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1. Introduction 
 

1.1  Since our inception in 1968, Cloch Housing Association has worked to grow 
and develop housing in the east end of Greenock, Port Glasgow and Inverkip 
and to assist those who are in need by reason of age, ill-health, disability, 
financial hardship or other disadvantage, as aligned to our charitable purpose.  
This has witnessed significant improvements in areas where deprivation and 
poor housing was prevalent.  The Association has been known locally as 
being a “major player” in new build development and rehabilitation.  Whilst our 
development activity has stalled since 2012 as the Association sought 
increased financial and governance stability, we are now in a position of 
strength as we look towards 2020. 

 
1.2 This Business Plan will be at the core of our business for the next 3 years and 

be the key document which will outline how we will achieve our objectives and 
meet our vision for the period of the business plan and beyond 2020. 

 
1.3 The plan will demonstrate our compliance with the Regulatory Standards of 

Governance and Financial Management and also refer to a number of other 
key strategic documents which will support Cloch in delivering our strategic 
goals and objectives.  These plans will include   

 

 Operational Delivery Plan 2017/18  

 Value for Money Strategy  

 People Strategy  

 Asset Management Strategy  

 Procurement Strategy 

 Communications Strategy 

 Risk Management Strategy  

 Financial Business Model 
 
1.4 Alongside our internal documents and activities, Cloch Housing Association 

supports and contributes to the Local Housing Strategy and Strategic Housing 
Investment Plan, prepared by Inverclyde Council, with key stakeholders and 
submitted to the Scottish Government. 

 
1.5 The next 3 years are set to be an exciting period of growth, innovation and 

diversification for Cloch as we strengthen our brand and introduce new ways 
to deliver services to our customers.  By operating with a cautious approach 
to investment and spending, Cloch will ensure that our business plan and 
financial model will stand up to the potential consequences of political and 
economic decisions, and our services will help our customers through difficult 
times and assist them to flourish as valued members of our community. 
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1.6 Our Business Plan has been prepared through consultation with customers, 

staff and board members.  The customer involvement in the Business Plan 
has been indirect in that we have used the information and views obtained 
from our customers through survey analysis, resident engagement activities 
and other communication methods to inform the key priorities outlined in this 
Business Plan.  

 
1.7 In November 2016, an away day attended by board and staff explored the 

various elements of the Business Plan and debated the future aspirations and 
challenges for the Association in the years ahead.  These discussions have 
helped influence the plan and the future direction for Cloch.  The Plan will be 
available on our website, in our office and on request. In addition, a summary 
of this Business Plan will be available for all our customers. 
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2. Strategic Business Objectives 
 
2.1 Our Strategic Business Objectives describe the outcomes we want to achieve 

through the period of this Business Plan. These objectives will be constant 
throughout the course of the plan and each Departmental Delivery Plan will 
identify actions which will be undertaken to meet the objectives.  These will be 
refreshed annually and will be attached as an appendix to the Business Plan. 

 
2.2 Our Strategic Business Objectives are as follows –  
 

a. Improve access to affordable, sustainable quality homes throughout 
Inverclyde 
 

b. Make a positive contribution to people’s lives as an employer, landlord 
and community organisation 
 

c. Drive and deliver service excellence in all that we do 
 

d. Ensure our organisation is well engaged, well governed and financially 
sound 
 

e. Work in partnership with our partners to maximise benefits for 
customers and the business 
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3. Our Vision and Values 
 
3.1 Cloch Housing Association is a professional, forward thinking Association 

where our values are important to us.  We believe in respecting people, 
communicating well with people, performing well for people and the business 
and always striving to improve.  As opposed to being a soundbite this is a 
genuine belief and something which we will continue to aspire to every day. 

 
 
 
 
 
 
 
 
 
 
 
 
3.2 Our vision for the Association is “Working together with our communities to 

continually improve quality and value in all that we do” and in doing this we 
have adopted 4 key values for the Association which are as follows –  

 
o Customer Focus  When developing and providing our services   

    customers’ needs will come first 
 

o Communication   Our communication is effective, accurate and  
    easy to understand 

 

o Integrity   Openness, honesty and transparency are at the  
    core of all that we do 

 

o Respect   We treat our customers and each other with  
    respect and dignity at all times. 
 
 
 
 
 
 
 
 
 

“(At Cloch) we are open and accountable for what we do.  

We understand and take account of the needs and priorities 

of our tenants, service users and stakeholders.  Our primary 

focus is the sustainable achievement of these priorities.” 

Regulatory Standard 2 

“We conduct our affairs with honesty 

and integrity.” 

Regulatory Standard 5 
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3.3 Our FACE project which commenced in 2016 is a Focus on Achieving 

Customer Excellence and this project is expected to run until 2018 at which 
times we will be in the process of introducing new methods and systems of 
working – all geared towards enhancing the customer experience.  This 
project is outlined in more detail at Section 9 however the driver for initiating, 
developing and implementing the project is to deliver the most efficient, high 
quality services in order to maximise customer satisfaction and improve their 
experience.   
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4. Our Operating Context 
 
4.1 In order to capture our operating context, our team of staff and board 

members carried out some traditional, yet informative exercises during the 
Business Planning Away Day and analysed the strengths and weaknesses of 
the Association, along with the opportunities and threats facing the 
Association and our customers (SWOT).  This analysis, coupled with 
consideration of the political, economic, social and technological issues 
(PEST) facing the Association, informs the business plan in terms of planning 
for the future, building on our strengths and reducing or removing our 
weaknesses. 

 
4.2 Appendix 3 contains our summary SWOT and PEST analysis. 
 
4.3 Oak Tree Housing Association 

 
Since 2013 Cloch Housing Association has been part of a partnership with 
another local Housing Association, Oak Tree Housing Association (OTHA).  
Cloch is a subsidiary of OTHA and this has allowed both organisations to 
share many services which results in a greater overall output and value for 
money for our customers.  Based in High Street in Greenock, OTHA has in 
the region of 1800 units in ownership, predominantly based in the west end of 
the town, as opposed to our 1400 mainly based in the east end.   

 
Initially a transaction dependent upon short-term financial assistance in 2012, 
our relationship with OTHA has increased and evolved in recent years.  While 
both parties work independently, have separate office space, their own 
governance arrangements etc., we have increased and improved areas of 
collaboration and joint working for the benefit of our customers.  
 
The governance arrangements around the “joint working” takes place at our 
Joint Audit Sub Committee which comprises board members from both 
Associations and both Senior Management teams are in attendance.   This 
Sub Committee appoint the audit function to service both Associations and 
consider these reports and activities.  Further consideration is given to areas 
of collaboration - examples include a Joint Team who deliver Shared Finance 
Services; a Joint Team who deliver shared ICT services; sharing 
procurement; a Common Housing Register; Shared business continuity and 
disaster recovery.  We are now focussed on a new Reactive Repairs Contract 
to service both Associations, which should reduce costs, increase efficiencies 
and provide a higher quality service with greater value for money.   The most 
recent joint activity has been an insurance tender in February 2017 which has  
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resulted in significant savings for Cloch and also savings for OTHA, being 
together has resulted in a further 5% saving on our premiums. 
 
Our intention is to work in partnership also with development activities, and 
potentially treasury management and loan financing.  This will allow both 
organisations to attract more competition for funding and also to use in-house 
specialisms to carry out development functions. 
 
Further discussions and planning will take place during the lifetime of this plan 
to consider succession planning and the future relationship of both 
organisations – that may be sustaining our current position 
with opportunistic enhancements, or it may be a more 
thorough consideration of the future direction of our 
services.  

 
4.4 Other Local Associations 
 
 The remaining two local Associations are Larkfield, who 

work in a defined area (of Larkfield) and are a subsidiary 
of Link Housing Group and River Clyde Homes who are the 
biggest Association in Inverclyde, having received the stock 
transferred from Inverclyde Council in 2007.  Cloch and Oak Tree work with 
both Associations and share initiatives and projects, particularly in wider 
action and community benefits. 

 
There are other national or specialist Associations with small amounts of 
housing stock or supported care involvement who operate in Inverclyde such 
as Blackwood, Trust, Bield, Key, Abbeyfield, Link.   

 
 
The Local Context 

4.5 Key headlines associated with Inverclyde include depopulation, increase in 
ageing households, increased demand for smaller homes, higher than 
Scottish average levels of long term illness or disability reducing the number 
of working age households.  There are many strategic documents, plans and 
forums geared to tackle issues of health, housing, fuel poverty and 
investment.  The following highlights the formulation of the Local Housing 
Strategy as being pivotal to how Associations can and will tackle some of the 
local issues facing Inverclyde. 

4.5.1  The Local Housing Strategy (LHS) sets out the vision for housing and housing 
related services over the next five years and will run from 2017 to 2022.  This 
document contains a Strategic Action Plan and was produced by Inverclyde 
Council in consultation with all key stakeholders including Cloch.  It seeks  
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improvement in housing quality and recognises the role that the housing 
system has to play in enhancing economic growth and social mobility, as well 
as strengthening our communities. 

In developing the Strategic Action Plan consideration was given to the 
priorities set out within the Single Outcomes Agreement (SOA), Scottish 
Government National Outcomes and National Health and Wellbeing 
Outcomes.  The Local Housing Strategy provides a strategic link to enable 
delivery of these outcomes locally for communities across Inverclyde. 

Six overarching strategic outcomes have been identified that reflect the 
priorities set out in the Scottish Government LHS Guidance.  These are: 

• To promote a supply of good quality affordable housing solutions across all 
tenures 

• To ensure that Inverclyde has sustainable, attractive and well-designed 
communities with well-functioning town centres 

• To prevent homelessness where possible through provision of ongoing 
support to meet the needs of individuals 

• To ensure that people are supported to live independently for as long as 
possible in their own homes and communities 

• To tackle fuel poverty and contribute to meeting climate change target 

• To improve stock condition across all sectors. 

4.5.2 The Local Housing Strategy is set within the wider Community Planning and 
Single Outcome Agreement for the council and its partners.  The current 
Inverclyde Community Plan promotes the vision that `working together in 
partnership we will help to develop a confident, inclusive Inverclyde with safe, 
sustainable, healthy, caring communities and a thriving prosperous economy, 
where everyone is encouraged to achieve their potential and can make a 
positive contribution to the area. ` 

4.5.3 The Local Housing Strategy aligns with the Local Development Plan in 
assessing housing requirements and ensures a generous supply of land for 
housing.  The LDP sets out the spatial strategy that will facilitate investment 
and guide the future use of land in Inverclyde.  With a focus on supporting 
sustainable economic growth, it sets out where future development should 
and should not occur, identifying opportunities for regeneration and  
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enhancement and directing development to locations that are economically, 
socially and environmentally sustainable. 

4.5.4 The Strategic Housing Investment Plan (SHIP) identifies housing investment 
priorities that will contribute to meeting the Strategic Housing Outcomes set 
out within the LHS.  The main purpose of the SHIP is to ensure resources 
available from the Scottish Government Affordable Housing Supply 
Programme are effectively targeted to deliver new and improved housing to 
meet local priorities. 

Preparation and delivery of the SHIP requires close collaboration between a 
range of stakeholders including Registered Social Landlords (RSLs), Scottish 
Government, Private Developers and other services within the council, 
including Planning and Regeneration.  These partnership arrangements help 
facilitate delivery and implementation of the LHS and the SHIP. 

4.5.5 The LHS also has to consider the newly established Inverclyde Health and 
Social Care Partnership (HSCP) agenda, which formally bring together 
community health services and social work services. The Inverclyde HSCP 3 
year Strategic Plan and Housing Contribution Statement (2016-2019) was 
finalised and approved by the HSCP Integration Joint Board in March 2016.   
This sets the long term vision for health and social care in Inverclyde with high 
level strategic priorities.   

The LHS will assist the integration process as it strengthens 
the links between housing, health and social care as well 
as improving the alignment of strategic planning and 
supporting the shift in emphasis to prevention.  Housing 
and housing-related support have a key role to play in 
supporting a `shift in the balance of care` and reducing 
the use of institutional care settings.  If housing and 
support needs are not met, it may be more difficult for 

people to remain in their own homes therefore the benefits 
of providing the right housing and support at the right time 

could be considerable.  
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Links between the Local Housing Strategy and other Inverclyde 
Strategies and Plans 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

4.6 Population Factors in Inverclyde 

There has been a steady decline in the population of Inverclyde, from 101,182 
in 1981 to 79,860 in 2014, a loss of over 21,322 people.  Population 
projections indicate a continued decrease in the population over the 20 year 
period to 2036.  The population of Inverclyde is projected to decrease by 
13,447 from 78,461 in 2016 to 65,014 in 2036 (627 per year).   
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Inverclyde had the smallest household growth across the whole of Scotland in 
the last decade.    The number of households in Inverclyde is projected to 
decline at a rate of 145 per year over from 37,299 in 2012 to 33,666 in 2037. 
Over this time, the average household size will reduce by 12% from 2.13 to 
1.89 in 2037.   

With the exception of single adult households, which are projected to increase 
by 11% over the next 25 years, all other types of household will decline over 
the same time.  Households with two or more adults and one or more children 
will experience the most substantial shift.  In line with the projections for 
Scotland as a whole, the most significant increase is for households headed 
by someone aged 60 and over.  Those headed by a person 75 and over are 
forecast to rise by 3,287 (65%) by 2037. 

The ageing population will be a challenge going forward and reinforces the 

scale of future need for housing and housing related services for an 

increasing older population, particularly for people in the oldest age groups. 

 

National Context 

4.7 Welfare Reform 

 

4.7.1 The Welfare Reform Act 2012 introduced wide ranging changes to the 
benefits system including housing benefits for working-age tenants; this has 
challenged households and in turn, social landlords in terms of maximising 
income, minimising debt and poverty and ensuring cash flows for the business 
remain constant.  The impact of welfare reform has been the biggest risk to 
CHA since its introduction. 

 
4.7.2 Among the changes introduced are the following: 
 

 The introduction of "Universal Credit" which will replace a whole range of 
working-age benefits including housing benefit; this rolled-out to all new 
applicants in November 2016.  This will have a significant impact on the 
Association’s ability to collect rental income and it has been projected that 
rent arrears will increase with legal actions and evictions likely to become 
more commonplace. 
 

 The "cap" on benefits to single people and couples from April 2013; 
although a small number of tenants have been impacted by this it can 
result in a significant reduction in income for those who are affected. 
 

 The Under Occupancy Charge (the so-called "bedroom 
tax") was introduced on 1st April 2013 which restricts the housing benefit  
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to allow for 1 bedroom per person or couple in household- so if a tenant’s 
home is deemed too large they will not have all the rent covered by 
housing benefits.  This measure was heralded as draconian and a penalty 
on the poor.  Notwithstanding the lack of fairness of charging for an 
additional/spare room, there was and is a genuine lack of supply of smaller 
properties, particularly one-bedroomed properties.  The Scottish 
Government put in place an extension to Discretionary Housing Payments 
(DHP) which compensated tenants/landlords for the under-occupation 
charge.  This mitigated the impact but cost the Scottish Government 
considerable sums. 
 

 The Government announced in 2015 that the Local Housing Allowance will 
be extended to social landlords for individuals signing new tenancies from 
1 April 2016 (2017 for supported housing) meaning that the amount 
payable by Housing Benefit or Universal Credit will be restricted to these 
rates which can sometimes be lower that the Association’s rents.  This will 
have a significant impact on those tenants affected by the cap who will 
need to find the difference between the rent and the housing costs 
payments.  The Association will need to take cognisance of this during 
development and annual rent setting processes. 

 
4.7.3 New social security powers have been devolved to the Scottish Parliament to 

assist with mitigating these measures.  These include the possibility of 
introducing discretionary benefits to top-up reserved benefits, other 
discretionary benefits and assistance and the power to create new benefits, 
however, the welfare reform aspects of this Act have yet to be implemented 
and therefore the Association’s tenants are still affected by these measures. 

 
4.7.4 From a Cloch perspective, we have a welfare reform action plan in place and 

this has evolved throughout the changes, and importantly, we have visited 
every tenant to discuss the impact in detail and our rent arrears 
remain at a low level. 

 

 

4.8 Financial & Economic Factors 

  
4.8.1 Social housing is becoming increasingly important in Scotland 

at a time of rising demand for affordable housing and constrained 
resources. Scottish local authorities and housing associations face 
significant challenges. The economic background is one of austerity. Significant 
development opportunities are present; however loan funding terms are less 
favourable than in the past, with the norm in the banking sector to offer up to 
10 year funding agreements in contrast to long term funding options previously  
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offered.  However, this is offset by lower bank margins currently being offered 
in the sector and historically low interest rates.  HAG funding has increased to 
£72k per unit to support the Scottish Government’s Housing Supply Programme 
for 2016/17 to 2021 to deliver 50,000 affordable homes of which 70% will be for  
social rent.  However, development projects remain a long term investment for 
Housing Associations with project payback periods of in excess of 20 years and 
therefore cash reserves are required to front fund the developments until they 
break-even. 

  
4.8.2 The Scottish Government has passed the Housing (Scotland) Act 2014, 

reformed the Scottish Housing Regulator and the ‘Right to Buy’ ended in 
Scotland on 31st July 2016. The Scottish Housing Regulator’s new approach 
emphasises ‘Value for Money’ and ‘Affordable Rents’, therefore housing 
association’s strategies have to ensure operations and staff resources are 
efficient, effective and deliver what is valued by tenants.  

  
The United Kingdom government is focussed on reforming welfare with 
significant implications for Scottish tenants and landlords but some welfare 
powers have now been devolved to Scotland.  Real increases in rents have 
been apparent for some years and have been driven by the need to generate 
resources to support investments to meet the Scottish Housing Quality 
Standard, with a new focus on energy efficiency to help reduce energy 
consumption and fuel poverty.   

  
4.8.3 The challenge over the next few years relates to the impact of the welfare 

reforms and uncertainty and risks associated BREXIT and the impact this may 
have on the economy.  Inflation is currently projected to increase to circa 3% 
over the next few years, impacting development costs and general running 
costs for providing services to tenants. Future rent uplifts have to be balanced 
against the organisation’s cost base to provide the valued range of services to 
tenants, whilst being mindful of the impact of affordability for tenants, 
impacted by the welfare reforms. 
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5. Governance 

 
5.1 The Board at Cloch is responsible for the strategic direction of the Association 

and provides governance and leadership to the officers of the Association and 
for its tenants and customers. 

