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SECTION 1: INTRODUCTION 
 

INTRODUCTION 
This business plan is our core strategic document and sets out our organisational objectives for the 
next 3 years. It is primarily an internal document, reviewed and updated annually and approved by 
the Committee. In developing this plan, we have taken account of business planning guidance 
produced by the Scottish Housing Regulator (December 2015).  
 

PURPOSE OF THIS BUSINESS PLAN 
The purpose of the business plan is to: 
 

 help us to understand the opportunities and threats in our operating environment as well 
as our own internal strengths and weaknesses;  

 clarify our strategic objectives and priorities and set out the key actions we will take in 
order to deliver these objectives; 

 confirm that we have the resources necessary to carry out these actions and help us to 
identify and mitigate any risks we face in delivering these actions; and 

 provide a strategic overview for our other strategies and plans (e.g. our asset management 
strategy and staff training plan) and a framework with which we can monitor our progress 
and measure our success. 

 
 

OUR BUSINESS PLANNING PROCESS 
We reviewed and strengthened our business planning process in 2015 and as a result clarified the 
key stages we would take to prepare this business plan. They are:- 

 

 business planning timetable is agreed 

 data is collected and strategic analysis undertaken 

 vision, strategic direction and objectives are reviewed 

 action plan for the years ahead is developed 

 financial and resource plans are prepared 

 risks are assessed 

 business plan and budget are approved 

 objectives and targets are communicated to staff 

 monitoring and review takes place.  
 
While all stages were duly followed, we had to make some adjustments to the sequencing in this 
year only as the plan follows our options appraisal. Nonetheless, this business plan process signals 
the start of a more robust approach to business planning.  
 

CONSULTATION 
In preparing this business plan, we consulted with a number of our key stakeholders including 
Easterhouse Housing & Regeneration Alliance (EHRA), Connect Community Trust, the Scottish 
Housing Regulator and our own Customer Opinion Panel. Their feedback was used to inform the 
content and layout of this plan.  
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SECTION 2: ABOUT US 
 

 
OUR STORY  
In 1990, a tenants steering group was set up to seek the transfer of 335 homes from Glasgow City 
Council to community ownership. Their success led to the creation of Wellhouse HA, registered as 
a social landlord in 1994. A second successful stock transfer from Glasgow Housing Association in 
2010 resulted in all the social rented homes in Wellhouse being owned by the housing association.  
The association has worked hard to transform the local area and build new homes. We now own 
800 good quality rented homes and factor a further 51 on behalf of other owners.   
 
Over the years, we have developed innovative approaches, particularly in our wider role activities. 
We have been ambitious to transform the local area and the physical and social improvements are 
obvious. Statistics show that since 1994, and 2010, the community is more stable, there is little 
anti-social behaviour, and the level of deprivation has improved.  
 
In 2015, we embarked upon a major review of our governance and financial management 
arrangements. We agreed with and responded to requirements from the Scottish Housing 
Regulator, with a comprehensive Governance Improvement Plan.  We have significantly 
strengthened our organisation in critical business areas. We have clarified our relationship with 
our key partner, Connect Community Trust, and have a new collaboration agreement in place.  We 
have robust business planning and risk management arrangements.  We have reviewed the 
investment needs in our tenants' homes and provided for a more appropriate upgrading 
programme to include environmental improvements. We have enhanced our management 
reporting systems and this has already helped to identify efficiencies and improve our 
performance.  We will continue to implement and develop these improvements.  
 
As part of this review, we undertook an options appraisal; to consider how we should operate in 
the future and whether the interests of our current and future tenants would be best served by 
remaining independent, entering into a constitutional partnership with another housing 
association, or entering into a non-constitutional partnership with one or more organisations. 
After considerable independent analysis of the options, in December 2015, the Committee 
reached the conclusion that the best way forward for our tenants was for Wellhouse HA to remain 
independent, but to pursue partnership opportunities with local associations which could reduce 
overheads, maximise savings and efficiencies and also share talent and expertise.  We will keep 
this position under regular review in order to inform the business planning process. 
 

