43 355 - - - 

Repairs and replacements A minimum of £6m annually increased by inflation 
 

Employers Pension costs Ranging from 6% to 12.6% depending upon the scheme 

 
Past service pension deficit payment 

 
£534,000 

 
£550,000 

 
£519,000 

 
Nil 

 
Nil 
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Appendix 7: COMMUNITY & SUPPORT SERVICES GRANT FUNDING     

WEST OF SCOTLAND FUNDING PROJECT TITLE 2019/20 

Sustainable Communities  Community Services Officer  £36,344 

  Money Advice Officer  £24,604 

  Older persons Support Worker  £33,551 

  Health & Wellbeing Activities  £50,000 

  Trainee Handy Person  £5,501 

    £150,000 

      

Tenant Dividend Activities Handyperson Services  £69,731 

  Volunteering Service  £33,142 

  Summer Programme  £17,000 

  Christmas  Programme  £17,000 

  Energy Advice Services  £24,864 

  Digital Inclusion  £12,000 

    £173,737 

TOTAL   £323,737 

   EXTERNAL GRANT FUNDING   2019/20 

Older People Services  Wellbeing for Longer  £35,000 

  Housing Benefit Service Charges  £49,135 

Thriving Places  IGF Youth Services  £40,300 

  Big Lottery Fund  £49,000 

  Clyde Gateway  £30,000 

Digital Inclusion  Scottish Government  £21,000 

Barrowfield Community Centre  Integrated Grants Fund  £66,500 

  Generated Income  £101,000 

  Community Jobs Fund  £21,000 

  Holiday Hunger Fund  £40,000 

Pipeline Project  
New Retirement Assistant 
Services £25,000 

  Climate Challenge Fund  £75,000 

  Capital Grants  £250,000 

  Development Officer  £40,000 

TOTAL   £842,935 
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Appendix 8: Tenant Age Profile (Including Household 

members)        

  

 

 

 

 

 

 

 

 

 

 

 

 

  

1134 

839 

1364 

2028 

1210 

Age Profile Of Tenants 

0-16

16-24

25-39

40-64

65+

Tenants By Age Group Number Percentage 

0-16 1134 17.25% 

16-24 839 12.76% 

25-39 1364 20.75% 

40-64 2028 30.84% 

65+ 1210 18.40% 

TOTAL 6575 100.00% 
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Appendix 9: ACTION PLAN Years 1 - 5     

ACTION YEAR PERIOD 
STRATEGIC AIM 

LEAD  
TARGET 

MET 

YEAR 1           

Equalities Action 
Plan - Review and 
implement 
Equalities and 
supporting action 
plan and deliver 
training. 

2019-
2020 

1 

1.   Deliver outstanding service to 
customers in all our communities 

Housing and 
Community 
Services 

  

3.   Be the best we can be for our 
staff and customers 

4.   Work with others to improve 
tenants’ lives 

5.   Be well governed and 
financially strong 

ICT 
Implementation – 
Deliver phase 1 of 
the implementation 
programme  

2019-
2020 

2 

1.   Deliver outstanding service to 
customers in all our communities 

Finance and 
Corporate 
Services 

  

2.   Actively manage our assets 
and develop new homes to meet 
local needs 

3.   Be the best we can be for our 
staff and customers 

5.   Be well governed and 
financially strong 

Federal Structure 
– Formalise 
revised Federal 
Structure  

2019-
2020 

2 

1.   Deliver outstanding service to 
customers in all our communities 

Finance & 
Corporate 
Services 

  

3.   Be the best we can be for our 
staff and customers 

4.   Work with others to improve 
tenants’ lives 

5.   Be well governed and 
financially strong 

Medical 
Adaptations - 
Review approach 
to allocating and 
prioritising Grant 
allocations 

2019-
2020 

2 

1.   Deliver outstanding service to 
customers in all our communities 

Housing and 
Community 
Services 

  
3.   Be the best we can be for our 
staff and customers 
4.   Work with others to improve 
tenants’ lives 

Asset 
Management – 
Introduce rolling 
programme of 
stock condition 
surveys 

2019-
2020 

2 

1.   Deliver outstanding service to 
customers in all our communities 

Development 
& Asset 
Management 

  
2.   Actively manage our assets 
and develop new homes to meet 
local needs 

Private Factors 
Service Provision 
– Review cost and 
service standards 

2019-
2020 

3 

1.  Deliver outstanding service to 
customers in all our communities 

Housing and 
Community 
Services 

  