 
 
 
 
 
 
 
 
 
5.2 There are twelve places for board members at Cloch, one of which is taken up 

by a nomination* from our parent, Oak Tree Housing Association.  The 
composition of our Board at 1st February 2017 was as follows: 

  

Julianne Scarlett Monica Sheekey Peter Galbraith 

Jane Cheshire Ronny Lee* Eddie Coogans 

James Anderson Kelly Ferns Eleanor Robertson 

Alison Greenhill Vacancy Vacancy 

 
5.3 The Board Members all receive induction and training and are assessed 

annually to identify skills and development gaps and to review the 
effectiveness of the board and individual contributions. All board members are 
governed by a Code of Conduct and must act within the rules of the 
Association and in accordance with the Scheme of Delegated Authorities and 
other governance policies and regulatory/legislative direction.  This includes 
Financial Regulations, Charitable Legislation and guidance from Employers in 
Voluntary Housing (EVH), Scottish Federation of Housing Associations 
(SFHA) and the Scottish Housing Regulator (SHR).  In order to carry out 
duties effectively the board has established Sub Committees to deal with 
areas of activity outwith the business of the board.  These 3 Sub Committees 
are as follows: 

 

 Housing & Property Services Sub Committee 

 Employment & General Purposes Sub Committee 

 Joint Audit Sub Committee (along with representation from OTHA). 
 

Each of these Sub Committees have an established remit and delegated 
authority and are represented by members of the Board. 

“The governing body leads and directs the RSL to achieve good 

outcomes for its tenants and other service users”. 

Regulatory Standard 1 
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5.4 In 2012/13 a comprehensive governance review was carried out and identified 

a detailed action plan.  This was implemented in full, including the introduction 
of appropriate recruitment and selection, induction and training.  A further 
governance “review” was carried out in 2016 to consider the arrangements 
and schedules of meetings and reports, and this brought about the shift from 
“Management Committee” to “Board” to indicate the strategic nature of the 
board and the change in emphasis.  In addition, our Internal Auditors 
considered governance arrangements and compliance.  Moving forward there 
is an intention to carry out a more formal self-assessment of the Regulatory 
Standards of Governance outlining awareness and compliance of the “6 
Standards” referred to throughout this business plan. 

 
 
  

“The governing body and senior officers have the skills and 

knowledge they need to be effective”. 

Regulatory Standard 6 
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6. Our Achievements 
 
6.1 The period of 2013 – 2015 was one of stability for Cloch where governance, 

financial and operational arrangements and reviews were being undertaken 
and implemented.  This came on the back of the new partnership 
arrangement with Oak Tree Housing Association and in these years a greater 
sense of collaboration and ways of working were established.  There was a 
growing realisation that instead of fusing cultures, there should be an 
appreciation of the independent nature of the Associations and their cultures 
and strengths, whilst recognising the real benefits of working together and 
creating improved services and greater efficiencies. 

 
6.2 The life of our last business plan from 2015 – 2017 has heralded a period of 

further strengthening, growth and improved performance.  Our relationship 
with our parent organisation has also matured and the shared service model 
is now established between both Cloch and Oak Tree.  Among the 
achievements and changes in the last few years are as follows: 

 

6.2.1 Governance  

 Governing Body Members’ Skills developed and appraisals introduced 

 Recruitment and selection of additional Board members (prioritising local 
people) 

 Recent governance ‘review’ to refine current arrangements and put in place 
stronger delegated authorities and standing orders 

 Development of ICT – limited success initially, but committed to relaunch in 
2017 

6.2.2 Staffing 

 Changes in Senior Management Team leading to fresh ideas and innovation 

 Shared services established with OTHA (finance and IT) resulting in an 
enhancement of services and efficiencies gained through collaboration 

 Reduction in absence levels (culture shift and can be reduced further) 

 Commencement of modern apprenticeships 

 Re-alignment of corporate structure with a new focus on the customer 

 Introduced a new Modern Apprenticeship in Housing Scheme and employed 
our first Apprentice 

6.2.3 Organisational Achievements 

 Care and Repair Contract renewed; introduction of payment for small repairs 
service  

 Gala Day – Excellent community event attended by over 600 people which 
raised more than £2000 for different charities 
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 Lowest arrears levels in Inverclyde  

 Social Media – feedback used to inform improvement projects 

 Low regulatory engagement – and increased confidence evidenced by 
requests to support other RSLs 

 Launched the FACE project which will transform our services during the 
period of the next business plan. 

6.2.4 Improvements 

 Maintenance Projects – The last 2 years has seen increased investment in 
our housing stock including the following –  

o Over £1 million on reactive repairs and over £250k on void properties; 

o £950k on new Kitchens and Boilers 

o £1.1 million on the complete replacement of the Combined Heat & 
Power System (CHP) with a new Gas and Electric Infrastructure;  

o Over £700k on cyclical maintenance including gas maintenance, 
landscape maintenance, gutter cleaning and electrical testing; 

o The commencement of our Aberfoyle Road External Wall Insulation 
(EWI) and Reroofing Project resulted in a spend of £470k – the 
remainder will be in 17/18. 

 Increase of Wider role activities: financial fitness, Starter Packs, Future Skills, 
Mungo foundation, etc. 

 Enhancement of Customer Engagement Activities including Christmas Fayre 
and Cinema event 

 Completed Stock Condition Survey to provide more realistic 30-year 
investment strategy for component replacement 

 Developed ICT Strategy and employed ICT Manager (with OTHA) to develop 
our ICT requirements and strategy for years to come. 
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7. Key Priorities 
 
7.1 The key themes identified in the formulation of this business plan and agreed 

at our Business Planning Away Day were: 
 

 Housing Quality  
 

 Value for Money 
 

 Service Delivery 
 

 Growth and Diversification 
 
7.2 This section outlines how we may address these themes during this Business 

Plan. While some are more aspirational than others they will all be 
considered.  These ideas were prioritised and our Key Priorities are 
summarised at 7.7.   The detail is included in our Service Delivery Plans 
contained in Appendix 1.  These plans are displayed for each department but 
also highlight those objectives which are multi-departmental. 

 
7.3 Housing Quality 
 

o Develop a comprehensive Asset Management Strategy – this 
will be reviewed and updated regularly and used to inform our 
investment decisions as well as future plans. 

 
o Continue to meet the requirement of the Scottish Housing 

Quality Standard (SHQS) and meet the Energy Efficiency 
Standards for Social Housing (EESSH) by 2020. 

 

o Deliver a comprehensive Planned and Cyclic Maintenance 
Programme taking account of procurement regulations, 
community benefits and sustainability. 

 

o Involvement in funding packages to bring hard to treat properties 
or privately owned properties up to standard – such as Home 
Energy Efficiency Programmes for Scotland (HEEPS). 

 

o In New Build Developments ensure sustainability and a more 
traditional build is sought with an eye on future maintenance and 
tenant enjoyment of their home. 
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7.4 Value for Money 
 

 Carry out an evaluation of the Factoring Service – consideration of 
Value for Money (VFM). 
 

 Promote and participate in initiatives such as Healthy Working Lives to 
have positive impact on staff wellbeing and improve VFM. 
 

 Recruit more Modern Apprenticeship Schemes and lever in as many 
Community Benefits as possible through procurement activity to 
generate more VFM. 

 

 Explore Self Service for customers – provide a platform for customers 
to engage with the Association on-line 24hrs a day. 

 

 Consider a One-Stop Shop approach by redesigning how things are 
done to meet customer expectations.  This is a fundamental concept of 
the FACE project and will deliver and demonstrate VFM by reducing 
waste. 

 

 Invest time and training in our IT systems to realise its full potential and 
maximise its benefit and value. 

 

 Review and revise our website offer – easier navigation and more 
linkages. 

 

 Develop mobile working for staff – hand held devices. 
 

7.5 Service Delivery 
 

 Implement better IT Systems or improve use of existing; promote the 
concept of customer self-service. 

 

 Communicate with customers in their preferred ways – webchat, 
Freefone facilities, human response to calls instead of automation. 

 

 Benchmark our performance to drive improvement – put Cloch into top 
quartile with peer organisations. 
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 Improve repairs reporting processes; receipts for example, 
appointments, accessibility beyond office opening. 

 

 Develop and implement a People Strategy to reduce/manage staff 
absence; consider our appraisal systems and training and development 
and improve motivation and morale.  Shadow colleagues to allow 
understanding of roles and responsibilities.  Create a staff room for 
staff to get away from workstations and interact. 

 

 Improve Communication to all customers – tell people about all that we 
do.  Consider “Customer Communication Champions” embracing all 
forms of our communication. 

 

 Consider structure of organisation and explore more generic customer 
advisers providing a range of information, advice and assistance. 

 

 Explore use of community surgeries.  
 

7.6 Growth and Diversification 
 

 Establish a Customer Focus group (resident scrutiny panel) who will 
work with staff and provide better qualitative information for staff and 
Board to consider when making changes and developing strategy. 

 

 Consider role and expansion of Small Repairs Service. 
 

 Offer a limited Garden Maintenance Scheme – linked to rent increase. 
 

 Consider increasing our development plans – this would need to be 
following progress with Kings Glen and subject to a full risk 
assessment. 

 

 Increase engagement with schools/colleges – promote wider role, 
community benefits, talks and open days etc. 

 

 Promote Corporate Social Responsibility – provide annual allocations 
of time for staff to volunteer – develop a policy to support this. 

 

 Expand Modern Apprentice Programme. 
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 Review the concept / feasibility of a DLO for Repairs and Maintenance, 
or even solely for Component Replacements. 

 

 Explore interest in a Cloch Youth Committee. 
 

 Be more creative in 2018 – the year Cloch turns 50! 
 

7.7 Key Priorities 
 

1. Explore the potential of dedicated customer service advisers and front 
line service delivery. 
 

2. Explore the development / introduction of a new Factoring service. 
 

3. Spend more time and give greater priority with community 
engagement. 
 

4. Explore introducing a limited garden maintenance scheme. 
 

5. Expand use of Modern Apprentices. 
 

6. Explore the expansion of Small Repairs / Handyperson Services. 
 

7. Introduce Corporate Social Responsibility. 
 
 
7.8 Strategies 
 
7.8.1 Cloch will develop the following strategies to support the delivery of its 

business plan: 
  

 Customer Engagement 
 

 HR / People 
 

 Value for Money 
 

 IT 
 

 Asset Management 
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 Communications & Service Standards 
 

 Procurement 
 

 Marketing 
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8. Financial Plan 
 
 
 
 
 
 
 
 
 
 
8.1  Executive Summary of Financial Plan 

Cloch Housing Association’s financial plan supports the delivery of our 

strategic objectives and over the medium term focuses on building up 

financial strength to deliver our long-term commitments.  The plan 

demonstrates sound financial planning and management with covenants 

being met in all years and financial resilience tested against a range of 

financial ratios and sensitivity analysis associated with our key risks.  Our 

cash expenditure profile is influenced by the investment in planned and 

cyclical maintenance, which links with the life cycles of replacing our major 

components, e.g. roofs, kitchens, bathrooms, etc.  The financial peaks and 

troughs of expenditure are known and planned for, with the investment 

programme based on our recent stock condition survey undertaken in 2016.  

In summary, Cloch Housing Association is on a firm financial footing to deliver 

the strategic objectives and meet all obligations.  This is supported and 

managed by sound scrutiny from the Board and our professional staff team. 

8.2 Financial Plan Context 

This section and the associated appendices review the Association’s 5 year 

Financial Statements and 30 year Cashflow Projections with reference to the 

financial out-turns, treasury management information and key assumptions 

used for rent increases, inflation, interest, etc.  In summary, the financial plan 

delivers our business objectives and focusses on building up our financial 

capacity over the next 5 years. 

The successful delivery of our business plan objectives is reliant on having: 

 A detailed understanding of our income streams and cost base 

 An informed understanding of future economic projections and risks  

 A robust and inclusive process for financial planning and financial 

management.   

“The RSL manages its resources to ensure its financial well-being and 

economic effectiveness.” 

Regulatory Standard 3 
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8.3 To support this, our long term financial plan is updated on a six-monthly basis 

and activities include: 

 Updating the key assumptions to reflect current economic 

projections, e.g. inflation, Libor rate, void loss, bad debts, etc. 

 Updating the plan based on the mid-year  budget review  to inform 

the future cost plans against actual financial performance and 

historical trends 

 Updating our planned maintenance expenditure programme based 

on work complete, tender information, in addition to reassessing  

component cost projections using current average price 

benchmarking  

 Undertaking comprehensive scenario planning and stress testing 

based on the high risk areas identified within our risk register. 

8.4 Our key priorities are to provide quality, affordable homes to our tenants and 

deliver supporting services which are regarded as value for money by all our 

customers.  To achieve this it is vital that we maintain an affordable rent 

structure against the back drop of an efficient and effective cost base.  It is 

also important that the Association’s financial capacity is developed to ensure 

flexibility is created to enable the organisation to respond to challenges within 

the external environment. 

8.5 Our financial plan is regarded as prudent and we ensure the financial 

forecasts have headroom to meet external challenges.  This is tested against 

holding the equivalent of 3 months rental income in cash terms, in addition to 

testing the plan against loan covenants and various financial ratios.  

8.6 A key priority in the 2017/18 financial planning process has been to ensure 

our financial  projections and assumptions reflect: 

 The anticipated rent levels and occupancy of our properties based on 

the rent setting strategy 

 The potential impact of welfare reforms, which presents a significant 

and serious financial challenge 

 The Asset Management Strategy and long term planned maintenance 

investments, based on the stock condition survey undertaken in 

October 2016 

 Economic and financial projections for inflation and loan funding costs 

 Our staffing establishment and projected pay increases based on 

contractual increment rises and inflation.  Pension costs are also  
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modelled to reflect the pension valuation and auto-enrolment 

obligations 

 Our loan portfolio and  current and future borrowing costs 

 Realistic cost assumptions taking account of known commitments, e.g. 

reflecting tendered contract costs and historical expenditure trends  

 Financial resource to deliver our improvement objectives & innovation 

plans, e.g. investment in IT, staff development, process improvements, 

etc. 

 The new Kings Glen development project, which is projected to provide 

54 additional new homes 

 Contingency, in term of general contingency and contingency 

associated with identified risks, e.g. the pension deficit and welfare 

reforms. 

8.7 Long Term Cashflow Projections 

As a business with over 1400 properties to invest in and maintain over the 

long term our activities are supported by significant long term borrowings, 

(currently £17M), and our financial plans are underpinned by a 30-year model.  

The long term financial projections provide re-assurance to the Board, 

Scottish Housing Regulator and Lenders in terms of our ability to meet our 

long-term commitments.   

8.8 Appendix 4A provides full details of the 30 year cashflow projections, 

highlighting positive cashflows in all years.  The graph highlights:  

 Cash balances are projected to increase from £2.34M by March 2018 

to £31M by March 2046. 

 Over the next 10 years the closing cash balances are projected to be 

£2.9M on average. 

 From March 2029 cash balances are projected to increase above 

£5M, as a result of some of our loans being paid off.   
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8.9 Medium Term Financial Performance & Financial Plan Assumptions 

Appendix 4B provides details of the Statement of Comprehensive Income 

over the next five years and confirms the average annual surplus over the 

period is projected as a healthy £1.33M and 15% of turnover.  It is important 

that the Association accumulates annual surpluses to fund future cyclical and 

planned maintenance costs, e.g. kitchens, bathrooms, roof replacements, 

etc., with significant expenditure planned in specific years based on our Asset 

Management Strategy.   

 

8.9.1 The Statement of Comprehensive Income approved by Board in February 

2017 reflects the Rent Setting Strategy and the table below sets out the 

projected uplifts over the next 5 years. Please note, the rent uplift will be 

reviewed annually and if the Association out-performs the original financial 

plan, the rent uplift will be reviewed to reflect any savings achieved and the 

projected cost base.  

Table 1) Rent Setting Strategy 
 

01 April 17 – 31 March 22 2018 2019 2020 2021 2022 

      

RPI Inflation 2.20% 3.00% 3.00% 3.00% 3.00% 

Rent Uplift 0.80% 0.50% 0.50% 0.50% 0.50% 

Total Rent Uplift 3.00% 3.50% 3.50% 3.50% 3.50% 

Number of existing Houses 1406 1406 1460 1460 1460 

New Houses - Development 0 54 0 0 0 

Total Houses 1406 1460 1460 1460 1460 

 

 

8.9.2 Consultation with customers on the 2017/18 rent uplift was undertaken in 

December 2016 and January 2017. The rent uplift for 2017/18 was proposed 

as 2.5% as the base uplift, 2.75% based on investing in an additional modern 

apprentice role and 3% based on the modern apprentice role and introducing 

a new discretionary garden maintenance scheme, with tenants opting for the 

3% uplift. 
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8.9.3 Future rent uplift projections are based on the Retail Price Index, (RPI), 

inflation forecasts as inflation impacts our cost base, e.g. salary costs, repairs 

and maintenance costs, etc.  Inflation over the next 5 years is projected to 

increase to 3% on average and our financial plan assumptions have modelled 

this. 

8.9.4 In terms of our cost base the assumptions on how costs are likely to increase 

over the life of the plan are detailed in the table below with commentary 

provided on the rationale for their use. 

 

Table 2) Business Plan Cost Increase Assumptions 

Year 2017/18 2018/19 2019/20 2020/21 2021/22 2022 to 2046 

RPI Inflation 0% 3% 3% 3% 3% 2.5% 

Libor 0.7% 1% 1.5% 2.5% 3.5% 4.25% 
increasing to 
5% 

Salary Costs 1.85% Inflation + 
0.25% 

Inflation + 
0.25% 

Inflation + 
0.25% 

Inflation + 
0.25% 

Inflation + 
0.25% 

Reactive 
Repair 
Costs 

Inflation + 
0.5% 

Inflation + 
0.5% 

Inflation + 
0.5% 

Inflation + 
0.5% 

Inflation + 
0.5% 

Inflation + 
0.5% 

Planned 
Maintenance 
Costs 

Inflation  Inflation  Inflation  Inflation Inflation Inflation + 
0.5% 

Bad Debts 1.5% 2% 2.5% 2.5% 2.5% 2.5% 

Voids 1% 1% 1% 1% 1% 1% 

 

 Libor rates have been modelled to reflect projections made by the Treasury 

Management Consultants, Murja, who have forecast a steady increase from 

less than 1% in 2017/18 up to 5% over the next six years, with the Libor rate 

remaining at 5% as a long-term forecast rate. 

 

 Salary costs over the past several years have been based on the Consumer 

Price Index, (CPI) plus circa 0.5%.   As RPI is higher than CPI, the assumption 

is that salary costs will increase by RPI plus 0.25%.  Salary costs within our 

financial plan reflect our current staff team of 37, (the equivalent of 32 full time 

staff members) and takes account of contractual incremental increases and 

pension obligations. 
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 Reactive repair cost increases have been based on RPI plus 0.5% to reflect the 

current economic climate of an increase in costs above inflation.   

 

 Planned maintenance costs are based on tender projections with an uplift of 

inflation until 2021/22, increasing to inflation plus 0.5% from 2022/23 onwards. 