 

OUR STRUCTURE 
We are an independent organisation governed by a volunteer management committee, many of 
whom are our customers. We do not distribute our surpluses, but rather, we reinvest these for the 
benefit of our customers.  
 
In addition to being a registered social landlord, we are also registered with the Financial Conduct 
Authority and are a Scottish Charity.   Our legal structure takes the form of a society under the Co-
operative and Community Benefits Societies Act 2014.   
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A copy of our staff structure can be found in the appendices to this plan. 
 

OUR VALUES 
As a charity and a community controlled housing association working to deliver social benefits, our 
values are very important to us.  They underpin our services and drive our behaviours.  They are:- 
 
 
 

Our values 
 

 

TRUST 

 HONESTY 

& 

INTEGRITY 

  

EXCELLENCE 

  

ACCOUNTABILITY 

  

SUSTAINABILITY 

 
 

OUR ACHIEVEMENTS 
Over the years, we have sought to deliver the best service possible and achieve the highest level of 
performance. This focus has helped us to secure some significant achievements, for example:- 

 

 Since we were established we have raised and invested over £40 million in refurbishing 
our properties and building new homes in the local area. We have significantly 
transformed the area. 
 

 We set up Connect Community Trust, a fully independent social enterprise which offers 
a wide range of employment, training and community services.  CCT has expanded its 
services and impact well beyond Wellhouse into the wider eastern area of Glasgow.  

 

 We built a large community facility, The Hub, to bring together housing, childcare, 
employment and training services all under one roof. The building also contains a 
community café, an IT learning centre and community space. The facilities are well 
used by the community and local organisations. 

 

 We have been a pioneer in promoting an asset-based community regeneration 
approach. As a community controlled housing association, we recognise the wider 
benefits such as health, confidence, and wellbeing that come from people having 
control over the decisions that affect their lives, e.g. the positive psychology and 
wellbeing project Wellhouse Futures.  

 

 We have enhanced our services by responding to the needs of the local community, 
e.g. establishing an income advice service, a choice based lettings scheme, using social 
media and a text messaging service for our customers. We have invested in our IT 
systems and processes in our commitment to keep improving customer service.  

 

 We have added a shared equity option for people who want to buy a new home in 
Wellhouse and have secured grants for existing owners so we can deliver energy 
efficiency improvements for our tenants who live in mixed tenure buildings.  
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OUR STRENGTHS 
In preparation for this business plan we have identified our current strengths. We are keen to 
build on these strengths as we develop the organisation over the next 3 years. 
 
They include:- 
 

 Our resilience – over the last 21 years and more so recently, we have demonstrated our 
ability to face up to challenge and to work together, Committee and staff, to tackle some 
difficult issues. We are resolute in our belief that we can continue to improve and meet the 
expectations of our tenants, communities, regulators and funders. 
 

 Strong governance – achieving our extensive governance improvement plan puts us in a 
stronger position and we aim to be an example of good practice.  We have clear protocols, 
policies and other arrangements in place which enable enhanced business planning, 
decision-making and control. 
 

 Financial & Risk management – we have significantly improved our financial and risk 
analysis and reporting processes. We have a very good understanding of our financial 
position and exposure to risk and are able to engage in more effective service planning. We 
know we have the confidence of our lenders. 
 

 Tenant involvement – we have always sought new and better ways to engage with our 
tenants, and the wider community, often working in partnerships with CCT. We have 
established a customer opinion panel and have introduced more robust ways of collecting 
data to help us measure our performance. 
 