2.  Actively manage our assets and 
develop new homes to meet local 
needs 

5.  Be well governed and financially 
strong 
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Housing 
Allocations – 
Manage and 
monitor impact of 
the introduction of 
Rapid Rehousing 
Transition Plan 

2019-
2020 

4 

1.  Deliver outstanding service to 
customers in all our communities 

Housing and 
Community 
Services 

  

2.  Actively manage our assets and 
develop new homes to meet local 
needs 

3.  Be the best we can be for our 
staff and customers 

4.  Work with others to improve 
tenants’ lives 

Housing Support 
– In conjunction 
with Willowacre 
Trust, review 
support to older 
tenants and 
tenants with 
support needs 

2019-
2020 

4 

1.  Deliver outstanding service to 
customers in all our communities 

Housing and 
Community 
Services 

  

2.  Actively manage our assets and 
develop new homes to meet local 
needs 

3.  Be the best we can be for our 
staff and customers 

4.  Work with others to improve 
tenants’ lives 

Business Growth 
– Establish 
subsidiary 
company to 
support delivery of 
MMR and 
commercial 
activities 

2019-
2020 

4 

1.   Deliver outstanding service to 
customers in all our communities 

Finance & 
Corporate 
Services 

  

2.   Actively manage our assets 
and develop new homes to meet 
local needs 
3.   Be the best we can be for our 
staff and customers 
4.   Work with others to improve 
tenants’ lives 
5.   Be well governed and 
financially strong 

Place Standard - 
Review outcomes 
of phase 1 of the 
assessment for 
Springburn, 
Glasgow 

2019-
2020 

4 

1.   Deliver outstanding service to 
customers in all our communities 

Housing and 
Community 
Services 

  

2.   Actively manage our assets 
and develop new homes to meet 
local needs 

4.   Work with others to improve 
tenants’ lives 

YEAR 2           

Asset 
Management - 
Establish baseline 
case for stock 
disposal 
programme  

2020-
2021 

2 

1.   Deliver outstanding service to 
customers in all our communities 

Development 
& Asset 
Management 

  

2.   Actively manage our assets 
and develop new homes to meet 
local needs 

3.   Be the best we can be for our 
staff and customers 

4.   Work with others to improve 
tenants’ lives 

5.   Be well governed and 
financially strong 
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Place Standard - 
Review outcomes 
of phase 1 of the 
assessment for 
Royston, Glasgow 

2020-
2021 

3 

1.   Deliver outstanding service to 
customers in all our communities 

Housing and 
Community 
Services 

  

2.   Actively manage our assets 
and develop new homes to meet 
local needs 

4.   Work with others to improve 
tenants’ lives 

Housing 
Standards - 
Review 
development 
design guide and 
component 
replacement 
specifications 

2020-
2021 

3 

1.   Deliver outstanding service to 
customers in all our communities 

Development 
& Asset 
Management 

  

2.   Actively manage our assets 
and develop new homes to meet 
local needs 

5.   Be well governed and 
financially strong 

Place Standard - 
Agree priorities for 
phase 2 
assessments. 

2020-
2021 

4 

1.   Deliver outstanding service to 
customers in all our communities 

Housing and 
Community 
Services 

  

2.   Actively manage our assets 
and develop new homes to meet 
local needs 

4.   Work with others to improve 
tenants’ lives 

Digitalising 
services - Review 
outcomes from 
Digital Strategy 
and agree roll out 
of new service to 
our customers. 
Identify options for 
delivering 
Broadband 
services to tenants  

2020-
2021 

4 

1.   Deliver outstanding service to 
customers in all our communities 

Housing and 
Community 
Services 

  

2.   Actively manage our assets 
and develop new homes to meet 
local needs 

3.   Be the best we can be for our 
staff and customers 

4.   Work with others to improve 
tenants’ lives 

5.   Be well governed and 
financially strong 

ICT 
Implementation - 
Complete impact 
assessment 
against CIVICA 
system objectives 

2020-
2021 

4 

1.   Deliver outstanding service to 
customers in all our communities 

Finance and 
Corporate 
Services 

  