 

 Bad debt performance has been well managed historically with 2015/16 bad 

debt performance being 0.4% of rent & service charge income.  However, due 

to the potential impact of the welfare reforms the bad debt percentage has been 

increased in the financial plan to model 1.5% in 2017/18, increasing to 2% the 

following year and increasing further to 2.5% by 2019/20 and as a long term 

projection.  The increase in bad debt has been modelled to reflect the potential 

risks associated with higher rent arrears; however, the Association will continue 

to implement strategies for minimising bad debts, e.g. arrears management 

activities / financial advice for tenants via our partner organisation Financial 

Fitness. 

 

 Void loss performance has historically been well managed with 2015/16 void 

loss performance being 0.6% of rent & service charge income.  The financial 

plan has therefore assumed a slight increase with 1% modelled throughout the 

life of the financial plan. 

 

 As well as our operational income and expenditure, there is significant 

investment planned to maintain our housing stock. The investment in planned 

maintenance is financed from annual and retained surpluses reflecting the life 

cycles for replacing kitchens, bathrooms, roofs, etc.   
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8.10 Our financial plan has been updated with the outcome of our 2016 stock 

condition survey and appendix 4C) provides full details of our 5-year 

investment programme.  The table below provides a summary of planned 

expenditure over the 5-year period, highlighting high levels of expenditure in 

2021/22 based on the life cycle of replacing components. 

Table 3) Planned 
Maintenance 
Expenditure 

2017/18 
£ 

2018/19 
£ 

2019/20 
£ 

2020/21 
£ 

2021/22 
£ 

Planned Maintenance – 
Components 

529,758 331,399 593,853 399,601 2,091,892 

Planned Maintenance –  
Non-Components 

199,050 47,487 147,251 207,479 284,749 

Cyclical Maintenance 189,783 224,640 210,096 264,052 129,430 

Other Planned 
Maintenance 

10,000 - 41,100 42,400 44,800 

TOTAL PLANNED & 
CYCLICAL 
EXPENDITURE 

928,591 603,526 992,300 913,532 2,550,871 

 

8.11 Appendix 4B provides details of The Statement of Financial Position over the 

next five years and  projects an increase in net worth from £11.2M as at 

March 2018 to £16.6M by March 2022.  This effectively represents an 

average increase in net worth of 11% year on year.  The key points of note 

taken from the Statement of Financial Position are detailed below: 

 The net value of our Properties are circa £76M as at 31st of March 2018 

and the value increases by 3% by March 2019 based on 54 new units 

being added to our Property Portfolio, less deprecation of our existing 

properties. 

 

 Our cash position builds up over the next 4 years of the financial plan to 

circa £4M, however cash balances reduce in year 5 based on the high 

expenditure on planned maintenance of £2.55M as shown in table 3. 

 

 The net current asset position by March 2018 is projected as £212k; 

however, this increases over the next 3 years to £1.75M before reducing 

to £681k, as a result of a reduction in cash due to the planned 

maintenance investments in 2021/22.  
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 Creditors due in more than one year show the value of deferred grant and 

loans due.  Loans due in more than one year increase from £14.8M by 

March 2018 to £16.8M by March 2019 based on an increase in loan 

funding of £3.5M, less loans paid within the period.  The £3.5M of funding 

relates to the Kings Glen development site, (54 additional new units).  

 

 The Pension deficit’s closing balance as at March 2018 is projected as 

£793k and this reduces substantially over the next 4 years, based on 

annual payments of £198k uplifted by inflation each year, (3%), with the 

balance due to be paid by September 2022.   

 

8.12 The Association has Bank Covenants associated with Interest Cover, Gearing 

and Asset Cover and the 30-year financial plan has been tested against 

these, with Covenants met in all years. 

8.13 In considering the Association’s financial performance there are several ratios 

that are monitored on a regular basis and the main areas assessed are 

detailed in appendix 4D with narrative provided, which confirms the ratio 

results exceed the financial targets. 

 

8.14 Loan Funding 

The Association currently has £17M of loan funding with Bank of Scotland, 

Nationwide, Royal Bank of Scotland and Oak Tree Housing Association.  50% 

of the loans are fixed and 50% are based on the variable Libor rate.  The 

financial plan shows that the loan value peaks at £18.07M in 2018/19 as a 

result of the additional £3.5M of funding for the Kings Glen Development site.   

The table below illustrates the outstanding loan value over the next 5 years, 

with a reduction to £15.7M projected by March 2022. 

 

1 2 3 4 5

Total Loans £16,918 £15,851 £18,065 £16,909 £15,672

 £14,000

 £15,000

 £16,000

 £17,000

 £18,000

 £19,000

Graph 1) Outstanding Loan Balances - 5 Year Projections
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8.15    Sensitivity Analysis 

Appendix 4E) shows the results of a sensitivity analysis on the 30-year cash 

closing balance projections linking with the top financial risks detailed in our 

risk register.  Graph 2 provides an extract of the results over a 10-year period 

in contrast to the original base plan and the target of holding the equivalent of 

3 months rental income: 

 

 

8.15.1 The graph highlights a period of vulnerability from year’s 2024/25 to 2026/27, 

(years 7 to 10), associated with four out of the five risks reviewed:   

1. Increase in rent arrears from £129k to £484k & 0.5% increase in bad debts, 

 2. 10% increase in the reactive repairs contract,  

 3. 0.5% increase in all maintenance costs,  

 4. The impact of the welfare reforms modelled as a 0.5% increase in bad 

debts, 50% increase in legal fees and 0.25% reduction in rent increase 

from 2017/18 to 2027/28.   

8.15.2 From the results of the sensitivity analysis the financial risk could be managed 

by smoothing/reducing planned maintenance expenditure over the 3 year 

period, (2024/25 to 2026/27).  However, the stress testing highlights the 

importance of continuing to test the financial model against the key risks and 

financial trends. 
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9. Business Development 
 
9.1 Notwithstanding the risks which are evidenced in Appendix 2 and referenced 

in the previous section, there are three major areas where Cloch will be 
working to improve and progress through change management and supported 
by evidence.  These are as follows –  

 
1. FACE Project 

 
2. Development (residential/non-residential) 

 
3. Working in Partnership 

 
9.2 FACE Project 
  
9.2.1 Since 2016 Cloch following discussions with staff and 

board, a self-assessment was carried out using the 
Customer Service Excellence Model.  This identified several 
ways in which we could improve and resulted in the FACE (Focus on 
Achieving Customer Excellence) Project being introduced within Cloch. 
 

9.2.2 The vision for the project is “to improve the way we work and the services we 
provide and to exceed expectations”.  Through the course of the project we 
will explore what our existing interactions are with all of our customers and 
analyse the quality of these along with gaps, improvements and changes we 
can make. The customer experience will be at the forefront of the 
Association.  Our key objective is to improve our services, systems and 
processes to build on and enhance the customer experience. 
 
This project is not intended to reduce costs although it seeks to increase 

efficiency; it is not intended to change job roles but it seeks to realign roles 

where appropriate; and, it is not about simply gaining an award or ticking a 

box.  It is about genuinely recognising the difference we make in people's 

lives and measuring the effect our FACE solution makes. 

 

9.2.3 Following a series of customer events, we are looking to start a focus group 

who will help us with our customer journey both in terms of scrutinising our 

current performance and commenting on (and testing) changes and 

improvements which will be made. 

Internally, a range of working groups are exploring our processes to identify 

waste and areas of duplication.  Together with the external validation this will 

result in improvements both for the customer and internally by streamlining 

how we do things. 
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9.2.4 Ultimately there is every likelihood that the project will point towards the need 

for realigning teams or areas of work activity – this may also result in some 

form of restructuring of the Association.  This would be dependent on financial 

implications, legal implications and would be subject to significant staff and 

board consultation.  Other areas which are likely to have financial implications 

associated with the FACE Project are changes to IT, Telephony, Publications 

and Customer Communications and Improvements to Reception. 

 

9.3 Development 

9.3.1 As an Association with a proud history of development and providing new 

modern homes for our customers, our activity in this field has stalled since the 

completion of our last development at Maukinhill in 2012.  This has been due 

to several factors including our financial profile, our regulatory status and re-

establishing ourselves following the partnership with Oak Tree Housing 

Association (OTHA). 

 The regulators Business Planning Recommended Practice (BPRP, 2015) 

notes that the RSLs approach to business planning should recognise its vision 

for the future, allow it to explore business growth through a strategic approach 

to asset, risk and treasury management and be grounded by robust financial 

planning.  A further thematic inquiry published by the regulator in 2017, 

“Development of Affordable Housing in Scotland” identifies ten positive 

principles for development which should help RSLs manage and mitigate 

development risk and achieve value for money for their tenants.  This is a 

relatively new publication but Cloch and Oak Tree will take account of its 

findings and put in place systems and processes to ensure any development 

activity takes cognisance of the highlighted principles. 

9.3.2 In 2015 we acquired land in Kilmacolm Road, Greenock, on the former Kings 

Glen Primary School Site.  In March 2017, we are in the process of exploring 

procurement routes to getting the development works on site during the 

course of this year.  It is anticipated that we will build in the region of 50 units 

and costs could be in the region of £8m.  We have agreed to utilise the 

development services of our parent OTHA as another strand to our shared 

services, however this development proceeding still depends on the following 

key factors –  

 Method of Procurement – we are currently exploring a framework to 

deal with the procurement of this development, however with 

development costs having increased, a decision will be sought soon 

with regards to alternative options; 
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 Funding – this is two-fold; depending on the cost of the project, the 

Scottish Government will need to consider whether there are grounds 

for additional grant to ensure that the project is viable.  Secondly, our 

private finance option – we have initially agreed to take an additional 

inter-company loan with OTHA, who have procured an offer of lending 

– however if the costs have increased significantly, Cloch may consider 

borrowing directly from the lender. 

 

9.3.3 The only other development sites identified as being of interest to Cloch are in 

East Crawford Street, and Drumfrochar Road, both in Greenock.  The former 

is owned by River Clyde Homes and the latter in private ownership.  The 

Association currently do not intend to explore the site and potential acquisition 

until Kings Glen Development has, at least, commenced.  This will however 

be during the lifetime of this Business Plan and the Board will be fully 

engaged in the process and decision making.  Should a positive decision be 

taken to proceed with development, a Development Strategy will be prepared 

taking account of the ten principles referred to in the thematic inquiry, and 

ensuring that Cloch is prepared for our development journey and have the 

capacity to progress positively taking account of the positive practice outlined 

in regulatory papers. 

 

9.3.4 In the last 2 years Cloch has carried out a study exploring our options to 

develop a new office for the business.  The favoured option was tying this into 

a joint development whereby alongside our office premises would be a 

community facility.  Unfortunately, this option was closed down due to a lack 

of Council support due to a perceived over-provision of community facilities in 

our operating area.  Whilst there remain a couple of other 

possibilities regarding office relocation, our position at the 

moment is one of small scale improvements to our existing 

office basis, with a reconsideration of our location in 

between 2018 – 2020.  

 The plans for the existing accommodation in Bogle Street 

are centred around reception area improvements to tie in with 

our customer service review.  We have recently opened a new 

staff room which has long been required and will consider 

further improvements to the ground floor space and bathroom and 

kitchen facilities. 
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9.4 Working in Partnership 

9.4.1 Cloch work in partnership with a range of agencies and organisations to 

deliver the best possible service to our customers.  Our partnership working 

can be broken down into two levels – those agencies and organisations who 

we work with and entrust to deliver their services for our customers (micro 

partners), such as Financial Fitness and Starter Packs Inverclyde, and those 

organisations who we work with to develop strategy, share services and 

deliver a coherent business model to our key stakeholders (macro partners). 

 

9.4.2 Our micro partners are identified through our Wider Action Strategy and 

through a recognition of the needs and demands of our customers – going 

into 2017 these include: 

 Financial Fitness 

 Starter Packs 

 Future Skills 

 Mungo Foundation 

Cloch is committed to the services provided by these agencies for the benefit 
of its customers, particularly in light of the challenges facing people affected 
by welfare reform changes.  On an annual basis, we will consider what 
support is provided and whether alternative forms of provision are more 
appropriate – this will ensure that we are achieving the correct outcomes for 
our customers. 

There are other agencies and organisations who will benefit from our 

donations and sponsorship policy and in recent times this has been used to 

help the local hospice and foodbank. 

9.4.3 Through our procurement activities we will insist on community benefits where 
we can and these will take the shape of school talks, employing local 
apprentices and providing information and advice sessions, among other 
benefits.  We will focus on these at the point of procurement in order to 
engage with the successful contractor at an early stage.  We will tell the 
community about these benefits. 

 
9.4.4 On a macro level, Cloch engage with several key stakeholders including the 

following: 

 OTHA 

 Other Registered Social Landlords 

 Inverclyde Council 
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 Scottish Government 

 Scottish Housing Regulator 

 Scottish Federation of Housing Associations 

 Glasgow & West of Scotland Housing Forum  
 

Our partnership working with these organisations will continue and evolve 
throughout the period of the business plan, however the one key stakeholder 
where our involvement and collaboration is most significant is with our parent 
organisation, OTHA. 
 

9.4.5 Our current relationship with OTHA is governed by an Independence 
Agreement and our own set of Rules.  There is consensus that the Agreement 
should more accurately reflect the current position of the relationship and this 
will be amended to reflect this in 2017/18.  Notwithstanding that, however, our 
relationship is growing as we expand areas where we can deliver more for 
less, and share our services in a collaborative fashion.  Examples of current 
collaboration are as follows: 

 

 Inverclyde Common Housing Register (ICHR) 

 Shared Finance Services 

 Shared ICT Services 

 Shared Audit Services 

 Sharing of Procurement (where appropriate) 
 
 
9.4.6 In 2017 we will jointly procure a reactive repairs contract which will serve both 

Associations.  This will be the most significant piece of joint procurement to 
date and should pave the way for other streams of joint activity in this field.  
The benefits of joining up in this way are not only associated with the 
traditional economies of scale, but also the extent of community benefits 
which a contract that size (in the region of £1.5 million per year) are more 
significant than any one Association could expect to be delivered if they were 
procuring alone. 

 
 

“The governing body bases its decisions on good quality information and 

advice and identifies and mitigates risks to the organisation’s purpose.” 

Regulatory Standard 4 
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9.4.7 Our joint work with OTHA will also continue in the field of development, as 

and when Cloch proceed with this activity.  Cloch no longer has in-house 
development expertise and to be able to draw on OTHA for this activity helps 
both Associations in terms of value for money and being able to fund a 
resource in-house. 

 
9.4.8 Although proud of our own identities and brands, Cloch will continue to 

consider opportunities for collaboration moving forward if the outcome is in the 
interests of our customers and will improve services and provide value for 
money. 
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10. Ongoing Review 

 
10.1 Every 3 years our Business Plan will be reviewed and rewritten and there will 

be a comprehensive update of the strategic direction of Cloch.  On an annual 
basis, however we will update the business plan, and in particular Sections 7 
and 8 – Key Priorities and our Financial Plan.  The Board will receive quarterly 
updates on progress with service delivery plans, performance against our Key 
Performance Indicators and our updated Risk Map.   

  
10.2 We will comply with the Regulatory Standards of Governance and Financial 

Management when reviewing our Business Plan, as well as the 
“Recommended Practice on Business Planning” published from the Scottish 
Housing Regulator in December 2015. 
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11. Appendices 
 
11.1 Our appendices include the following: 
 

1. Cloch Housing Association Service Delivery Plans 2017/18 
 
2. Risk Map 
 
3. SWOT and PEST Analysis 
 
4a. 30-Year Cash Flow 
 
4b. Statement of Comprehensive Income & Statement of Financial Position 
 
4c. Planned Maintenance Expenditure Detail 
 
4d. Ratio Analysis 
 
4e. Stress Testing 
 
5. Glossary of Terms 
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CLOCH HOUSING ASSOCIATION – Service Delivery Plans 
Strategic Business Objectives 

 

 

Strategic Business Objective 1 Improve access to affordable, sustainable quality homes 

 throughout Inverclyde 

 

Strategic Business Objective 2 Make a positive contribution to people’s lives as an  employer, 

landlord and community organisations 

 

Strategic Business Objective 3 Drive and deliver service excellence in all that we do 

 

Strategic Business Objective 4 Ensure our organisation is well engaged, well governed  and 

financially sound 

Strategic Business Objective 5 Work in partnership with the Group and beyond to  maximise 

benefits for customers and the business 
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Corporate Services Service Delivery Plan 2017 to 2020 

 

A: Develop People Strategy:  

It will be people centred, promoting professional, high skilled workforce across all diversity groups while supporting Cloch’s ethos of excellent customer 
focussed, customer driven working practices 
 

It will promote apprenticeship and training that will reflect a positive attitude to our workforce. 

Training Plans will be structured, informative and reflect the training requirements from Staff Appraisals/Reviews etc. 

It will encourage a work life balance that  ensures health & safety and staff well being 

It will work towards creating effective teams and a cohesive workforce 

It will encourage inclusivity 

It will include processes for managing change 

It will set a target to investigate Investors in People 

Incorporate Team Building days biennially 

NO Key Tasks REF LEAD 
OFFICER 

WHEN BY PROGRESS 

1 Set out draft principles for Strategy  
SBO2,3 & 4 

CSM/DIR August 2017  

2 Consult with staff on principles SBO2,3 & 4  September 2017  

3 Set out full draft for approval by E&GP Sub SBO2,3 & 4  November 2017  
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NO Key Tasks REF LEAD 
OFFICER 

WHEN BY PROGRESS 

4 Set out Budget for any cost implications SBO2,3 & 4 CSM November 2017  

5 Review all HR & H&S policies to ensure they 
comply with the new Strategy 

SBO2,3 & 4  June 2018  

6 Develop Team Building Days every two to three 
years. 

SBO2,3 & 4  Every second May  

7 Investigate Investors in People (IIP) and whether 
or not it will be worthwhile. 

SBO2,3 & 4  June 2018  
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B  Improving the Working Environment.  This will: 

Ensure a good working environment for staff and Board Members 
Ensure a welcoming place for tenants to visit 
Keep the structure and fixtures and fittings fit for purpose 
Allow time for us to make a decision on whether we are staying Bogle Street or going 
 

 

NO Key Tasks REF LEAD 
OFFICER 

WHEN BY PROGRESS 

1 Complete changes to reception SBO2 & 4 PSM/CSM August 2017 We will be tendering for 

the work in the next two 

weeks with returns to 

tender by end of June 

2017 

1 Continue improvement works to the exterior of the 
building – This will be on a project by project basis and will 
continue to be reviewed as the likelihood of the company 
moving buildings changes. 
 

 

SBO 2 & 4 PSM/CSM August 2018  

2 Enquire about any other possible sites for building or 
purchase or any development work around the Bogle 
Street area. 

SBO 2 & 4 PSM/CSM 2019/2020 Links to the Asset 

Management Plan 
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C          Events/50th Anniversary Celebrations.  Purpose being: 

Engage with Customers 
Publicise the work of the housing association 
Ensure a high profile for the 50th Anniversary and take a chance to look at the last 50 years achievements. 
Celebrate some key people involved with Cloch over the years. 
Ensure that the future direction is promoted 

             Charity work/corporate social responsibility 

NO Key Tasks REF LEAD 
OFFICER 

WHEN BY PROGRESS 

1 Set out a timetable of events 
 

SBO 2,3 & 4 CSM June 2017 Events Group have met 

once and are due to 

reconvene imminently. 