 Our people  - our Committee and staff continue to demonstrate their loyalty and 
commitment to the organisation and to the local area. We are working to firmly establish a 
culture where people adhere to our values, demonstrate leadership, work together 
effectively and are willing to learn and adapt. We have already made significant progress.  
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OUR WEAKNESSES 
We are also aware of our current weaknesses and where we need to strengthen our business in 
the next three years, for example:-  

 

 Regulatory Engagement – weaknesses in governance and financial management led to 
intervention by the SHR in 2015/16 and we acknowledge this was both necessary and a 
prompt to rebuild the organisation.  We are keen to regain the full confidence of not just 
our customers but also the Scottish Housing Regulator.  Our exceptional progress within a 
short period has been recognised and we are committed to, and confident we will be able 
to, move from high engagement to a more regular relationship with the SHR during the 
term of this plan. 
 

 Governance and Financial management – this is the focus of our Governance Improvement 
Plan and although we had completed 90% of the plan by the end of 2015/16, we will 
remain focused on completing the plan by the Summer of 2016 and ensuring that our new 
learning and approaches are embedded so they last for the future.    
 

 Customer profiling – we are aware that our understanding of our customers and the wider 
community is not as comprehensive or detailed as we would like. By improving our 
information we can profile the changing needs of households and will we be able to 
anticipate, and prepare for these changes.  
 

 Senior Staff turnover – in 2015/16 we have had an interim leadership team. Although 
unavoidable this has contributed to uncertainty for customers and staff.  As we complete 
our recruitment of a senior management team and make adjustments to the staff 
structure, we understand that we need to manage this change carefully. 
 

 Performance management – we acknowledge that our performance management and 
reporting processes need continuous strengthening.  We are currently working on this, e.g. 
we have upgraded our IT systems and are reviewing our KPIs and how we set targets.  We 
recognise it may take some time to see the full impact from this work but the significantly 
improved customer satisfaction during 2015/16 is a good indicator that we are improving 
in the right areas. 
 

 Strategic alignment – we have been very focused on addressing our internal issues for 
some time and as a consequence have lost some ground in engaging with our strategic 
partners. We recognise that we need to reconnect with our partners and ensure we are 
aligned with their strategic priorities.  This plan includes a specific commitment to seeking 
local strategic partnerships that will benefit our customers through better services and/or 
value for money. 
 

 Strategic asset management - we work hard to ensure we meet building and energy 
standards, have a fully costed and affordable planned maintenance and capital investment 
programme in place and have a comprehensive property database underpinned by a 
recent stock condition survey. Nonetheless, we recognise that we do not yet have in place 
an over-arching asset management strategy fully aligned to this business plan.  
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SECTION 3 – OPERATING ENVIRONMENT 
 

 
THE NATIONAL CONTEXT 
 
The Economy 
At the time of writing this plan, the Scottish economy continues to grow, but the pace of growth 
has slowed. The construction industry is benefiting from the Scottish Government’s investment in 
infrastructure and consumers are benefiting from decreasing energy costs. Nonetheless, Scotland 
continues to be affected by the uncertain global economic situation demonstrated by the fact that 
employment levels have slowed - no doubt as employers try to make the best use of their current 
workforce. This situation is expected to continue into next year.  
 
New Legislation 
During the last few years, we have witnessed a raft of new legislation aiming to rejuvenate the 
private rented sector, enhance community empowerment, improve the integration of health and 
social care and optimise the social benefits from public procurement. Some of the key implications 
for us are that Right to Buy will be abolished in 2016, new restrictions on tenancy succession now 
apply, and for the first time, housing associations are classed as public bodies when it comes to 
procurement processes. 
 
We eagerly await the new Scotland Act and in particular we look forward to the creation of a new 
social security agency in Scotland with powers to vary the housing elements of Universal Credit 
including the under-occupancy charge, local housing allowance levels and eligible rent and 
deductions for non-dependents. We anticipate that this means we will see the effective abolition 
of the bedroom tax in Scotland, one of the more unpopular elements of Welfare Reform. 
 