2.   Actively manage our assets 
and develop new homes to meet 
local needs 

3.   Be the best we can be for our 
staff and customers 

5.   Be well governed and 
financially strong 

Asset 
Management – 
Update Asset 
Management 
Strategy in line with 
review of 
component life 
cycle performance; 
area priorities and 

2020-
2021 

4 

1.   Deliver outstanding service to 
customers in all our communities 

Development 
& Asset 
Management 

  

2.   Actively manage our assets 
and develop new homes to meet 
local needs 

3.   Be the best we can be for our 
staff and customers 

4.   Work with others to improve 
tenants’ lives 
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EESSH 
requirements 

5.   Be well governed and 
financially strong 

ICT 
Implementation – 
Deliver phase 2 of 
the implementation 
programme  

2020-
2021 

4 

1.   Deliver outstanding service to 
customers in all our communities 

Finance and 
Corporate 
Services 

  

2.   Actively manage our assets 
and develop new homes to meet 
local needs 

3.   Be the best we can be for our 
staff and customers 

5.   Be well governed and 
financially strong 

YEAR 3           

Financial 
Planning – Secure 
private placement 
to fund 
development 
strategy  

2021-
2022 

2 

1.   Deliver outstanding service to 
customers in all our communities 

Finance and 
Corporate 
Services 

  
2.   Actively manage our assets 
and develop new homes to meet 
local needs 

5.   Be well governed and 
financially strong 

Business growth -  
Review resource 
requirements follow 
completion of 
2016-21 
Development 
Programme 

2021-
2022 

  

1.   Deliver outstanding service to 
customers in all our communities 

Chief 
Executive 

  

2.   Actively manage our assets 
and develop new homes to meet 
local needs 

3.   Be the best we can be for our 
staff and customers 

4.   Work with others to improve 
tenants’ lives 

5.   Be well governed and 
financially strong 

Business Growth 
– Assess and 
publish impact of 
Passivhaus 
development in 
relation to health 
and wellbeing and 
energy efficiency 

2021-
2022 

4 

2.  Actively manage our assets and 
develop new homes to meet local 
needs 

Development 
& Asset 
Management 

  
 
 
 
 
 
 
 
 
 
 
 

4.  Work with others to improve 
tenants’ lives 

5.  Be well governed and financially 
strong 

Business Growth 
- Establish baseline 
appraisal process 
and due diligence 
action to support 
acquisition and 
ToE. 

2021-
2022 

  

2.   Actively manage our assets 
and develop new homes to meet 
local needs 

Housing and 
Community 
Services 

  
5.   Be well governed and 
financially strong 
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ANNUAL REPORTING (w.e.f. start date)       

Risk Management 
- Review progress 
against Risk 
Management 
Strategy 
objectives.  Clear 
and update system 
in line with 
changes. 

2019-
2024 

Annual 

1.   Deliver outstanding service to 
customers in all our communities 

Finance and 
Corporate 
Services 

  

2.   Actively manage our assets 
and develop new homes to meet 
local needs 

3.   Be the best we can be for our 
staff and customers 

4.   Work with others to improve 
tenants’ lives 

5.   Be well governed and 
financially strong 

Value for Money - 
In partnership with 
TAG, review and 
report outcomes 
from Strategy. 
Including progress 
against key 
objectives, rent 
affordability and 
benchmarking 

2019-
2024 

Annual 

1.   Deliver outstanding service to 
customers in all our communities 

Finance and 
Corporate 
Services 

  

2.   Actively manage our assets 
and develop new homes to meet 
local needs 

3.   Be the best we can be for our 
staff and customers 

4.   Work with others to improve 
tenants’ lives 

5.   Be well governed and 
financially strong 

Business Growth 
- Deliver 
Development 
Programme 
Targets 

2019-
2024 

Annual 

2.   Actively manage our assets 
and develop new homes to meet 
local needs Development 

& Asset 
Management 

  4.   Work with others to improve 
tenants’ lives 

5.   Be well governed and 
financially strong 

Tenant 
Engagement – 
Increase 
opportunities for 
tenants to actively 
engage with the 
Association, 
including widening 
demographics and 
range of methods  

2019-
2024 

Annual 

1.   Deliver outstanding service to 
customers in all our communities 

Finance and 
Corporate 
Services 

  

2.   Actively manage our assets 
and develop new homes to meet 
local needs 

3.   Be the best we can be for our 
staff and customers 

4.   Work with others to improve 
tenants’ lives 

5.   Be well governed and 
financially strong 

HR Strategy - 
Review progress 
against strategy 
objectives. 