2 Set out a budget 
 

SBO 2,3 & 4 CSM November 2017 A small sum for the 

period Jan to Mar 2018 

has been set aside in this 

year’s budget 

3 Follow the programme and involve as many staff and Board as 
possible 

 

SBO 2,3 & 4 CSM December 2017  
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D Marketing Strategy  The purpose of this is to: 

Set out a more coordinated effort to publicise & promote the Association 

Look at ways to boost the Association’s image and ensure we get positive news out in to the media. 

Emphasise publicising the work of C&R 

NO Key Tasks REF LEAD 

OFFICER 

WHEN BY PROGRESS 

1 Carry out an assessment as to whether or not to rebrand as part of 

our 50th Anniversary, and if necessary invest in new logo, new 

stationary etc. 

SBO 2 SMT Summer 2018 It has been agreed to 

hold a logo competition 

in the summer of 2017 to 

find a possible logo, 

although there is no 

requirement for the 

Association to use it. 

2 Look for opportunities to promote Care & Repair work SBO2 SMT Ongoing  

3 Create a Strategy to coordinate our approach to issuing press releases, 

branding all activities in the same way, handling press release, 

marketing events  

SB02 SMT November 2017 This will be linked to the 

work of the Events Group. 
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E Document Management Strategy:   Its purpose is to: 

 To devise consistent methods of electronically storing data 

 Purchase and develop SDM’s Document Management System 

 Move C&R to SDM 
Develop the One Drive site for storing documents 

  Key Tasks REF LEAD 
OFFICER 

WHEN BY PROGRESS 

1 Finish the Delete Team work to get rid of old files or archive. 
 

SBO4 CSM June 2017 This work is almost 

complete. 

2 Set up new File Structure 
 

SBO4 SMT/CSM/ITM April 2017 Completed 

3 Mirror File Structure in to INVU 
 

SBO4 ITM/CSM TBA This is currently being 

debated by the 

Document Management 

Working Group 

4 Set up SDM Document Manager 
 

SBO4 HSM/CSM/ITM September 2017  

5 Ensure security on private folders and INVU 
 

SBO4 HSM/CSM/ITM   

6 Make a decision on C&R ACT Database 
 

SBO4 CSM/C&RM July 2017  

7 Finish work on One Drive & consider use of Share point 
 

SBO4 CSM/ITM September 2017  
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8 Ensure Staff & Board Training at all appropriate stages. SBO4 CSM Ongoing  
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F   FACE as it relates to potential changes to staff structure.  The purpose is to: 

 Prepare for changes to staff structure 

 Develop change management skills in all relevant staff (SMT, Senior Staff etc) 

 Ensure consultation with staff 

 Create a Training Timetable 

 

  Key Tasks REF LEAD 
OFFICER 

WHEN BY PROGRESS 

1 Stage 2 of FACE will make recommendations to the Board for change   DIR 4/7/2017  

2 If a recommendation of a staff structure change is agreed, set out a 
timescale for implementation  

 SMT August 2017  

3 Organise Change Management training for relevant staff  SMT/Senior 
Staff 

September 2017  

4 Write new job descriptions  SMT/Senior 
Staff 

September 2017  

5 Consult with Staff  CSM/DIR End of November 

2017 
 

6 Train staff who are affected by the changes  CSM March 2018  

7 Implement new staff structure  SMT/Senior 
Staff 

April 2018  
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NO ROUTINE TASKS REFERENCE LEAD 
OFFICER 

WHEN BY PROGRESS 

G Governance     

G.1 Map out a full 3 year training plan for the Board on the 

essentials with scope to add to this for other ideas/items 

for example, regulatory requirements, equalities, good 

practice in all areas 

SBO 3&4 CSM/DIR June 2017  

G.2 Continue work on succession planning by setting out a 

timetable for when chair will step down and a table 

showing when member’s 9 years are coming up. 

SBO 3&4 CSM/DIR June 2017  

G.3 Continue to carry out annual Board Appraisals, in 

likelihood with Linda Ewart 

SBO 3&4 CSM/DIR June every year  

G.4 Continue to develop access to one drive and IT skills for 

Board 

SBO 3&4 CSM/ITM On-going 

throughout term of 

plan 

 

G.5 Review Induction Plan for Board  SBO 3&4 CSM August 2017  

G.6 Set up a Members Strategy 

1. To promote membership to a broad range of 
people 

2. Develop new methods of promoting membership 
to newly signed up tenants. 

3. Develop a web area for the members 

SBO 3&4 CSM/DIR September 2017  
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4. Use Twitter to promote governance related 
matters 

5. Suggested that a biennial bus tour is arranged for 
members 

G.7 Carry out a Governance Self Assessment SBO3&4 DIR September 2017  

NO ROUTINE TASKS REFERENCE LEAD 
OFFICER 

WHEN BY PROGRESS 

G Data Protection: 

 

    

G.1 Plan for the new General Data Protection Regulation 

(GDPR) being introduced in May 2018 

SBO 3&4 CSM December 2018  

G.2 Review position of Information Commissioner with regard 

to Freedom of Information and how it applies to Housing 

Associations 

SBO 3&4 CSM/DIR On going  

      

H.1 Healthy Working Lives: achieve Gold Award SBO2 CSM Summer 2019  

      

I.1 Complete review of Mailing System SBO3 CSM June 2017  
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Directors Service Delivery Plan 2017 to 2020 

 
NO 

 
KEY OBJECTIVE 

 
KEY TASKS 

 
REFERENCE 

 
LEAD 

OFFICER 

 
WHEN BY 

 
PROGRESS 

1. Factoring Service Improvement 
& Evaluation 

 

 Complete factoring MOT 
Action Plan 

 Carry out Options 
Appraisal of service 

 Implement Outcomes 

SBO 3 & 4 DIR December 2017  

2. Improve Performance 
Benchmarking Systems 

 Establish Key Peer 
Organisations to 
benchmark with 

 Devise new reporting tool 
to demonstrate 
performance comparisons 

SBO 3 DIR October 2017  

3. Develop a comprehensive Asset 
Management Strategy 

 Explore alternative 
approaches to Asset 
Management 

 Prepare draft for 
consultation 

 Train on use of strategy 
and devise review 
methodology for linking 
with procurement 

SBO 3 DIR September 2017  
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4. Develop Communications & 
Customer Engagement Strategy 

 Engage services of TIS 

 Establish Programme of 
initial sessions and 
priorities 

 Review Service Standards 

 Draft Strategies for 
Consultation 

SBO 3 & 5 DIR March 2018  

5. Promote Corporate Social 
Responsibility and develop a 
Policy to support this 

 Research ideas from other 
companies 

 Draft Policy for 
consultation 

SBO 2 DIR Dec 2017  

6. Develop a Value for Money 
Strategy 

 In conjunction with 
Finance Director explore 
ideas for development and 
roll out of VFM Strategy, 
techniques and tools for 
reporting 

SBO 4 DIR Feb 2018  

7. Review Independence 
Agreement 

 Consider amendments to 
the Independence 
Agreement for appending 

SBO 4 & 5 DIR March 2018  

8a. Develop and continue FACE 
Project 

 Complete Stage 1 

 Timetable and launch 
Stage 2 

 Communicate with Staff, 
Board, Resident Group & 
Customers 
 

SBO 3 DIR August 2017  
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8b. Complete FACE Project   Prepare for closure of 
FACE Project with an 
outline for taking 
recommendations forward 
and putting in place 
planned improvements 

 Consider Change 
Management – Training & 
Communications 

SBO 3 DIR March 2018  

9. Commence New Build 
Development at former Kings 
Glen Site 

 Work with key 
stakeholders in an attempt 
to get the development 
scoped and working 
financially 

 Engage with OTHA to 
manage development 
through SLA 

 Confirm private funding is 
in place prior to 
commencement 

 Keep Board informed and 
appraised at key 
milestones 

SBO 1 DIR  Sept 2017  
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Beyond April 2018 – 2020 
 

10. Review concept and feasibility of 
DLO for Repairs or Maintenance 

 In conjunction with OTHA 
consider models to deliver 
VFM 

SBO 3 & 5 DIR   

11. Explore interest in establishing a 
Cloch Youth Committee  

 Work with Schools, 
Colleges to establish 
interest in a forum or 
committee of local youths 
to ensure early 
engagement and targeted 
services 

SBO 2 DIR   

12. Consider structure of organisation 
and explore more generic 
customer advice and service 
delivery concepts 

 Map out requirements 
post-FACE 

 Consider organisational 
design to meet 
requirements 

 Engage with Board initially 
prior to staff consultation 

SBO 2, 3 & 4 DIR   

13. Achieve Customer Service 
Excellence Accreditation 

 This should be applied for 
on the back of the FACE 
Project 

SBO 3 DIR   

14. Explore use of Community 
Surgeries 

 Pilot surgeries in each of 
our recognised 
communities – engage 
with resident group 

SBO 4 DIR   



 

57 
 

15. Agree our Development Position  Once Kings Glen is either 
complete or in the 
process, discuss with 
board and Finance 
Director future appetite 
and methods of future 
development activity 

SBO 1 DIR   

16. Review our commitment to 
current office accommodation in 
contrast to alternatives 

 Map out future 
aspirations for office 
development and extent 
of future maintenance 
and investment in Bogle 
Street. 

SBO 2 & 5 DIR   
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Housing Management Service Delivery Plan 2017 to 2020 

 

 

NO 

 

KEY TASKS 

 

REFERENCE 

 

LEAD OFFICER 

 

WHEN BY 

 

PROGRESS 

01 

 

Carry out comprehensive review of Void 

Management procedures/paperwork including 

review of SDM Voids Module. 

 

SBO3 HSM June 2017  

02 

 

Review internal Section 5 Referral processes and 

implement storage of referrals and all 

correspondence on SDM system 

 

SBO1/5 HSM June 2017  

03 

 

Carry out comprehensive review of Estate 

Management Policy and Associated Procedures 

 

SBO2/3 HSM June 2017  
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04 

 

Carry out comprehensive review of Abandonment 

Policy and Associated Procedures 

 

SBO2/3 HSM/PSM June 2017  

05 

 

Carry out comprehensive review of Death of a 

Tenant Policy and Associated Procedures 

 

SBO2/3 HSM August 2017  

06 

 

Review current arrears managements systems and 

implement use of SDM Rent Arrears Module for 

Housing Management Staff. 

 

 

SBO3 HSM/ITM October 2017  

07 

 

Carry out comprehensive review of Mortgage to 

Rent Policy and Associated Procedures 

 

SBO1/2 HSM/GFD October 2017  
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08 

 

Carry out comprehensive review of Anti-Social 

Behaviour Policy and Associated Procedures 

 

SBO2/3 HSM November 2017  

09 

 

Develop and implement a social media / on-line 

communication strategy to ensure widest 

participation / information available 

 

SBO2 HSM/DIR December 2017 Not Just Housing? 

10 

 

Review Customer Panel and consider options for 

the introduction of customer scrutiny within the 

Association; implement preferred method of 

engagement.  Continue to develop ‘tenant scrutiny’ 

activities to comply with Charter requirements, in 

particular building the current  Focus Group’s 

capacity to undertake the role through resourcing 

training and support, and continue to develop self-

assessment measures 

 

SBO2/4 Dir/HSM/PSM December 2017 
Considered as part of FACE 

project 
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11 

 

Carry out review of ARC Property Categories taking 

cognisance of current ARC Technical Guidance 

 

SBO4 HSM December 2017  

12 

 

Continue to monitor and manage implications of 

welfare reform (refer to separate action plan) 

 

SBO3/4/5 HSM Ongoing Ongoing 

13 

 

Carry out comprehensive review of Rent and 

Service Charge Policies. 

 

 

 

SBO3/4/5 HSM 

Annually in 

January of Each 

Year 

 

14 

 

Carry out comprehensive review of Void 

Management Policy and Associated Procedures 

 

SBO2/3 HSM/PSM February 2018  
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15 

 

Carry out comprehensive review of Shared 

Ownership Policy and Associated Procedures 

 

SBO3/4/5 HSM/GFD February 2018  

16 

 

Carry out comprehensive review of Registration 

and Funding Criteria For Registered Tenant 

Organisations Policy and procedures 

 

SBO3/4 HSM/DIR February 2018  

17 

 

Carry out comprehensive review of Garden Tidy 

Scheme policy and procedures 

 

SBO2/3 HSM/PSM March 2018  

18 

 

Carry out comprehensive review of Tenant Self-

service Systems and implement SDM self-service 

portal.  Implement use by on-site staff also.  

Continue to develop the range of communication 

methods for tenants and other stakeholders to 

access information and advice. 

 

SBO2/3 HSM/DIR/ITM March 2018  
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19 

Develop Mobile Working so that we can be more 

efficient in offering services to customers Continue 

to review all key working practices aiming to ‘work 

smarter’ across the organisation, making greater 

use of technology to streamline processes and 

reducing operating costs.. 

 

SBO2/3 HSM/DIR/PSM/ITM March 2018  

20 

 

Develop a clear customer satisfaction and 

complaints framework which is used to refine 

services 

 

SBO2/3 HSM/DIR/PSM/ITM March 2018 Not Just Housing? / FACE 

21 

 

Carry Out targeted Annual Tenant Visits to 

customers who wish a visit and customers we have 

not spoken with. 

 

SB01/2/3 HSM 

Annually by 

October of each 

year. 

 

22 

 

Assist with ICHR partners in review of the 

Allocations Policy and the 

establishment/implementation of the new online 

application process. 

SBO1/3/5 HSM/ICHR April 2018  
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23 

 

Develop a new performance appraisal process for 

staff incorporating a training plan 

 

SBO2/4 
HSM/DIR/CSM/PS

M/GFD 
April 2018 Not Just Housing? 

24 

 

Carry out review of all customers contact and 

personal details as held within SDM 

 

SBO2/3 HSM/PSM April 2018  

25 

 

Prepare and Implement relevant process for 

Allocation of properties at Kings Glen site. 

 

SBO1/2/4 HSM August 2018  

26 

 

Carry out comprehensive review of Tenancy 

Management policies and procedures (Lodgers, 

Sub-Let, Assignation, Succession, Joint Tenancy, 

Running Business from Home) taking account of 

SBO3 HSM December 2018 
Awaiting statutory 

instruments being released 
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provisions of Housing (Sc) Act 2014 subject to 

commencement orders. 

27 

 

Review Tenancy Agreements in line with New 

Model Tenancy Agreements as detailed in Housing 

(Scotland) Act 2014 

 

SBO2/3/4  December 2018 

Subject statutory instruments 

being released  and new 

model tenancy agreements 

being issued 

28 

 

Consider making use of current wider action 

funding to employ direct or joint (with IHAF 

partners) in-house Tenancy Sustainment Officer 

and/or welfare benefits staff. 

 

SBO2/3/4/5 DIR/CSM/HSM March 2019  

29 

 

Carry out comprehensive tenant opinion survey. 

 

SBO3/4/5 HSM March 2019  

30 

 

Carry out comprehensive review of Rent Arrears 

and Legal Action and Eviction Policies and 

associated procedures. 

 

SBO3 HSM October 2019  
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31 

 

Review section 5 protocol with CHR Partners and 

Inverclyde Council’s Homeless Service 

 

SBO1/3/5  October 2019  

32 

 

Carry out comprehensive review and implement a 

re-structure of all general needs accommodation 

rent charges. 

 

SBO3/4 HSM/GFD December 2019  

33 

 

Review Tenants Handbook and look at new ways of 

delivering this information electronically to our 

tenants 

 

SBO3/4 HSM / PSM December 2019 
Considered as part of FACE 

project 

34 

 

Assist with ICHR partners in review of the Joint 

Mutual Exchange policy and procedures 

 

SBO3 HSM January 2020  
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Property Services Service Delivery Plan 2017-2020 

 

 
NO 

 
KEY OBJECTIVE 

 
KEY TASKS 

 

 
REFERENCE 

 
LEAD 

OFFICER 

 
WHEN BY 

 
PROGRESS 

1. Produce and complete an 
internal integration plan for the 

new Repairs and Void 
Maintenance Contract. 

 

 Staff induction on SOR 
codes & training on 
instructing jobs 

 Load new SOR codes 
onto SDM 

 Set up new reports 
from SDM 

SBO 3 &5 PSM May / June 
2017 

 

2. Monitor and manage the new 
Repairs and Void Maintenance 

Contract. 
 

 Performance reports 
produced by staff. 

 Measure performance 
against KPI`s. 

 Measure cost v 
budget 

 Tenant satisfaction 

 Regular contract 
progress meetings 

SBO 2, 3 & 4 PSM & PS 
Team 

July 2017 (& 
on-going 

during term of 
the contract) 

 

3. Oversee completion and 
handover of refurbishment 
project at Aberfoyle Road. 

 

 Regular contractor 
progress meetings 

 Regular site 
supervision by COW 
and Architect. 

SBO 2 & 3 PSM / SMO 
 

June / July 
2017 

Works on-going at 
various stages to all 
three blocks – March 
2017. 
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 Agree snagging items 
for each block and 
final inspection to 
verify satisfactory 
completion 

4. Assist in developing a design and 
component specification for 
Kings Glen new build project. 

 

 Initial meeting with PS 
to review and agree 
components. 

 Input from HS to 
provide feedback on 
proposed design / 
layout of properties 
and scheme 

SBO 2 & 3 PSM / OTHA April / May 
2017 

PSM has met with 
OTHA to review 
components – March 
2017. 

5. Assist and contribute to the 
development of a robust asset 

management strategy. 
 

 Produce 30yr 
component 
replacement 
programme. 

 Procure term 
contracts over 1-5 
years 

 Discuss and provide 
input on overall asset 
management strategy 
policy 
 

SBO 2, 3, & 4 SMT  September 
2017 

30yr programme has 
been devised – March 
2017. 
 

6. Carry out procurement for all 
works identified in the Planned 
Maintenance Programme over 

the next 5 years for various term 
contracts 

 Identify programme of 
works & budget costs. 

 Appoint QS / CDM 
services to assist 
where required. 

SBO 2, 3, & 4 PSM April 2017 (& 
on-going) 

5yr programme has 
been produced – 
March 2017. 
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 Identify procurement 
routes (I-Flair / 
Regulated / PCS etc) 

QS / CDM Services has 
been procured -  
March 2017 

7. Understand the Association`s 
stocks current compliance with 

EESSH and develop an action plan 
towards deadline of 2020 

 Review full stock 
compliance or non-
compliance via 
available EER.  