Access to Funding 
Access to funding remains a challenge. Although Banks are now more willing to lend, the 
repayment terms are shorter and refinancing is required more frequently. While Government 
continues to try to find new, efficient and innovative ways to fund increases in housing supply, 
improvements in housing quality and practical support for the construction industry; the sector 
continues to lobby for additional investment in affordable housing. It is welcome that the People 
and Communities Fund continues to be increased and is now being consolidated with other 
community development budgets – we hope this demonstrates Scottish Government’s continued 
interest in supporting wider community empowerment.  
 
Enhanced Regulation 
The focus of the Scottish Housing Regulator is on securing good outcomes for tenants and it uses 
its regulatory framework and the Scottish Social Housing Charter to drive improvements in the 
provision of social housing. We have been working closely with the Regulator, making good 
progress to improve our governance arrangements and expect to see the appointment of our 
Statutory Manager come to an end around May 2016. Like all other RSLs in Scotland, continuing to 
build and maintain the confidence of the Regulator is very important to us and crucial to our 
future success.     
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THE LOCAL CONTEXT 
 
Local Housing Market 
Pressure on the local housing market is expected to continue as Glasgow’s population is projected 
to grow by around 3,500 households a year. With this in mind, we can expect to experience more 
children, more older people, and a more ethnically diverse population with housing needs. We can 
also expect to see affordability continue as a significant challenge for many households as wages 
have been stuck for some time meaning that household incomes are not increasing.  
 
Strategic Housing Investment Plan 
Glasgow City Council’s Strategic Housing Investment Plan (2015-2020) sets out how the Council 
plans to invest around £700million over the 5 year period to address local housing needs. There is 
recognition from GCC that social rented housing is desirable on some remaining empty sites in the 
Wellhouse but that grant funding will not be available until around 2017/19.  The new strategic 
alliance between GCC and the Wheatley Group does not at present include plans for new building 
in Wellhouse but it could be either a threat or an opportunity for our plans and we will manage 
our relationship with the Council to achieve the best outcome for people who live and want to live 
in Wellhouse.   
 
Easterhouse Masterplan 
We are members of Easterhouse Housing and Regeneration Alliance (EHRA), the umbrella 
organisation that represents the eight housing associations and co-operatives which operate in 
Greater Easterhouse.  EHRA is currently developing a masterplan for the area. This will be aligned 
with Clydeplan (the strategic planning document for the wider Glasgow and Clyde area) and so will 
not just consider housing provision, but also place-making, green spaces, transport, lowering 
carbon emissions, etc. We expect to play a key role in helping to deliver the vision for the wider 
Easterhouse area.  
 
Community profile 
A recent Community Planning Partnership profile exercise undertaken in January 2016 reported 
that survey respondents in Wellhouse said that their top priorities were “Improving Health & 
Wellbeing” and “Community Safety”. Interestingly, Wellhouse was the only community in the 
Baillieston ward which did not place “Neighbourhood Management” issues as a top priority. We 
hope this is a recognition of the improvements we have helped to deliver in the local area, but also 
recognise that we still have a role to play in delivering the community’s current priorities. 
 
We know that many of the original 1990's challenges, e.g. significant anti-social behaviour 
including gang activity, have all but disappeared in the local area. But we also know that some of 
our customers continue to experience other challenges such as unemployment or zero hour 
contracts, benefit sanctions, poor health, including mental health, and poverty. We recognise that 
we need to gain a better understanding of our customers in order to better anticipate and 
respond to their needs and expectations.  
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THE OPPORTUNITIES 
When we look at this operating environment, a number of these external factors reveal some 
potential opportunities for us. These include:- 
  

 

 Partnerships - now that we have completed our options appraisal and have put 
measures in place to strengthen the organisation, we welcome the opportunity to re-
engage with the Easterhouse Housing & Regeneration Alliance (EHRA) and our other 
strategic and operational partners to ensure we influence and are well–aligned with a 
joint vision for the area.   
 