2019-
2024 

Annual 

1.   Deliver outstanding service to 
customers in all our communities 

Finance and 
Corporate 
Services 

  
3.   Be the best we can be for our 
staff and customers 

Asset 
Management – 
Monitor 
performance and 
investment 
requirements for 
pre1919 housing. 

2019-
2024 

Annual 

1.   Deliver outstanding service to 
customers in all our communities 

Development 
& Asset 
Management 

  
2.   Actively manage our assets 
and develop new homes to meet 
local needs 
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Income 
management -  
monitor and assess 
impact of WR on 
our tenants, rent 
affordability and 
the financial impact 
on  business 
viability 

2019-
2024 

Annual 

1.  Deliver outstanding service to 
customers in all our communities 

Housing and 
Community 
Services 

  

2.  Actively manage our assets and 
develop new homes to meet local 
needs 

5.  Be well governed and financially 
strong 

Customer 
Complaints & 
Satisfaction - 
Review outcomes 
from both 
processes, 
implement change, 
record. monitor and 
report progress 

2019-
2024 

Annual 

1.  Deliver outstanding service to 
customers in all our communities 

Finance and 
Corporate 
Services 

  

3.  Be the best we can be for our 
staff and customers 

5.  Be well governed and financially 
strong 

Staff Personal 
Development – 
Review and update 
and report 
outcomes from 
staff training matrix 
to support delivery 
of Corporate Plan 
objectives.  

2019-
2024 

Annual 

1.  Deliver outstanding service to 
customers in all our communities 

Finance and 
Corporate 
Services 

  

3.  Be the best we can be for our 
staff and customers 

5.  Be well governed and financially 
strong 

Community 
Impact 
Assessment – 
Assess impact of 
work with WAT on 
the social and 
economic 
demographic of our 
communities. 

2019-
2024 

Annual 

1.   Deliver outstanding service to 
customers in all our communities 

Housing and 
Community 
Services 

  

3.   Be the best we can be for our 
staff and customers 
4.   Work with others to improve 
tenants’ lives 
5.   Be well governed and 
financially strong 

Financial 
Planning – Review 
impact of treasury 
management policy  

2019-
2024 

Annual 

1.   Deliver outstanding service to 
customers in all our communities 

Finance & 
Corporate 
Services 

  

2.   Actively manage our assets 
and develop new homes to meet 
local needs 

5.   Be well governed and 
financially strong 

Assurance 
Framework – 
Review assurance 
framework 
supporting 
standards of 
Governance and 
Financial 
Management  for 
submission to SHR 

2019-
2024 

Annual 

3.   Be the best we can be for our 
staff and customers 

Finance & 
Corporate 
Services 

  

5.   Be well governed and 
financially strong 
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Business Growth 
– Review pipeline 
programme post 
2021 

2020-
2024 

Years 2 - 
5 

2.  Actively manage our assets and 
develop new homes to meet local 
needs Development 

& Asset 
Management 

  4.  Work with others to improve 
tenants’ lives 

5.  Be well governed and financially 
strong 

Our Environment 
– Review 
performance 
against the Green 
Strategy, set and 
monitor KPIs and 
report outcomes. 

2020-
2024 

Years 2 - 
5 

1.   Deliver outstanding service to 
customers in all our communities 

Finance & 
Corporate 
Services 

  

2.   Actively manage our assets 
and develop new homes to meet 
local needs 

3.   Be the best we can be for our 
staff and customers 

4.   Work with others to improve 
tenants’ lives 

5.   Be well governed and 
financially strong 

Place Standard - 
Role out phase 2 
assessments 
throughout our 
communities 

2021-
2024 

Years 3 - 
5 

1.   Deliver outstanding service to 
customers in all our communities 

Housing and 
Community 
Services 

  

2.   Actively manage our assets 
and develop new homes to meet 
local needs 

4.   Work with others to improve 
tenants’ lives 

      

  

    

  

  

  

  

      

  

    

  

  

  

  

 