 Review properties 
which have a non-
compliant EER and 
identify required 
works / costs 

SBO 2, 3, & 4 PSM September 
2017 

EER`s for properties 
have been received 
via the stock 
condition survey – 
March 2017 

8. Assist in the review of the 
Factoring Service (FIG) 

 Review action plan 
items from MOT. 

 Discuss and 
implement changes 
where applicable. 

SBO 2, 3, & 4 PSM April – 
December 

2017  

Factoring MOT report 
received and on-going 
meetings to discuss 
action items. 

9. Review of procedures relating to 
the C&R (including small repairs) 

with the C&R Manager  
 

 SBO 2, 3, & 4 PSM/C&RM June 2017  
 

10. Assist in the tender process for 
the C&R Contract. 

 

 SBO 2, 3, & 4 PSM/C&RM December 
2017 (as per 

Council’s 
timescale) 

 

11. On-going participation in the 
FACE project including the 

implementation of any action 
plan items. 

 

 SBO 2, 3, & 4 SMT April 2017 (& 
on-going) 
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12. 

Implement Community Benefit 
opportunities when available 
through future procurement. 

 Determine possible 
community benefits 
through I-Flair 
tenders. 

 Receive statement on 
adherence to 
providing community 
benefits on award of 
contract 

SBO 2, 3, & 5 PSM / SMO 
April 2017 (& 

on-going) 

Comm benefits 
provided for gas and 
landscaping contract 
– March 2017 

13. Assist in providing Finance with 
revised information relating to all 

Planned Maintenance 
Programmes to assist in budget 

planning. 
 

 Provide updated SDM 
extract report 

SBO 4 PSM / FD / 
SMO 

At intervals 
agreed  with 

FD 

 

14. Ensure the Planned Maintenance 
Module on SDM is accurately 
updated after completion of 

component replacement 
contracts. 

 

 Update property lists 
after component 
replacement contracts 
or ad-hoc 
replacements 

SBO 4 PSM / SMO April 2017 (& 
on-going) 

 

 
15. 

Investigate alternative system 
reports that are robust and user 

friendly. 

 SBO 3 PSM July 2017  

16. Review PS Policies and timescales 
for completion. 

 SBO 2, 3, & 4 PSM May 2017 (& 
on-going) 

 

17. Investigate appropriate funding 
sources for future Planned 
Maintenance Programmes. 

 Within scope of QS 
brief. 
 

SBO 2 & 4 PSM April 2017 (& 
on-going) 
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18. 
Explore and implement future 

mobile working opportunities for 
technical staff. 

 
SBO 2, & 3 PSM 

January 2018 
(& on-going) 

 

19. 
Review existing processes in 

conjunction with implementation 
of new Insurances Contract 

 

SBO 2, 3 & 4 PSM / SMO April 2017 

New processes 
received from 
insurers have been 
provided to staff and 
meetings arranged – 
March 2017 

20. 

Contribute to promotion of Cloch 
through future investment 

programmes, positive impact of 
Community Benefits or other 

benefits through the Marketing 
Strategy of the Organisation. 

 Update website 

 Newsletters 

SBO 2, 3 & 5 PSM 
April 2017 (& 

on-going) 
 

21. 
Implement, manage and monitor 

the new garden assistance 
scheme 

 Instruct contractor 

 Review quality 

 Regular progress 
meetings 

SBO 2, & 3 PSM / SMO 
April 2017 (& 

on-going) 
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Finance Service Delivery Plan 2017-2020 

 
 

NO 
 

KEY OBJECTIVE 
 

KEY TASKS 
 

REFERENCE 
 

LEAD 
OFFICER 

 
WHEN BY 

 
PROGRES

S 
1. Factoring Service Improvement 

& Evaluation 
 

 Improve communication to 
customers re: Building 
Insurance services, including 
benchmarking insurance 
costs.   
 

 Embed a robust process for 
verifying owners who have 
their own insurance have 
sufficient cover within their 
policy, e.g. common areas 
insured. 
 

 Review and address historical 
debt.  This will involve 
engaging with a tracing 
service, in addition to 
agreeing actions to recover 
debt following decree being 
granted, e.g. appetite to 
arrest wages / seize assets.  
 

SBO 3 & 4 Finance 
Director 

May 2017 
 
 
 
 
 

April 2017 to 
March 2018 

 
 
 

 
 

April to March 
2018 

 
 
 
 
 
 
 
 

 



 

73 
 

 In partnership with the 
Property Services Team, 
review the change in 
ownership process to assist 
with collecting factoring 
debts at the point of property 
sale.  This will involve 
engaging with local lawyers 
to request notification of 
sales taking place. 
 

 In partnership with the 
Property Services Team 
introduce a process for 
raising invoices in advance to 
customers involved in 
planned and cyclical 
activities, (based on 
quotations), rather than front 
funding any significant 
programme of works.   
 

 Following the review of 
factoring services and the 
administration process, 
financially appraise the cost 
of delivering the service to 
inform the new Admin / 
Management Fee structure. 
 

 
September 2017 

 
 
 
 
 
 
 

 
 

December 2017 
 
 
 
 
 
 
 
 
 
 

December 2017 
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2. Improve Performance 
Benchmarking Systems 

 Financially benchmark costs 
within the Group to identify 
joint procurement 
opportunities. 
 

 Work in partnership with 
peer groups to assess areas 
where efficiencies could be 
gained via cost comparisons.   

 

SBO 3 & 4 Finance 
Director 

September 2017 
 
 
 
 
December 2017 

 

3. Improve Management 
Information Systems & Processes 
to ensure systems and software 
are fully utilised to support and 
drive efficiency and customer 
service 

 Develop SDM & user 
knowledge to utilise the 
following system features: 

 
 Bank Reconciliation  
 Management Accounts / Budgeting 
 Reports and Reconciliations 
 Sales Ledger / Factoring and 

Rechargeable Repair Debt Reports 
 Email remittance advice notes to 

suppliers rather than post. 
 

 Utilise Invu for: 
 

 Invoice Authorisation 
 Document Management. 

 

 Clear out and archive data / 
paperwork. 
 

SBO 3 & 4 Finance 
Director 

June 2017 to 
March 2018 
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 Train the Senior Finance 
Officers on Brixx, Financial 
Planning software. 

 
 
 

 Reconcile office equipment 
and furniture and fittings to 
the Fixed Asset Register, 
ensuring this reflects the 
assets held and values. 
 

 In partnership with the 
Property Services Team 
review the rechargeable 
repairs process and introduce 
a reporting structure for debt 
recovery. 

 
July 2017 

 
 
 
 

September 2017 
 
 
 
 
 
 

December 2017 
 

 
 

4. Develop the staff team to 
enhance flexibility and embed a 
culture which focusses on 
efficiency and effectiveness 

 Identify areas for job rotation 
opportunities. 
 

 Train members in lean 
techniques to assist with 
process reviews. 

 

 Ensure operational 
procedures are up-to-date to 
reflect current & efficient 
working practices. 

 

SBO 3 & 4 Finance 
Director 

April 2017 to 
March 2018 
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 Embed resource planning to 
deliver commitments – with 
controllable activities / 
improvement projects 
planned for non-peak 
periods. 

5. Refine cashflow management 
processes to inform treasury 
management decisions and risk 
manage the potential impact of: 

 Universal Credit and the 
impact on arrears & 
therefore cash balances  

 The reduction in banking 
sector interest rates to 
ensure the maximum 
return on cash held is 
being achieved  

 Develop cashflow model for 
quarterly update following 
Management Accounts, 
(modelling arrears 
performance trends / planned 
maintenance expenditure 
projections). 
  

 Undertake a monthly review 
of cash held and banking 
sector interest rates to 
inform cash transfers / 
opening new bank accounts 
to maximise the return on 
cash held.   

SBO 4 Finance 
Director 

September 2017 
 
 
 
 
 
 
 
 

April 2017 
onwards 

 

6. Develop a Value for Money 
Strategy 

 In conjunction with Director 
explore ideas for 
development and roll out of 
VFM Strategy, techniques 
and tools for reporting. 

SBO 4 Finance 
Director/ 
Director 

Feb 2018  

7. FACE Project   Implement recommendations 
for improvements from the 
FACE Project. 

SBO 3 Finance 
Director 

March 2018  
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8. New Build Development at 
former Kings Glen Site 

 Financially appraise the new 
development project. 
 

 Arrange private finance prior 
to commencement. 

 

 Track costs and HAG 
throughout the life of project. 

 

 Arrange property insurance 
post completion. 
 

 Add scheme to the Housing 
Property Schedule, 
(component accounting / 
HAG). 

SBO 1 & 4 Finance 
Director 

 

Sept 2017 to 
March 2019 

 

9 Develop and evaluate  Business 
Continuity Plan 

 Establish a working group to 
inform the Business 
Continuity Plan. 
 

 Test and evaluate the plan, 
making any improvements 
necessary. 

 

SBO 4 Finance 
Director / 

SMT 

September 2017  

10 Update key Financial Policies  Financial Regulation. 
 

 Treasury Management. 

SBO 4 Finance 
Director 

June 2017  
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11 Tender for Group Audit Services  Current auditors due to be 
reappointed for 17/18. 
 

 Tender for audit services – 3 
year contract from April 2018 
to March 2021. 
 
 

SBO 5 Finance 
Director 

February 2018  

 

 

ROUTINE TASKS 

a. Annual Audited Accounts  Annual Accounts Complete. 

 Audit undertaken & Annual 
Accounts Template Finalised 

 Annual Accounts presented 
for sign off, (pre-AGM). 

 Annual Accounts issued to 
Stakeholders. 

 Consolidated Group 
Accounts complete. 

SBO 4 Finance 
Director 

May 2017 
 

June 2017 
 
 

August 2017 
 
 

September 2017 
 

September 2017 

 

b. Complete Statutory Returns  SHR – Loan Portfolio 

 SHR – 5 Year Projections 

 Pension – Financial 
Assessment 

 SHR – Annual Accounts 

SBO 4 Finance 
Director 

June 2017 
“” 

July 2017 
 

Sept 2017 
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 FCA Return. 

 OSCR – Annual Return. 

 VAT Returns – Quarterly. 

“” 
Dec 2017 
Quarterly 

    c. Quarterly Reports  Management Accounts 

 Treasury Report 

 Factoring / Landscaping 
Report 

 Recharge Report. 

SBO 4 Finance 
Director 

May, August, 
November 

2016, February 
2017  

 

d. Covenant Compliance  Quarterly Assessment 

 Annual Certificate to Banks. 

SBO 4 Finance 
Director 

As above / 
Annual Cert = 
August 2017 

 

e. Budget Process  2017/18 Mid-Year Budget 
Review. 

 2018/19 1st Draft. 

 2018/19 Final with 30 year 
projections. 

SBO 4 Finance 
Director 

August 2017 
November 2017 
February 2018 

 

f. Internal Audit  Budgeting Process 

 Business Plan 

 Business Continuity. 

SBO 4 & 5 Finance 
Director 

May 2017 
August 2017 

Dec 2017 

 

 

Beyond April 2018 – 2020 

 

1. Review nominal accounts and 
costs centres within SDM to 
ensure optimal structure for 
Management Information 

 In conjunction with SMT 
appraise the current 
structure and consider 
improvements. 

SBO 3 & 5 Finance 
Director 
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2. Consider Succession Planning  SBO 4 Finance 
Director 

  

    3. Review Component Accounting – 
assess if this continues to support 
Asset Management Strategy 

 Appraise impact on financial 
statements.  

SBO 4 Finance 
Director 

  

4. Consider further development 
opportunities 

 Financially appraise future 
opportunities to inform 
strategic direction / strategic 
choices. 

SBO 1 & 4  Director / 
Finance 
Director 

  

5. Consider and appraise use of 
Subsidiary for business activities, 
e.g. joint Factoring Service 

Activities would include: 

 Financial Appraisal 

 Consider Management 
Accounts set up 

 VAT implications 

 Tax implications 

 Legal implications. 

SBO 4 & 5 Director / 
Finance 
Director 
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Care & Repair Service Delivery Plan 2017-2020 

 

 
NO 

 
KEY OBJECTIVE 

 
KEY TASK 

 
REFERENCE 

 
LEAD 

OFFICER 

 
WHEN BY 

 
PROGRESS 

1. Manage procurement of major 
adaptations contractors. 

 Produce specification 
documents for each type 
of adaptation. 

 Produce KPI’s for each 
contractor to adhere to. 

 Carry out procurement in 
line with legislation. 

 Ensure procurement is 
transparent. 

SBO2/3 PSM  Ongoing 

2. Prepare submission for Tender 
of Care & Repair service 

 Produce statistics/reports 
required for tender 
submission. 

 Ensure tender is submitted 
within timeframe set by IC. 

SBO 4/5 DIR/PSM/C&
RM 

October 2017  

3. Review Inverclyde Councils 
Service Specification Document 
(SSD) and ensure it is relevant to 
the service provided by C&R and 
required by IC 

 Meet with IC Grants 
Department to review 
content of current SSD and 
ensure it is relevant. 

 Agree required content of 
SSD in line with Scheme of 
Assistance and funding 

SBO 4/5 C&RM/IC June 2017 Ongoing – initial 
meeting held 
with IC Grants 

and agreed that 
further meeting 
will be arranged 

for further and in-
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requirements set out by 
IC. 

 Ensure KPI’s set out within 
SSD are useful and focus 
on the needs of 
customers. 

 Produce draft SSD in 
partnership with IC and 
consult with relevant 
parties (Advisory Board, 
CoIL, HSCP, CHA) 

 Implement approved SSD 
document prior to tender 
submission. 

depth analysis of 
current SSD. 

4. Review IT systems with a view to 
transferring customer database 
to SDM to allow for more 
efficient storage of client 
information, improved reporting 
procedures for KPI’s and to 
introduce enhanced invoicing 
and payment options for 
customers of C&R.  This will also 
allow for improved audit control 
of finances within C&R. 

 Complete comparison of 
ACT and SDM and identify 
any barriers that may 
result from changing 
system. 

 Test SDM system to 
ensure changeover will 
result in improved service 
to customers. 

 Set up SDM to meet the 
needs of C&R service, both 
for adaptations and SRS, 
including standard letters, 
inspection/visit sheets and 
invoicing/payment 
procedures. 

SBO 2/3 MT June 2017 Ongoing – 
comparison has 
begun and SDM 

test system is 
being used to test 

C&R system.  
Current status is 
setting up C&R 

customers on test 
system to trial. 
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 Ensure SDM provides 
reports compatible with IC 
and CHA KPI’s. 

 
 

5. Review current processes for 
contacting C&R by telephone; 
C&R currently have 2 telephone 
numbers, which at times are 
unmanned. C&R customers 
should have access to the same 
level of service as all other CHA 
customers.  By terminating these 
telephone lines there will be a 
reduction in telecommunication 
costs and an improved service to 
C&R customers. 

 Terminate additional 
telephone lines for C&R 
and integrate service with 
CHA telephone lines. 

 Update CHA telephony 
system to incorporate 
C&R. 

 Ensure sufficient lines are 
available in CHA system to 
allow for increase in call 
volume. 

 Ensure all publicity 
material is updated to 
reflect these changes. 

SBO 3 C&RM/CSM October 2017  

6. Review cash handling and 
financial procedures within C&R 
including invoicing, payments, 
charging and budget control.  
Current procedures are weak 
and not in line with CHA financial 
procedures in other areas of our 
business. 

 Ensure relevant staff 
members have access to 
Callpay payment system 
and receive relevant 
training. 

 Produce procedure notes 
for invoicing/payments to 
ensure payments for 
SRS/Title deed searches 
are logged correctly and 
provide training to section. 

SBO 4 C&RM/SFO June 2017 Ongoing – Callpay 
introduced and 
work underway 
on SDM.  C&RM 

and SFO have 
met to discuss 

budgets.  Further 
meeting to be 

arranged to agree 
new processes 

required. 
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 Produce invoicing and 
payment monitoring 
procedures to ensure C&R 
staff are pursuing debts 
and can identify instantly 
payments due or made by 
customers. 

 Ensure costs for SRS/Title 
Deed searches are charged 
to customers and easily 
identified as being 
charged, and paid. 

 Develop relevant 
procedures with Finance 
Team to allow robust and 
clear monitoring of 
income/expenditure 
within C&R section. 

 Ensure transactions on 
credit cards used by SRO’s 
are charged to correct 
customers’ accounts and 
ensure all credit card 
transactions are 
accounted for set up 
system for receipts iro 
credit card transactions to 
allow for clear audit trail. 
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7. Review internal processes to 
ensure compliance with KPI’s 
required by IC and CHA 

 Ensure robust procedure 
notes are created for all 
aspects of service, 
including reporting on 
KPI’s and that they are 
relevant to the 
requirements of IC and 
CHA. This will ensure there 
are clear, accurate and 
useful guides for all 
processes required  within 
C&R section and  that 
disruption to service will 
be minimal should there 
be  any future staff 
shortages. 

SBO 4/5 C&RM June 2017 Ongoing 

8. Redefine relationship with IC and 
Advisory Group to ensure all 
parties are clear and confident 
about their role in Care & Repair 
service 

 Meet with all interested 
parties and clarify each 
organisations relationship 
with the C&R service.   

 Maintain regular meetings 
to ensure relationships 
remain valuable and are 
meaningful to providing 
good outcomes for our 
customers. 

SBO 2/5 C&RM July 2017 Ongoing – 1st 
meeting held 
with IC Grants 

Dept.  
Introductory 

meetings to be 
arranged with 

Advisory Group, 
HSCP and CoIL 

9. Improve publicity and local 
knowledge about all aspects of 
C&R service throughout 
Inverclyde 

 Review and update 
website (currently out of 
date) and provide current 

SBO 2/3 C&RM Ongoing Ongoing – Small 
Repairs Leaflets 

are now updated 
and have been 
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and useful information to 
our customers. 

 Introduce social media 
platforms (Facebook and 
Twitter). 

 Review and update all 
material produced by C&R 
service. 

 Review and update 
material produced by IC. 

 Ensure there is a C&R 
representative at meetings 
with other agencies 
(Veterans, Local Nursing 
Homes, and Hospitals) to 
raise awareness of service. 

 Engage with other local 
services (Fire Brigade, 
Police, Community 
services, IC and other 
RSL’s) to raise awareness 
of C&R service for 
potential customers that 
they engage with. 

 

issued to 
members.   

10. Review current approved 
contractors list and investigate 
implementing a “Trusted Trader 
Scheme” (TTS).  This will ensure 
good service to customers and 

 Meet with IC trading 
standards to identify if 
they are progressing with 
their project to introduce 
one central “TTS” if so 

SBO 2 C&RM August 2017 Ongoing – initial 
discussion has 

taken place with 
IC Grants Dept.  
Meeting to be 
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invites a possibility of generating 
further income for Small Repairs 
Service. 

identify timescales for this 
service and publicise 
accordingly. 

 Contact other C&R 
services who have 
implemented their own 
“TTS” and identify best 
practice, including 
charging procedures. 

 Produce application form 
and criteria for contractors 
to apply for TTS and 
publicise. 