 Place-making - We know that there is currently an appetite and funding support for 
asset-based community development and more design-led approaches to 
regeneration. We also know that there are opportunities to continue to improve the 
local environment and to promote Wellhouse as an attractive place to live and work. 
We are represented in the Thriving Places aspects of the Glasgow Community Plan 
and this gives us a base from which to take up opportunities. 
 

 Sustainability - with the implementation of much of the Procurement Reform 
(Scotland) Act due in April 2016, we recognise the opportunity that the new Scottish 
Model of Procurement offers us in terms of delivering not just value for money but 
also improved sustainability and social benefit.  The potential impact that this could 
have on, say, our procurement policy and asset management strategy could be very 
positive.    

 

 Social Impact - we have introduced an annual Collaboration Agreement with Connect 
Community Trust and see this as an important opportunity to strengthen our 
relationship, embed our role beyond that of bricks and mortar and increase the social 
impact we can make, together.  The excellent outcomes already achieved in 
Wellhouse by CCT give us confidence that we can achieve much, much more for our 
customers by collaborating with an organisation skilled and experienced in delivering 
social impact.  Our collaboration brings a blend of expertise and access to clients and 
funds that effectively multiplies the benefits beyond what either of us could achieve 
on our own.  
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THE THREATS 
There are also a number of obvious challenges, or threats:- 

 
 

 Welfare Reform - The roll out of Universal Credit is expected to take place in 2016 
and we know that this will have a detrimental impact on many of our customers and 
without preventative action could affect our own cashflow and operational 
performance. We expect that it will take some time for the new processes to settle 
down. 
 

 Increasing Demand - the changing profile of our customers is likely to have an impact 
on the demand for our services. We expect to see increasing demands for care and 
support in the community. We also expect to see a more ethnically diverse 
community with demands for particular language and support needs from people 
including refugees.  We may also see a demand for houses with a different size and 
layout. Whilst this will no doubt offer us opportunities to review and improve our 
services, it will also increase the demand on our resources. 

 

 Affordability - the current economic climate and in particular the lack of any 
significant increase in wages means that householders are continuing to struggle to 
make ends meet, even with the lower fuel and petrol costs we have just now. 
Although inflation has been maintained at a very low level, there is now speculation 
that bank lending rates will soon start to increase.  All of this, especially when 
coupled with the move to direct payments of Universal Credit to tenants, places 
significant risk on our organisation.  

 

 Budget cuts - locally, the cuts to public service budgets continue, with Glasgow City 
Council experiencing a shortfall of £86 million in 2016/17 and a further shortfall of 
£47 million forecast for 2017/18. Whilst the full details of how the Council will 
address this is not yet clear, we expect the impact to be felt right across the city as 
the Council tries to meet increasing demands with fewer resources.  
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SECTION 4 - BUSINESS STRATEGY 
 

 

OUR VISION 
 

Wellhouse – the Place to Be. 

 
 

Encapsulated in this simple statement is our vision of Wellhouse as an attractive place where 
people feel happy and safe, benefit from having a good home and an attractive environment and 
feel proud to be part of a vibrant community.   
 
 

OUR STRATEGIC DIRECTION 
Throughout our history we have gone through a number of phases which could be best described 
as rapid growth, ambitiously innovative and more recently, internal review and underpinning. We 
are emerging confident about our future, motivated to continue to build the respect of our 
customers and the wider community, and keen to stay focused on improving our performance.  
 
We recognise that for the next three years, the period of this business plan, we need to ensure we 
apply the lessons we have learned from our recent internal review and use these to continue to 
improve our services, our performance and our organisation. From our analysis of our operating 
environment, we appreciate that there are some significant challenges ahead. We also understand 
that it is important that we take time to better understand needs, enhance our services, assess the 
risks and carefully plan the way forward.  
 
Given all of this, we intend that the next three years will be a period of business transformation 
where we improve our performance, continue to embed the improvements we have made, 
increase our community engagement activities, strengthen our partnerships and deliver tangible 
and positive social benefits.  
 