 Maintain a register of 
contractors to ensure our 
customers have access to 
a choice of contractors for 
various trades. 

 

arranged with 
Trading 

Standards. 

11. Review and implement as 
required training and risk 
assessment processes for C&R 
team 

 Review training records 
and ensure all staff 
attends relevant training 
courses that will ensure 
continuous improvement 
on the high levels of 
service delivery they 
currently provide. 

 Ensure all relevant staff 
within the section have 
completed required risk 

SBO 2/4 C&RM Ongoing  
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assessments in relation to 
their role to ensure they 
are working to 
requirements of H&S 
regulations. 

 Ensure all technical staff 
are aware of CDM 
requirements.  

12. Carry out benchmarking with 
other C&R services to ensure 
Inverclyde C&R service is current 
and innovative in the service we 
are providing. 

 Arrange visits to other 
C&R services to investigate 
new initiatives for C&R to 
ensure service continues 
to improve and continues 
to meet the needs of 
customers. 

SBO 2/3 C&RM May 2017  

13. Produce Satisfaction monitoring 
framework in line with CHA’s 
corporate identity and as part of 
FACE 

 On completion of FACE 
project, produce 
satisfaction surveys that 
are in line with CHA’s 
corporate identity. Ensure 
monitoring, recording and 
resolution of 
satisfaction/complaints is 
in line with CHA policy and 
procedure. 

 Ensure all staff within 
section are fully trained in 
using Complaints Module 
in SDM and are recording 
all compliments and 

SBO 3 MT   
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complaints to allow 
production of accurate 
reports. 
 

14. Expand Small Repairs Service to 
include customers of other RSL’s 
throughout Inverclyde. 
 

 Meet with Dir/PSM to 
discuss plans for expansion 
of SRS. 

 Investigate opportunities 
for employing additional 
staff whether this be 
volunteers, funding 
additional staff with 
contribution from other 
local RSL’s (similar to the 
Mungo Foundation 
framework) or offering 
opportunities to young or 
disadvantaged adults 
through government 
schemes such as 
Community Jobs Scotland. 

 Agree timescales and best 
direction for expanding 
service and implement 
increased service. 

 Ensure IC are updated at all 
times with plans 
 
 
 

SBO 2/3 C&RM September 2017  
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15. Extend Small Repairs Service to 
include installation of further 
minor adaptations required by 
CoIL 

 Meet with HSCP to 
investigate other minor 
adaptations work that 
small repairs officers can 
carry out, such as 
installation of key safes, 
prevention of falls 
equipment and any other 
services that would meet 
the remit of small repairs 
officers. 

 Agree charging structure 
with HSCP for each 
category of adaptation. 

 

SBO 2/3 C&RM December 2017  

15. Investigate Rapid Response 
Scheme within Inverclyde to 
assist with hospital discharge. 
  

 Meet with other C&R 
services that are currently 
providing this service to 
understand the 
requirements and ensure 
IC&R have the resources to 
deliver it. 

 Identify the risks/benefits 
of providing this service 
and if the capacity of the 
current structure allows 
for this provision (for 
example if patients are 
ready for discharge on a 
weekend day, would small 

SBO1/2  March 2018  
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repairs officers require to 
be on call? What impact 
would this have on other 
areas of service delivery?) 

 Engage with HSCP to 
establish their interest in 
C&R  providing a Rapid 
Response Scheme within 
Inverclyde to reduce the 
delay in patients being able 
to return home from 
hospital.  
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ICT Service Delivery Plan 2017 to 2020 

 

 
NO 

 
KEY OBJECTIVE 

 
KEY TASK 

 
REFERENCE 

 
LEAD 

OFFICER 

 
WHEN BY 

 
PROGRESS 

1.0 To ensure that the capturing, 
storing and accessing of CHA’s 
growing inventory of information 
and services is secure 
 
 

 SBO 3 & 4    

 1.1 Implementing a more organised 

and secure department folder 

structure. 

 CSM/IM Sept 2017 On-going 

 1.2 Carrying out a security audit to 

highlight any risk areas and 

ensure compliant with 

government legislation. 

 IM Dec 2017  

 1.3 Upgrade Anti-Spam / Web / Virus 

to ensure that the most up to 

date preventative measures are in 

place. 

 IM Sept 2017  

2.0 To ensure a robust IT disaster 

recovery process is place by 
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implementing a comprehensive 

backup solution  

 2.1 Daily backup of departmental files 

(11am & 1pm). 

   On-going 

 2.2 Daily & weekly Backup of Servers.    On-going 

 2.3 Archive backups for 8 Weeks.    On-going 

 2.4 Daily off-site backup replication to 

Oak Tree HA &  Tecnica Offices. 

   On-going 

 2.5 ICT Disaster Recovery test.  IM Dec 2017  

3.0 Virtualise and upgrade server 
operating systems to provide a 
common structural solution 
while being sustainable, more 
cost effective and easier to 
maintain 

 SBO 3 & 4    

 3.1 Upgrade Server Operating 
Systems to Server 2012 R2. 

 IM Jun 2017 On-going 

4.0 Upgrade SQL Server and migrate 
databases to increase future 
capacity for data growth, 
compatibility and ensure 
databases are secure and 
recoverable 

 SBO 3 & 4    



 

94 
 

 4.1 Install and Configure SQL Server 
2012. 

 IM Mar 2017 On-going 

 4.2 Migrate SDM Database.  IM Apr 2017 On-going 

 4.3 Migrate Invu Database.  IM Apr 2017  

 4.4 Migrate Timeclock Database.  IM May 2017  

 4.5 Migrate ACT Database.  IM May 2017  

 4.6 Migrate Printing Database.  IM July 2017  

5.0 Integrating Cloch (CHA) & Oak 
Tree (OTHA) Systems to reduce 
costs, maintenance and enhance 
communication. 

 SBO 3, 4 & 5    

 5.1 Merge Office 365 

implementations to allow staff to 

easily view contact lists, send 

meeting invites and view 

calendars across both 

Associations. 

 IM Jun 2017  

 5.2 Merge security domains to allow 

easier and more secure transfer 

of information between 

Associations. 

 IM Jul 2017  
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6.0 Board paperless working to 
improve access to information 
and reduce paper, therefore 
savings on printing and postage 
costs. 

 SBO 3 & 4    

 6.1 Purchase 12 IPads.  IM Mar 2017  

 6.2 Configure IPads.  AS Apr 2017  

 6.3 Train board members.  AS Apr 2017  

7.0 To improve customer service via 
remote working 

 SBO 3 & 4    

 7.1 Install & configure Remote 
Desktop Server. 

 IM Apr 2017 On-going 

 7.2 Upgrade Cloch Office Wireless 
Access Points. 

 IM Apr 2017  

 7.3 Remote Working Pilot (Configure 
4 IPads & Training). 

 IM/AS Aug 2017  

 7.4 Remote Working (Housing & 
Maintenance Officers) 
(Configure 9 IPads & Training). 

 IM/AS Sept 2017  

8.0 Communication Lines upgrade to 
reduce costs by reducing the 
number of telephone / internet 
lines, and allow calls to be made 
via the internet. Also improve 

 SBO 3, 4 & 5    
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customer service by providing 
each staff member with a direct 
dial number 

 8.1 Install 100 MB Broadband & 40 
MB Backup Broadband. 

 IM Mar 2017  

 8.2 Configure Telephone System to 
Use Broadband. 

 IM Apr 2017  

 8.3 Distribute & Configure Direct Dial 
Numbers to Staff. 

 IM Apr 2017  

 8.4 Configure VPN Link Between 
Cloch & Oak Tree. 

 IM Apr 2017  

9.0 Full Document Management 
Implementation to allow more 
efficient communication and 
transparency of the 
authorisation process, low cost 
secure document storage and 
comprehensive document 
retrieval and retention 
 

 SBO 3 & 4    

 9.1 Implement invoice authorisation 
via Invu. 

 IM Nov 2017  

 9.2 Full department implementation 
of Invu. 

 IM Apr 2019  

10. Web site redevelopment to 
allow easier navigation, ensure 
information is up-to-date, allow 
tenants to pay rent, view rent 
balances, update personal 

 SBO 3 & 4    
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information, and report repair 
information 
 
 
 

 10.1 Redesign & restructure Cloch 
website. 

 SA Apr 2017  

 10.2 Implement SDM Web Portal.  HM/IM Oct 2017  

 10.3 Move Cloch website to SDM 
Portal. 

 IM/SA Mar 2018  

11. Use of Social Media  to ensure 
that information broadcast is 
relevant, engaging, and timely 
and controlled 

 SBO 3 & 4    

 11.1 Design & launch Cloch Facebook.  SA Jun 2017  

12.0 Implement Reporting Services to 
allow the use of an easy to use 
web-based tool to obtain up-to-
date information, develop 
flexible and proactive reports 
that meet internal and external 
performance reporting needs 

 SBO 3 & 4    

 12.1 Install / Configure Reporting 
Services. 

 IM Oct 2017  

 12.2 Update Departmental Reports.  IM Jan 2018  

 12.3 Train Staff.  IM Apr 2018  
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13. Implement thin-client terminals 
to allow centralised access to 
software from multiple devices 
and locations. Replace expensive 
PC’s with less expensive and 
easier to maintain terminals 

 SBO 3 & 4    

 13.1 Create 2 Remote Working Servers.  IM Jun 2018  

 13.2 Install & configure Thin Client 
Manager. 

 IM/SA Jul 2018  

 13.3 Replace PC’s .  IM/SA Jun 2020  

14.0 Develop an Intranet with 
SharePoint to enhance 
communication between 
employees by allowing key 
documents to be easily 
accessible 
 

 SBO 3 & 4    

 14.1 Design & implement Intranet.  SA Mar 2018  

15.0 Combine external ICT support & 
Internal ICT staff to improve ICT 
support to staff by allowing 
Internal staff to be dedicated to 
project management and 
external staff to help desk and 
server support 

 SBO 3, 4 & 5    

 15.1 ICT partner renewal decision.  IM Aug 2017  

 15.2 ICT Assistant / Officer Job 
specification. 

 IM Apr 2018  

16.0 Policies & Procedures to provide 
staff and the organisation with 

ICT Passport Form. SBO 3 & 4 IM Oct 2016  
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clear guidelines to ensure 
compliance with governance and 
legislation 

 16.1 Remote Working.  IM Jul 2017  

 16.2 Home Working.  IM Jul 2017  

 16.3 Email & Internet.  IM Jul 2017  

 16.4 Disaster Recovery.  IM/CSM/HM/
PSM/FD 

  

17.0 Upgrade telephony system to 
improve customer server  by 
allowing staff to utilise latest 
technologies including receiving 
calls from customers at any 
number 

 SBO 3 & 4    

 17.1 Tender for new telephone system.  IM Jan 2019  

 17.2 Implement & Configure telephone 
system. 

 IM Apr 2019  

 17.3 Train Staff.  IM Apr 2019  
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NO ROUTINE TASKS REFERENCE LEAD OFFICER WHEN BY PROGRESS 

R1 Review Helpdesk & Update Tickets SBO 3 & 4 IM   

R2 Update Helpdesk Statistics Report SBO 3 & 4 IM   

R3 Update Website SBO 3 & 4 SA   

R4 Monitor / Update / Schedule/ Twitter Content SBO 3 & 4 SA   

R5 Monitor / Update Facebook SBO 3 & 4 SA   

R6 Server Maintenance SBO 3 & 4 IM   

R7 ICT Partner Quarterly Meeting SBO 3, 4 & 5 IM   
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RISK ASSESSMENT MAP – MAY 2017 
 
Strategic Business Objective 1 Improve access to affordable, sustainable quality homes 

throughout Inverclyde 
 
Strategic Business Objective 2 Make a positive contribution to people’s lives as an employer, 

landlord and community organisations 
 
Strategic Business Objective 3 Drive and deliver service excellence in all that we do 
 
Strategic Business Objective 4 Ensure our organisation is well engaged, well governed and 

financially sound 
 
Strategic Business Objective 5 Work in partnership with the Group and beyond to maximise 

benefits for customers and the business 
 

             

        
RISK SCORING MATRIX       KEY TO MOVEMENT 

LIKELIHOOD → 
1 

Rare 
2  

Unlikely 
3 

Possible 
4 

Likely 

5 
Almost 
Certain 

       Risk 
Increased 

 IMPACT ↓ 0-20% 20-40% 40-65% 65-90% ˃90%        Risk 
Stayed the 

same Insignificant 1 2 3 4 5       

Minor 2 4 6 8 10        Risk 
Reduced Moderate 3 6 9 12 15       

Major 4 8 12 16 20 
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No 

 
Risk Identified 

Risk Owner 
 

Impact 
 

Probability 
 

Combined 
 

Existing Actions 

Future Actions to 
Mitigate Risk 

Identified 

Timescale/ 
Comments 

Key Links 
to Strategic 
Business 
Objective 

Movement 
in risk since 

previous 
assessment 
– Feb 2017 

1. 

 
Welfare reform – 

impact of bedroom 
tax and universal 
credit – reduced 

income and 
increased 

management costs 

 
HSM 

 
4 

 
4 

 
16 

 
Welfare Reform 

Action Plan 
implemented and 
ongoing customer 
engagement and 
communication 

 
Ensure receipt of 

entitled benefits, early 
warning to tenants 

and quick 
intervention.  

Maximise money 
advice and staff 

training.  Intensive 
rent and arrears 
management.  

UC went live in Nov 
2016 in Inverclyde. 

Revised welfare 
reform action plan 
went to Sub Cttee 

in April 2017. 
Ongoing reports to 
Sub Committee.     

 
 
 

2 & 5 

 
 
 

2. 
Spiralling rent 
arrears to an 

unforeseen level 
HSM 4 3 12 

Arrears P&P’s and 
dedicated team in 
place, monitoring 

regime, early 
intervention and 
financial advice 

Ongoing monitoring 
and monthly 
management 

reporting.  Continue 
financial fitness and 

other projects to 
support tenants.  The 

impact of welfare 
reform is being 
monitored on a 
weekly basis 

This is ongoing – 
trend has been one 

of reducing rent 
arrears in recent 

years.   

 
 
 

2 & 5 

 

3. 
Major Health & 
Safety incident 

DIR 4 3 12 

Health & Safety 
Management Plan in 

place and senior 
management 

scrutiny.  Recent 
Audit was very 

successful. 

Continue monitoring 
and ensure 

appropriate risk 
assessments and 

disaster plans are in 
place 

Ongoing 

 
 
 

2  

4. 

Fraud or theft 
resulting in financial 

loss to the 
Association 

GFD 4 3 12 

Finance P&P’s in 
place for cash 
management/ 

internal and external 
audit focussed on 

high risk areas 

Monitor amounts of 
cash being received 

and ensure the 
procedures are 

robust enough and 
secure enough. 

Increase awareness 
of trends and 

Email, Internet & 
Security Policy due 
to Board in August 

2017 

4 
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attempts in the 
sector. 

No 
 

Risk Identified 
Risk Owner 

 
Impact 

 
Probability 

 
Combined 

 
Existing Actions 

Future Actions to 
Mitigate Risk 

Identified 

Timescale/ 
Comments 

Key Links 
to Strategic 
Business 
Objective 

Movement 
in risk since 

previous 
assessment 
– Feb 2017 

5. 

New legislation on 
climate 

change/EESSH 
and ability to 

comply 

PSM 3 4 12 

Currently reviewing 
Energy Performance 

Certificates to 
understand any 

gaps – Stock 
Condition Survey 
not showing major 
EESSH concerns. 

Investigate possible 
funding sources.  
Ensure adequate 

provision is made in 
future cashflows. 

Asset Management 
Strategy to include 
reference to this – 

October  2017 
 

 
 
 

2 

 

6. 

Loss of local 
contractors, loss of 
knowledge of stock 

and increased 
costs due to 

retirement or any 
future procurement 

decisions 

PSM 3 4 12 

Monitor 
performance of local 

contractors and 
ensure that always 

have sufficient back-
up for each trade 

Work ongoing 
regarding 

procurement with 
OTHA / discussions 

held with local 
contractors 

July 2017 

 
 

2 & 3 

 

7. 
Real maintenance 

costs increase 
PSM 3 4 12 

Costs benchmarked 
through QEF and 

suitable tendering / 
expected to 

increase with new 
joint procurement 

Continue to 
benchmark cost vs 

quality through QEF 
and suitable 

tendering process.  
Reflect increase in 

budget. 

Will have further 
details once 
procurement 
concluded for 

reactive contract. 

 
 

4 
 
 
 
 

8. 

Lack of IT 
resources to 

adequately carry 
out our business 

GFD 4 2 8 

IT strategy in place 
and monitoring 

processes in place 
for measuring 

effectiveness and 
satisfaction with 

systems 

Detailed action plan 
currently being 

worked through by 
the ICT Manager. 

Significant work has 
already taken place 

with new servers 
and procurement.  

Reduced 
probability. 

3 & 5  
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9. 

New Business Risk – 
explore alternative 

method to providing 
reactive repairs –Risk 

of disenfranchising 
existing contractors, 

reducing service 
delivery, financial 

impacts etc 

DIR/PSM 3 3 9 

Procurement 
process has 

commenced and 
almost concluded 

Ensure 
communication lines 

kept open with 
existing contractors 

July 2017 
Impact reduced due 

to certainty about 
approach 

 
 
 

2 & 3 

 

 
No 

 
Risk Identified 

Risk 
Owner 

 
Impact 

 
Probability 

 
Combined 

 
Existing Actions 

Future Actions to 
Mitigate Risk 

Identified 

Timescale/ 
Comments 

Key Links 
to 

Strategic 
Business 
Objective 

Movement in 
risk since 
previous 

assessment – 
Feb 2017 

10. 

Low levels of 
participation providing 
obstacles to service 
improvement and 

engagement 

HSM 3 3 9 

TSS carried out.  
Ongoing FACE 

Project is examining 
engagement and 

participation.  Recent 
work with TIS, xmas 

fayre and cinema 
excursion all helping 
and customer group 
in process of being 

established 

Resource 
investment in 

engagement activity 
focussing on service 

improvement and 
involvement – as 
per FACE project.  
Continue working 

with customer group 
looking at scrutiny.  
TIS session with 
board to highlight 

role of scrutiny 
 

Customer  
Engagement 
Strategy will 
be relaunched 
by March 
2018 

 

 
 
 

3 & 4 
 
 
 
 

 
 

11. 

Maintenance Issue at 
Aberfoyle/Killearn Road 

– significant costs 
associated with 

render/roof/maintenance 
– potentially impacting 

on inhabitation 

PSM 3 2 6 

Major £1m project 
underway to blocks 

1, 15 and 18 
Aberfoyle Road. 

The outcomes will 
be new roof, EWI 

System resulting in 
improved energy 

efficiency measures 
and improved 

conditions both 
physically and 
aesthetically. 

Site started in 
Nov 2016. 