During these three years, we will also be scoping out and beginning our next phase. This is likely to 
include additional house-building, provision of other tenures (e.g. shared equity) and new services.  
We are confident that by the end of the next three years, we will be well prepared to enter, and 
perhaps will have begun, a new growth phase. 
 
 

OUR SOCIAL IMPACT 
We are keen to develop a more outcome-based approach to our service planning. This will help to 
maintain our focus on the social impact we want to make. We argue that by doing this we can help 
our staff, as well as our customers, to better understand that our vision will influence our strategy, 
policy and everyday actions. It will also provide us with a framework to assess how well we deliver 
social value. 
  
In our delivery plans, we have therefore set out how our actions will help us achieve our strategic 
objectives and deliver social outcomes. 
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OUR STRATEGIC OBJECTIVES 
To ensure we stay focused on transforming our business and making the social impact we seek, we 
have developed a set of 6 strategic objectives for the next 3 years. From these objectives, all our 
activities will flow. We will also measure our success by setting targets against these objectives, 
ensuring that we deliver them effectively and efficiently. The six objectives are to:-   
 

1. Deliver excellent services. 
2. Provide good quality homes. 
3. Anticipate, understand and respond to local needs. 
4. Foster an attractive, successful and thriving community. 
5. Maintain good governance and financial management. 
6. Value and invest in our people. 

 
 

OUR APPROACH 
Underpinning all these objectives are a number of principles which we believe constitute good 
practice. We will continuously seek opportunities to ensure they are embedded in all our 
activities. 
 

 Promoting tenant involvement – we will ensure that we continue to involve our tenants in 
all aspects of our business in a meaningful way (e.g. strategic leadership, needs 
assessment, service design and performance measurement). As a community controlled 
housing association accountable to our members and tenants, it is vital that we continue to 
have tenants on our Committee helping to shape our future and guiding us to make the 
right decisions.  

 

 Effective partnership working – as a medium sized housing association wishing to 
maximise the impact of our resources, we are keen to work with other organisations and 
community groups wherever possible. We know from past experience that pooling our 
efforts, as well as our resources, more often than not leads to more sustainable solutions.    
 

 Fostering social inclusion – in our efforts to help to sustain local communities, we take care 
to facilitate social inclusion through our actions.  We work hard to encourage and support 
engagement within communities. Tackling inequality matters to us, as does ensuring we 
harness diversity wherever we find it.  
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SECTION 5 - PRIORITIES & PLANS 
  

OUR CORPORATE PRIORITIES 
We have identified a number of corporate priority projects which cut across most, if not all, 
objectives and service areas and so rather than repeat them across our delivery plans, we set 
these out here:- 
 
1. Business transformation - Design and implement a business transformation programme which 

builds on the considerable progress we have achieved over the past year in terms of 
strengthening our governance and financial arrangements. This will involve taking a systems 
approach to better understand where and how we can make improvements which directly 
and positively affect our performance and more specifically, the experience of our customers. 
Many of the priorities listed below may well form part of this over-arching programme. 

 
2. Financing our Ambitions – Attract bids from Banks and other RSL lenders to refinance our 

current loans on a basis that will allow us to achieve our property and service investment 
ambitions at an affordable price and in an appropriate timescale.  

 
3. Property Investment – Deliver our investment programme on time and on budget so that all 

our homes meet or exceed regulatory standards and keep Wellhouse an attractive place to 
be.  

 
4. Welfare Reform - Prepare for, and manage well, the roll-out of Universal Credit, and wherever 

possible minimise the impact on our customers and on our organisation. We see this as a key 
corporate priority because the risks are high and the impact could well be far–reaching. 
Assuming the Scotland Bill will be enacted, we will also need to prepare for the introduction of 
the new social security agency in Scotland.  