Expect 
completion by 

June 2017.  
Reduced 

probability to 2 
due to 

ongoing work 

 
 
 

1 & 2 
 

 
 
 
 

12. 
Non Compliance with 

Gas Safety Regulations 
PSM 4 2 8 

Gas maintenance 
P&P’s; monthly 

meetings held with 
contractor; quality 
audits carried out 

Continue close 
monitoring and 

contract 
management 

Ongoing 

 
 

3  
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13. 

Increase in Anti-Social 
Behaviour due to 

reduced ASIST team – 
local government cuts in 

service, etc 

HSM 3 3 9 

Regular liaison with 
ASIST and good 

partnership working 
in place.  Joint policy 

in place for ASB/ 
collaboration still 
working well with 

ASIST 

More intensive 
estate management 
– funding in place to 

support Mungo 
Foundation project 

and similar 

Ongoing – 
partnerships 

still proving to 
be effective & 

improved 
performance 
in last year 

 
 

2 & 3 
 
 
 
 
 
 

 
No 

 
Risk Identified 

Risk 
Owner 

 
Impact 

 
Probability 

 
Combined 

 
Existing Actions 

Future Actions to 
Mitigate Risk 

Identified 

Timescale/ 
Comments 

Key Links 
to 

Strategic 
Business 
Objective 

Movement in 
risk since 
previous 

assessment – 
Feb 2017 

14. 

Cloch and Oak Tree fall 
out – inappropriate 
balance between 

independence and 
control 

Cloch 
Director/ 
Group 

Director 

4 2 8 

Joint future direction 
work will help map 

the direction of travel 
and now decision 
reached on future 

relationship. 

Areas for joint 
collaboration will be 

highlighted and 
worked on – 

successes to be 
embraced. Review 
of Independence 
Agreement to be 

undertaken. 

Areas of 
collaboration 
identified and 
being worked 

on 

 
 
 
 

4 & 5 

 

15. 
Failure to comply with 

loan agreements 
GFD 4 2 8 

Loan portfolio been 
reviewed and strict 

adherence to 
conditions 

Maintain regular 
review of obligations 
in loan agreements 

Ongoing 

 
4 

 

16. 

Inflation and interest rate 
fluctuations – exposure 

to interest rate 
movement – impact of 

varying inflation 

GFD 3 3 9 

Treasury 
Management Plan 
has been reviewed 

and economy 
monitored.   

Continual 
monitoring of loan 

portfolio and 
treasury 

management. 
Quarterly treasury 

management report 
presented to 
committee. 

Ongoing 

 
 
 

4 
 

17. New Development Risks DIR 3 3 9 

Risks assessed prior 
to any development 
starting.   Meetings 
have been held to 

discuss and agree on 
how we will manage 

and fund a 
development   

Detailed reports to 
Board.  Financial 
appraisal to be 

carried out once 
cost of borrowing 
clarified. Separate 

Board Meeting to be 
held in June 

June 2017 – 
meeting to 

review current 
position and 
also consider 

approach 
against recent 
thematic study 

 
 
 
 

1 & 2 
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and key 
principles 

 
 
 
 
 
 
 

 

 
No 

 
Risk Identified 

Risk 
Owner 

 
Impact 

 
Probability 

 
Combined 

 
Existing Actions 

Future Actions to 
Mitigate Risk 

Identified 

Timescale/ 
Comments 

Key 
Links to 
Strategic 
Business 
Objective 

Movement in 
risk since 
previous 

assessment – 
Feb 2017 

18. 
Under-representation 

of minority groups 
DIR 3 3 9 

Commitment to 
equalities.  Equalities 

Policy now reviewed and 
training has taken place. 

Monitor equalities 
complaints, data and 

EQIA where 
appropriate at policy 

development 

Ongoing  

 
 
 

2 

 

19. 
Failure to maintain a 
Board with adequate 
skills and experience 

DIR 4 2 8 

Robust recruitment and 
selection process in 

place; improved 
induction processes.  

Annual reviews 
(Governance Alliance 

Scotland) 

Formal Governance 
Self Assessment to 
take place as per 

new guidance due in 
June 2017 

Autumn 2017 

 
 
 

4  

20. 
Increase in aggressive 

behaviour towards 
staff 

DIR 3 3 9 

Ensure regular training 
on “Dealing with Difficult 

People”, Customer 
Care, etc. New 

Unacceptable Actions 
Policy in place. 

 

Ensure threats 
against staff are 
followed up on at 
appropriate officer 

level 

Ongoing and 
monitored through 

Health & Safety 
Improvements and 

Management 

 
 

2 
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21. 
Lack of effective 

financial management 
GFD 4 2 8 

Strong financial controls 
in place – appropriate 

internal audit systems in 
place; additional layer of 
scrutiny through parent 

 

Compliance with 
audit and financial 

regulations. 
Quarterly 

management 
accounts. 

Ongoing 

 
 

4 

 

22. 
Failure to report and 
deal effectively with 

Notifiable Events 
DIR 4 2 8 

Notifiable Events 
documentation 

presented and provided 
to Management 

Committee 

Ensure this is 
covered in Induction 

with Committee 
Members and 

revisited at 
Management 

meetings 

Ongoing – 
previous notifiable 

events have 
demonstrated 

awareness and 
compliance / new 

portal system 
established 

 
 

4 

 

 
No 

 
Risk Identified 

Risk 
Owner 

 
Impact 

 
Probability 

 
Combined 

 
Existing Actions 

Future Actions to 
Mitigate Risk 

Identified 

Timescale/ 
Comments 

Key 
Links to 
Strategic 
Business 
Objective 

Movement in 
risk since 
previous 

assessment – 
Feb 2017 

23. 
Poor performance of 

Association not 
identified 

DIR 4 2 8 

Performance monitoring 
in place and KPI’s 

monitored at 
Management Committee 

level 

 
Continue with QEF 

and local 
benchmarking and 
instil continuous 

improvement 
principles 

 

This is ongoing 
and Association 

performing well at 
present 

 
 

3 

 

24. 

Lack of strategy or 
planning framework – 

no direction or 
cohesion 

DIR 4 2 8 

 
30-year business plan in 
place – Strategy Away 

Days take place. 
Monthly Management & 

Staff meetings take 
place.  Business Plan in 
place with annual review 

 

Review and 
implement schedule 

of policy reviews 
with consistent 

approach 

New Business 
Plan to be 

approved in May 
2017 

 
 
 

3 & 4 

 

25. 

 
Breach data protection 
legislation and Access 

to Information 
legislation resulting in 
suspicion and lack of 

DIR 3 3 9 

Openness and 
confidentiality policy in 

place.  Annual review of 
Access to Information 

Register 

Reviewed Openness 
and Confidentiality 
policy and still to 
implement data 

protection 
improvements 

Data Protection 
Policy Guide now 

implemented, 
however further 

steps to be taken 
in advance of new 

 
 
 

3 
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confidence from 
customers 

 
 

legislative change 
due next year. 

 
 
 
 

26. 

Current office is 
rendered 

uninhabitable – not fit 
for purpose 

DIRE 3 3 9 
Feasibility Study carried 

out for alternative 
premises 

Additional repair and 
improvement work at 

current office. 
Continue to consider 

alternatives 
 

Dec 2017. Impact 
reduces as 

alternatives could 
be sought if 
timescales 
reasonable 

2 

 
 
 

  



 
 

109 
 

 
No 

 
Risk Identified 

Risk 
Owner 

 
Impact 

 
Probability 

 
Combined 

 
Existing Actions 

Future Actions to 
Mitigate Risk 

Identified 

Timescale/ 
Comments 

Key 
Links to 
Strategic 
Business 
Objective 

Movement in 
risk since 
previous 

assessment – 
Feb 2017 

27. 

Failure to set rents at 
a level which are 
affordable to our 

tenants (taking into 
account comparisons 
with other landlords 

and falling household 
incomes) and 

ensuring RSL viability 

GFD 3 3 9 

Consultation with 
tenants on an annual 
basis/ benchmarking 

rents via QEF 

Ensure Rent Policy 
is reviewed at 

regular intervals and 
cognisance is taken 

of ability to pay.  
Rent review to be 

undertaken in future 
years 17-20 

business plan 
 
 
 

Annual 
consultation 

 

 
 
 

1 & 4 

 

28. 

Drainage problem 
worsens in stock 

resulting in need for 
increased investment 

PSM 3 3 9 

 
Stock surveys and 

tenant liaison ongoing 
as is understanding of 

geography problem 
 
 
 

Monitor and 
investigate incidents 

and areas of 
particular difficulty 

 

Ongoing 
monitoring 

 
 

1 & 3 

 

29. 

Staff culture – lack of 
effective corporate 
team leadership.  
Internal conflict 

undermining effective 
performance and 
service delivery 

DIR 4 2 8 

Core values and vision 
in place.  Clear 

governance policies, 
procedures and 

framework now in place.  
Now have full 

complement of 
managers.  Morale 

boost following away 
day in April 2016. HWL 

now established 

Effective 
performance 

management and 
supervision.  Strong 

leadership at 
Management and 

Member level 
required. New 

system of appraisals 
being established 

Staff Engagement 
Survey to be 

carried out before 
end of 2017 

 
 
 

2 

 

30. 
Lack of plans for 
future property 
maintenance 

PSM 3 2 6 
New Stock Condition 
Survey has provided 

Cloch with 30 year plan 

 
Progress work and 

planning with a 
comprehensive 

Asset Management 
Strategy 

 
30 year plan now 
in place – Asset 

Management 
Strategy for 

Sept/Oct 2017 

 
 

3 
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No 

 
Risk Identified 

Risk 
Owner 

 
Impact 

 
Probability 

 
Combined 

 
Existing Actions 

Future Actions to 
Mitigate Risk 

Identified 

Timescale/ 
Comments 

Key 
Links to 
Strategic 
Business 
Objective 

Movement in 
risk since 
previous 

assessment – 
Feb 2017 

31. 

Non-compliance with 
procurement 

legislation and failure 
to obtain best value 

PSM 3 2 6 

Members of I-Flair & 
revised procurement 

policy in place. 
New framework 

imminent 

 
 Procurement policy 

& strategy now in 
place – further 

training and 
awareness required. 

 

Ongoing 

 
3 & 4 

 
 
 
 
 
 
 
 

32. 

Less regular Estate 
Management visits 

due to reduced 
staffing and competing 
priorities – insurance 

risk 

HSM 3 2 6 
Estate Management 

visits still being carried 
out 

Monitor compliance 
with new Policy and 

Procedures and 
associated targets 

 
 

This is up-to-date 
and ongoing 

 
 

2 & 3 
 

33. 

Supported Housing 
Voids lack of funding 

for new cases – 
reduction in funding 
for current support 

packages; high void 
loss if suitable tenant 

not found 

HSM 2 2 4 

Leases agreed with 
support providers.  SHR 

relaxed position on 
supported voids. 

 
Consider alternative 
client groups in 
future who may not 
require as significant 
support. Ensure 
future projects and 
existing are covered 
by sufficient leasing 
arrangements 
 
 

This will be 
ongoing as a risk 

but currently 
operating well.  

The 
decommissioning 
of units in future 

will have an impact 
on income 

 
 

4 

 

34. 

Not being able or 
ready to meet the 

requirements of the 
Social Housing 

Charter 

DIR 3 2 6 

Meeting the 
requirements and 
completion of ARC 

 

Monitor compliance 
with SHC 

Ongoing 

 
 

4  

35. 
Increased void times 
and in turn void loss 

HSM 
/PSM  

3 2 6 

 
Accompanied 

viewings/CBL/reviewed 
void policy and 

procedure  
Reduced Void Loss in 

16/17 

Monitor refusals 
closely in connection 
with welfare reform 

Monitor monthly  

 
 
 

4  
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No 

 
Risk Identified 

Risk 
Owner 

 
Impact 

 
Probability 

 
Combined 

 
Existing Actions 

Future Actions to 
Mitigate Risk 

Identified 

Timescale/ 
Comments 

Key 
Links to 
Strategic 
Business 
Objective 

Movement in 
risk since 
previous 

assessment – 
Feb 2017 

36. 
Lack of cohesive 

approach from the 
Board 

DIR 3 2 6 

Training & Development 
plans in place on various 
areas of governance – 

induction plans are 
implemented and a 

comprehensive 
recruitment policy is in 
place for Committee 

Continue sessions 
with GAS; follow 

through with 
induction 

programmes.  More 
formal approach to 

self-assessment of 6 
standards 

Ongoing 

 
 
 

4 

 

37. 
Lack of compliance 

with Complaints 
Handling Procedures 

DIR 3 2 6 
Training has been 

provided and reminders 
have been sent 

 
Further reminders to 
be issued along with 
continued policing of 

the processes, 
outcomes and 
communication 

Ongoing 

 
 
 

3 & 4 

 

38. 

 
Breach of Equalities 
legislation and action 
against Association 

DIR 3 2 6 

New Equalities & 
Diversity Policy 

implemented and 
training has taken place 

Monitor outcomes 
and behaviours 

Ongoing 

 
2 & 4 

 

 
39. 

 

Poor performance, 
non-compliance and 

damaged reputation in 
role as factor. 

PSM 3 4 12 

Factoring MOT Carried 
out with action plan.  

Factoring Improvement 
Group established. 

Implementation of 
Action Plan / 

Increased Staffing 
resources may be 
required in short - 

medium term. 

October 2017 for 
Priority 1 
recommendations 

 
 

3 & 4 
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BUSINESS PLAN: SWOT ANALYSIS 

Strengths How we can maximise these 
Governance Continue to carry out effective induction, 

skills assessments and training for board 
members; improve on our electronic 
communication methods with introduction of 
Ipads for members in April 2017 

Good group services Build on our success with Finance and IT 
and be open to future possibilities of joint 
working and collaboration. 

Strong financial position Developing a Value for Money Strategy will 
help maintain our solid financial 
management and strong position going 
forward 

Good reputation As we deliver our FACE project our 
reputation will continue to improve in the 
communities we serve and beyond 

Identified need for change and 

acting on that 
Important that we manage the changes 
effectively and make the correct decisions 
based on evidence and testing / Our 
Structural review will consider what 
organisational design is the best fit for our 
service 

SHQS compliant Our Asset Management Strategy will 
demonstrate how we will maintain our 
SHQS compliance and prepare for EESSH 
compliance also through investment 

Staff and Board Our People Management Strategy will 
ensure that we are focussed on upskilling 
and investing in our staff through training 
and development and management / our 
Governance Reviews to date have been 
successful and through a robust recruitment 
and induction process and Appraisal 
system we will keep our board members 
engaged and skilled to govern the 
Association 

FACE project The strength of this project is the 
involvement of all staff and now the 
community.  A commitment to improving our 
offer to our customers and how we do that 
is underpinning most of what we do at 
present.  Continuing this project with a 
Senior Management backing will be integral 
to the success and the implementation. 
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Weaknesses How we can minimise these 
IT (lack of use of social media) Our IT Strategy explores our use of social 

media – we will be launching our Facebook 
account in 2017, and continue to use twitter 
as much as we can.  This will also be 
referenced in our Customer Engagement 
and Communications Strategies. 

Office building (poor design; drain 

on resources) 
We will continue to carry out small scale 
improvements to existing and through the 
life of the plan evaluate other potential 
opportunities in order to make a decision on 
the medium-term strategy. 

Factoring service Currently working through our Factoring 
Action Plan and once improvement has 
taken place we will consider future position 
of service. 

Lack of repairs and maintenance 

contract 
We are on the cusp of awarding a contract 
due to start in July 2017 

Need to improve customer service This is not currently a significant weakness 
however we have committed to improving 
customer service through the FACE project 
and the work which that entails. 

 

Opportunities How we can take advantage of these 
Shared services (Finance; IT) On the back of the success of our shared 

services model, there may be other 
opportunities with elements of our services, 
such as development, factoring, parts of 
repairs and maintenance.  We will explore 
this in the lifetime of our plan as we 
progress. 

Newbuild development It is hoped we will commence our 
development programme later in 2017 and 
after that the board and senior staff will re-
examine our short, medium and long term 
plans with regard to development. 

Better use of current offices (leasing 

part of it) 
This has been explored previously and we 
will look to maximise potential opportunities 
in leasing part of our office space – 
currently looking to talk with prospective 
maintenance contractor. 

Repairs contract The new repairs contract offers community 
benefits for both Cloch and OTHA, and will 
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also provide an appointments system for 
tenants.  There may also be opportunities in 
a shared service model should the contract 
prove successful. 

Improving workflows (FACE project) The Senior Management Team will undergo 
lean training with a view to implementing 
improved and streamlined workflows in all 
areas of our business 

Wider Action The Association is committed to our wider 
role in the community and there will be 
opportunities arising for enhancing 
community engagement.  Our work will 
continue in this regard along with our 
commitment to supporting projects geared 
towards financial, social and digital 
inclusion. 

 

Threats  How we can counter these 
Care and Repair Tender – what’s 

happening; Cloch can’t control 
Early engagement with Inverclyde Council; 
new Manager to focus on service 
improvement to get ready for tender stage 

Welfare Reform Continue to be involved in all local and 
national discussions and forums on welfare 
reform; revise our own welfare reform 
action plan; ensure excellent 
communication with customers  

Major Disaster / Incident risk New Disaster Recovery and Business 
Continuity Plan targeted for September 
2017 

Rent affordability In the short term this is measured annually 
when setting rents, however in the lifetime 
of this plan, a review of our rent structure is 
planned which will take affordability into 
account. 

Depopulation  Advertise the good news stories and work 
with local stakeholders to improve 
Inverclyde and make our customers happy 
to live and work here. 

Increase in older population Consideration of this when exploring 
development opportunities; improving our 
Care and Repair Service; Investigating the 
enhancement of our small repairs service 

Increase in maintenance costs This will be monitored closely and factored 
into our accounts and financial planning 
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BUSINESS PLAN: PEST ANALYSIS 

Political Factors  Our Response 
Brexit: uncertainty about impact – local 

businesses and jobs 

Monitor the outcome of Brexit strategy 
and ensure Cloch can react positively to 
any challenges through ongoing 
sensitivity analysis. 

Independence – investment; threat of 

rise in inflation; impact on costs 

As above 

Local elections: welfare reform; rent 
affordability; changes in employment 
law; Health and safety 

Ensure affected customers are 
supported whether through signposting 
or direct intervention 
Keep appraised of all legislative 
changes and how they may affect Cloch 
and its customers and staff. 

 

Economic Factors Our Response 
Welfare reform Ensure affected customers are 

supported whether through signposting 
or direct intervention 
 

Inflation & Interest Rates Carry out financial modelling on 
increasing rates to ensure financial 
health 
Ensure the mix of fixed v variable loans 
are appropriate in our treasury 
management strategy 

Funding resources Explore additional funding resources to 
assist with improving our service or 
carrying out maintenance or 
development, both for tenants and 
owners 

Pensions Carry out an annual assessment of our 
position and review in-depth after each 
triennial valuation 

Asset Management Ensure our knowledge and detail in our 
Asset Management Strategy is current 
and updated  

Zero Hours contracts and employment 

issues and impact on benefits 

This will be an issue for many 
customers and we will communicate 
methods for accessing welfare benefits 
Cloch is a Living Wage accredited 
employer 
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Social Factors Our Response 
Social Media Increase our social media presence 

through Facebook 

Unemployment Utilise Community Benefits clauses 
where possible to increase 
apprenticeship vacancies 

Health and Addictions Our approach to tenancy sustainment 
will ensure that we can help, support or 
signpost those individuals in need of 
assistance  

Care Issues: young people Work in partnership with Inverclyde 
HSCP to establish protocols and 
working arrangements 

Older people – care in community As above 
Consider expansion to Aids and 
Adaptation Service 

Depopulation & Demographic changes Increase awareness of ICHR and 
collaborative working with other 
partners 

ASB Have robust ASB Procedures and work 
in partnership with other providers and 
the local authority in tackling ASB 

 

Technological Factors Our Response 
Understanding customers This is a significant element of Stage 1 

of our FACE Project. 

IT skills and wants Our IT Strategy along with our revised 
appraisal system will support this  

Improve customers’ IT skills Continue to work with Future Skills in 
working towards digital inclusion 

Mobile working (tablets, appointments) This is a feature of our IT Strategy and 
will commence in 2017 

Technology: managing data; processes Our process mapping is identifying gaps 
and weaknesses and through key lean 
management principles we will ensure 
our systems are improved to support 
this 

Social Media strategy This has been worked on and Facebook 
activation will follow later in 2017 
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APPENDIX 4B STATEMENT OF COMPREHENSIVE INCOME & STATEMENT OF 

FINANCIAL POSITION 

Statement of 
Comprehensive Income Year 1 Year 2 Year 3 Year 4 Year 5 
Period 01 April 17 – 31 
March 22 2017/18 2018/19 2019/20 2020/21 2021/22 
   £000's    £000's    £000's    £000's    £000's   
Net Rental & Service 
Charges 

        
6,152  

        
6,447  

        
6,966  

        
7,119  

        
7,455  

      

Grant Amortisation 
        

1,678  
        

1,679  
        

1,695  
        

1,709  
        

1,712  
      

Other Activities Income 
           

379  
           

391  
           

402  
           

414  
           

427  
      

Total Turnover  
        

8,209  
        

8,517  
        

9,063  
        

9,243  
        

9,595  

      

Housing Depreciation 
-      

2,579  
-      

2,614  
-      

2,703  
-      

2,722  
-      

2,823  

Routine & Service Charges 
-      

1,153  
-      

1,237  
-      

1,378  
-      

1,337  
-      

1,471  

Planned & Cyclical Maint. 
-          

399  
-          

314  
-          

401  
-          

519  
-          

465  

Other Estate Costs 
-          

162  
-          

167  
-          

172  
-          

177  
-          

216  

Bad Debts 
-            

93  
-          

128  
-          

170  
-          

178  
-          

184  

Overhead Costs 
-          

427  
-          

422  
-          

409  
-          

480  
-          

497  
Salaries re: Property 
Letting  

-      
1,064  

-      
1,058  

-      
1,052  

-      
1,046  

-      
1,191  

Total Other Activities 
Costs 

-          
451  

-          
468  

-          
486  

-          
503  

-          
519  

           

Operating Expenditure 
Total 

-      
6,391  

-      
6,528  

-      
6,944  

-      
7,180  

-      
7,635  

      

Operating Surplus/(deficit) 
        

1,818  
        

1,989  
        

2,119  
        

2,062  
        

1,960  
      

Interest Receivable 
              

15  
              

18  
              

23  
              

26  
              

25  
Interest and financing 
costs 

-          
548  

-          
579  

-          
640  

-          
692  

-          
725  

Surplus  
        

1,285  
        

1,428  
        

1,502  
        

1,397  
        

1,260  
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Actuarial loss/gain in 
respect of pension 
schemes 

-            
45  

-            
45  

-            
45  

-            
45  

-            
45  

      
Comprehensive Income for 
the year 

        
1,240  

        
1,383  

        
1,457  

        
1,352  

        
1,215  

 

Consolidated Statement of 
Financial Position  Year 1   Year 2   Year 3   Year 4   Year 5  

 Period: 01 April 17 - 31 March 22  
March 

18 
March 

19 
March 

20 
March 

21 
March 

22 

  
 £ 

000's    £ 000's    £ 000's    £ 000's    £ 000's   

Tangible fixed assets Total  
     
76,801  

    
78,881  

      
76,823  

      
74,478  

       
73,761  

Current Assets      
Debtors 301 305 308 312 315 
Cash in Bank 2,340 2,986 3,496 4,088 3,042 

Total Current Assets 2,641 3,291 3,804 4,399 3,357 
      
Current Liabilities      
Creditors due in < 1 Year 1,355 1,369 1,384 1,399 1,415 
Loans due in < 1 Year 1,075 1,215 1,236 1,245 1,261 

Total Current Liabilities 2,430 2,584 2,620 2,644 2,676 

Net Current Assets 212 707 1,185 1,755 681 
      
Total Assets less Current 
Liabilities 77,013 79,588 78,008 76,234 74,442 
      
Creditors – amount due > 1 Year      
Deferred Grant 50,273 49,549 47,853 46,144 44,431 
Loans due > 1 Year 14,766 16,850 15,673 14,427 13,159 

Long Term Creditor Balance 65,048 66,398 63,526 60,571 57,591 

Pension Provision 793 634 470 299 273 

Net Assets 11,172  12,556 14,012  15,364  16,579  

      

Reserves 
  

11,172  12,556   14,012    15,364  
      

16,579  
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APPENDIX 4C: PLANNED MAINTENANCE EXPENDITURE DETAIL 

Planned Maintenance 
Expenditure - 
Components 

2017/18 
£ 

2018/19 
£ 

2019/20 
£ 

2020/21 
£ 

2021/22 
£ 

COMPONENTS      

ABERFOYLE ROAD         
295,000  

                       
-    

                   
-    

-                                 
-    

BATHROOM           
1,200  

         
168,508  

         
38,407  

          
104,781  

         
266,324  

BOILERS            
92,358  

             
36,064  

          
41,778  

            
76,512  

        
325,116  

KITCHEN            
80,200  

             
67,252  

      
197,589  

             
75,528  

       
168,558  

LIFT                     
-    

-                      
67,898  

            
29,504  

           
101,296  

OFFICE REPAIRS           
25,000  

25,900 16,100 16,600 17,200 

RADIATOR & 
PIPEWORK 

            
6,000  

              -                        
-    

            
13,110  

           
342,152  

REACTIVE REPAIRS 
CAPITALISED 

           
30,000  

31,100 32,100 33,300 34,400 

ROOFS                 
-    

  -          
115,109  

             
37,153  

- 

STRUCTURE                    
-    

                      
-    

          
84,872  

                      
-    

                      
-    

WINDOWS            -                           
-    

                    
-    

             
13,113  

           
423,188  

WIRING                    
-    

             
2,575  

                  
-    

                      
-    

           
413,658  

 
TOTAL EXPENDITURE 

         
529,758  

            
331,399  

         
593,853  

           
 399,601  

   
     

2,091,892  

 

Other Planned & Cyclical  
Expenditure 

2017/18 
£ 

2018/19 
£ 

2019/20 
£ 

2020/21 
£ 

2021/22 
£ 

NON COMPONENT 
EXPENDITURE 

     

CLOSES, (windows, doors, 
lighting) 

           
9,000  

           
4,120  

         
70,546  

         
56,818  

              
58,524  

BINSTORES & CAR PARKING            
1,000  

                    
-    

         
21,218  

          
12,569  

                
5,630  

DOORS & DOOR ENTRY      
142,750  

          
38,629  

         
14,852  

       
109,301  

           
214,967  
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FASCIA & SOFFIT                     
-    

                     
-    

           
6,364  

            
5,464  

                        
-    

FENCES & GATES            
6,000  

                     
-    

         
16,443  

            
2,458  

                
1,126  

FLOORING & WALL FINISH            
2,000  

            
3,708  

           
6,366  

          
19,229  

                
4,502  

PLAY AREAS, PATHS & 
STEPS 

         
18,300  

                    
-    

           
1,908  

            
1,640  

                        
-    

FIRE ALARMS & FANS          
20,000  

            
1,030  

                  
-    

                     
-    

                        
-    

ROUGHCASTING                     
-    

                    
-    

           
9,554  

                    
-    

                        
-    

 
Total Non-Component 
Expenditure 

          
199,050  

              
47,487  

          
147,251  

           
207,479  

                
284,749  

    
   

  

CYCLICAL   
   

  

PAINTER WORK       
115,250  

       
103,264  

      
106,093  

       
123,192  

              
38,835  

ELECTRICAL TESTING            
9,633  

          
27,676  

         
34,403  

          
40,460  

              
16,095  

OTHER CYCLICAL 
MAINTENANCE 

         
64,900  

          
93,700  

         
69,600  

       
100,400  

              
74,500  

 
Total Cyclical Expenditure 

          
189,783  

           
224,640  

          
210,096  

           
264,052  

                
129,430  

       

OTHER PLANNED MAINT. 
COSTS 

  
   

  

DISTURBANCE ALLOWANCE          
10,000  

                    
-    

         
20,700  

          
21,400  

              
23,000  

ESSH CONTINGENCY                    
-    

                    
-    

         
20,400  

          
21,000  

              
21,800  

 
Total Other Expenditure 

             
10,000  

                       
-    

             
41,100  

              
42,400  

                  
44,800  
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APPENDIX 4D RATIO ANALYSIS 

Interest Cover Ratio 2017/18 2018/19 2019/20 2020/21 2021/22 

Interest Cover, (with 
Operating Costs adjusted to 
include capitalised Planned 
Maintenance Expenditure) 

3.74 4.26 3.76 3.69 1.30 

Interest Cover Target 1.10 1.10 1.10 1.10 1.10 

This ratio tests how many times the net interest payments can be paid from 

operating surplus, adjusted to also take account of capitalised planned maintenance 

expenditure.   The results highlight surplus remains sufficient in all years to exceed 

the target of paying annual loan interest 1.1 times over. 

Current Ratio 2017/18 2018/19 2019/20 2020/21 2021/22 

Current Ratio 1.09 1.27 1.45 1.66 1.25 
Current Ratio Target 1.10 1.10 1.10 1.10 1.10 

This ratio tests how many times the value of current assets, (cash + money due from 

debtors within the year), can pay the value of current liabilities, (money due to 

creditors within the  year).  The results show the 2017/18 projected out-turn is 0.01 

less than the target – this is due to the lower cash balances held following high 

expenditure on two major projects in 2016/17, (£1.7M investment in replacing a 

common heating system & refurbishing properties at Aberfoyle Road).  However, in 

all of the following years the target ratio is exceeded. 

Gearing Percentage 2017/18 2018/19 2019/20 2020/21 2021/22 

Gearing – Loans 
Outstanding as a percentage 
of Historical Costs 

16% 15% 16% 15% 14% 

Gearing Target – max of  
21% 

21% 21% 21% 21% 21% 

Capacity for additional 
loan funding 

£5.9M £7.6M £6.4M £7.7M £9.0M 

This percentage test assesses our loan value outstanding as a percentage of 
historical property costs, against the maximum target of 21%.  In all years the ratio is 
less than 21% and the headroom available for additional unplanned loan funding is 
also shown in the table with this ranging from £5.9M in 2017/18 to £9M by 2021/22, 
(note headroom increases as loans are paid off). 
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Staff Cost Percentage 2017/18 2018/19 2019/20 2020/21 2021/22 

Staff Costs as Percentage 
of Property Letting Income 
& Grant Amortisation 

14% 14% 14% 14% 14% 

SHR 2015/16  - Low 
Quartile 

15%     

SHR 2015/16  - Median 19%     
SHR 2015/16  - Upper 
Quartile 

26%     

This percentage test assesses salary costs associated with Property Letting 

activities as a percentage of Property Letting turnover, (rent and service charge 

income, plus grant amortisation), in comparison to the latest Scottish Housing 

Regulator’s lower, median and upper quartile ratios for 2015/16.  This highlights the 

Association’s salary costs are in the lower quartile for all Scottish Housing 

Associations. 
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APPENDIX 4E STRESS TESTING 

 The financial resilience of the plan was tested against the top risks identified in the 

risk register: 

 The potential impact of the welfare reforms – tested by: 

 Higher Arrears = 0.5% increase in bad debts 

 Higher legal fees for arrears collection = 50% increase in legal fees 

 Affordable rents /reduction in housing benefits = 0.25% reduction in rent 

increase from 2017/18 to 2027/28, (thereafter the original plan was based on 

inflation only rent uplifts). 

 

 An increase in rent arrears – tested by: 

 Arrears as at 31 March 2016 were £129k – arrears have been modelled to 

increase by 100% in 2017/18, 50% in 2018/19 and 25% in 2019/20 

 Bad debts increase by 0.5%. 

 

 An increase in maintenance costs – tested by: 

 All planned, cyclical and reactive maintenance costs were increased by 

0.5%. 

 

 EESSH legislation and the Association’s ability to comply – tested by: 

 EESSH costs were increased by 300%, (modelled as £20k annual 

expenditure in the base plan from 2018/19 to 2021/22 – annual 

expenditure modelled to increase to £60k to stress test). 

 

 New reactive repair contract costs exceed expectations -  tested by: 

 Reactive and void costs increased by 10%. 

The results of the sensitivity testing on the 30 year cashflow are shown in the graph 

below: 
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The results of the sensitivity testing on closing cash balances over the five year 

period are shown in the table below in comparison to the base plan’s closing cash 

balances and the target of holding the cash equivalent of 3 month’s rental income. 

Period: 01 April 2017 - 31 
March 2022 
Sensitivity Testing 

2018 2019 2020 2021 2022 Variance 
to Base 

Plan 

% 
Variance 

Equivalent of 3 month’s 
rent 

     
1,538  

     
1,612  

     
1,741  

     
1,780  

     
1,864  

  
 

BASE PLAN      
2,340  

      
2,986  

     
3,496  

     
4,088  

      
3,042  

               
-    

 

MAINTENANCE COST 
INCREASE 

       
2,338  

       
2,973  

       
3,458  

       
4,017  

       
2,884  

          
158  

5% 

EESSH COST INCREASE         
2,340  

        
2,945  

        
3,411  

        
3,958  

        
2,865  

           
177  

6% 

ARREARS & BAD DEBT 
INCREASE 

        
2,181  

        
2,730  

        
3,174  

        
3,729  

        
2,645  

           
397  

13% 

REACTIVE CONTRACT 
INCREASE 

        
2,268  

        
2,839  

        
3,270  

        
3,780  

        
2,649  

           
393  

13% 

WELFARE REFORMS         
2,294  

        
2,878  

        
3,306  

        
3,797  

        
2,629  

          
413  

14% 
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From the table above, several observations can be made: 

 In all years the target of holding the equivalent of 3 month’s rental income in 

cash terms is met. 

 A 0.5% increase against all maintenance costs would reduce cash held by 

£158k and 5% over the five year period. 

 If EESSH expenditure was increased by 300% the cash balances would 

reduce by £177k and 6% over the five year period. 

 The increase in arrears and bad debts would reduce cash held by £397k and 

13% over the five year period. 

 A 10% increase in costs associated with the new reactive repairs contract, 

impacting void and reactive repair costs, would reduce cash balances by 

£393k and 13% over the five year period. 

 The combined impact of the welfare reforms has the most significant impact, 

with cash held reducing by £413k and 14% over the five year period. 

The sensitivity analysis over the five year period highlights that the Association 

remains financially sound against the risk areas tested.  However, the 30 year 

cashflow graph highlights a period of vulnerability from year’s 2024/25 to 2026/27 

associated with four out of the five risks reviewed - higher rent arrears & bad debts; a 

10% increase in the reactive repairs contract; a 0.5% increase in all maintenance 

costs and the impact of the welfare reforms modelled.  It is therefore important to 

continue to stress test the plan against the risk register, in addition to monitoring 

change against the original business plan assumptions. 
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Appendix 5: Glossary of Terms 

Term Explanation 

Asset Management Ensuring that current and future assets (houses, land, 
garages, shops etc.) fully support the organisation’s 
objectives – working towards having the right assets 
which are of the right quality and in the right plac3e, at 
the right time, generating appropriate value to the 
business plan and 30 year cash flows. 

Business Plan A document setting out a landlords’ aims and objectives 
and its financial plans and resources for a specific period 

Cash Flows An accounting term that refers to the amounts of cash 
being received and spent by an organisation during a 
defined period of time 

Financial Forecast A projection of the organisation’s expected financial 
position based on expected conditions 

Key Performance 
Indicator (KPI) 

A measure of how an organisation is achieving its 
objectives or performing in particular activities.   

LIBOR (London 
Interbank Offered 
Rate) 

The basic rate of interest used in lending between banks 
on the London Interbank Market and also used as a 
reference for setting the interest rate on other loans. 

Local Housing 
Allowance (LHA) 

LHA rates were initially used to calculate Housing Benefit 
for tenants renting from private landlords.  LHA rates 
relate to the area where you make a claim.  These areas 
are called broad market rental areas (BMRA) and LHA 
rates are based on market rents being paid in the BRMA 
which can differ from advertised rents. 

Options Appraisal A structured process for considering alternative choices 
against appropriate evaluation criteria in order to optimise 
the achievements of strategic objectives. 

Private Finance Funding borrowed from a private sector lender such as a 
bank or building society 

Procurement The way an organisation obtains services or materials 
from other organisations or agents 

Registered Social 
Landlord (RSL) 

A social landlord registered and regulated by the Scottish 
Housing Regulator, such as a housing association or co-
operative 

Risk Management The process of defining and analysing risks and then 
deciding on the appropriate course of action in order to 
minimise and mitigate these risks. 

Sensitivity Analysis Investigation into how projected performance varies 
along with changes in the key assumptions on which the 
projections are based. 

Stakeholder  Any person or organisation using a landlord’s service, 
affected by the landlords’ actions or having an interest in 
the landlord’s activities, ie. an interested party 
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Strategic Housing 
Investment Plans 

These are part of the Local Housing Strategy process 
and set out the key development priorities in each local 
authority to inform Scottish Government housing 
investment decisions. 

Strategic Objective A target that an organisation should achieve to make its 
strategy work. 

Stress Test A test that looks at the impact on an organisation’s 
business plan of a major change in one or more variables 
in order to see what impact this would have. 

Treasury Management A policy governing the way an organisation manage4s 
borrowing and investments 

Value Engineering A systematic method to seek out the optimum value of 
goods, products or services over the short, medium and 
longer term. 

Value for Money 
(VFM) 

Value for money is about obtaining the maximum benefit 
with the resources available. 
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