 
5. Customer Engagement - Improve how we engage with our customers and the wider 

community. We recognise that we have an opportunity to do this through our partnership 
with Connect Community Trust given their expertise in community engagement. We also need 
to take more direct action such as raising our profile, working more closely with our Customer 
Opinion Panel, updating our marketing materials, revamping our website, and using ICT more 
creatively to connect with our customers. 

 
6. Stakeholder Engagement – Improve how we engage with our partners and key stakeholders. 

We plan to review our current partnerships and identify where we would benefit from 
strengthening these as well as building new relationships. We are keen to ensure that our 
partnerships deliver the outcomes we seek and that our values permeate through our 
partnership activities. 

 
7. Procurement – Improve how we procure services to deliver value for money in terms of 

quality, cost and sustainability. We appreciate the reactive nature of this activity as we need 
to be able to respond to changes in legislation and guidance at European, UK and Scottish 
levels. Nonetheless, we want to take a more strategic approach to procurement, using our 
new 2016 Procurement Policy, in an effort to deliver a range of business, customer and social 
outcomes. 
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8. Policy Review – Ensure our policies are fit for purpose.  We have already made significant 
progress here and  have planned to complete the remainder still more to be done. We are 
particularly keen to focus in 2016/17 on some of the more “back office” functions such as 
data protection, Freedom of Information, document management, health & safety, new 
environmental regulations, etc.  

 
9. Facilities & ICT -   Invest in our facilities and ICT to improve the experience of our customers. 

We are currently developing a business plan for The Hub to ensure that we make good 
provision for its future maintenance and upkeep. We plan to remodel our reception area to 
improve both its function and appeal. We also want to upgrade our ICT infrastructure.   

 

OUR STRATEGIC PLANS  
These are summarised below and set out in more detail in our Delivery Plans (see the appendices 
to this plan).  
 

Strategic Objective 1: Deliver excellent services 
Our customers want to feel safe, warm and secure. We deliver a range of services aimed at 
helping them to achieve this. For those customers who are seeking new accommodation, we aim 
to support them to understand their choices.    
 
 

The outcomes we seek 
 Our services deliver high customer satisfaction. 

 Our services meet or exceed agreed quality standards. 

 Our services enable people to stay in their home for as long as they want to. 

 Our services deliver value for money. 

 
Key projects to deliver 

 Annually deliver the outcomes required by Scottish Social Housing Charter   

 Achieve Customer Service Excellence accreditation 

 Strengthen our tenancy sustainment services  

 
How we will deliver  

• By seeking ways to improve the experience of our customers. 
• By developing our customer engagement activities. 

 By improving our performance management framework. 

 By reviewing and strengthening our policies and procedures. 
 

Performance measures 
 Improved performance against all 16 Charter outcomes 

 Improved customer satisfaction levels 

 Improved tenancy sustainment rates 
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Strategic objective 2: Deliver Good Quality Homes 
As a social landlord we take our responsibilities for looking after our properties very seriously. We 
are also acutely aware that these properties are peoples' homes and as such, their quality has a 
major impact of the lives of those who live in them. 

 
The outcomes we seek 

 Our homes deliver customer satisfaction.  

 Our homes meet customers’ aspirations. 

 Our homes meet current and future housing needs. 

 Our homes meet agreed quality standards.  

 
Key projects to deliver 

 Adopt a more strategic approach to asset management 

 Review our procurement options 

 Introduce a Wellhouse Quality Standard.  

 Identify opportunities for future development. 

 
How we will deliver  

 By developing & implementing an asset management strategy 

 By maintaining a comprehensive and accurate property database 

 By continuing to invest in our properties to meet quality standards 

 By reviewing contractor performance. 

 
 Performance measures 

 100% of our homes meet EESSH & SHQS by the regulatory deadlines 

 100% of our homes meet all safety requirements on time 

 Improved customers satisfaction levels year on year 

 Improved contractor performance year on year 
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Strategic Objective 3: To anticipate, understand and respond to local needs 
We know that our community and their needs are changing. We need to better understand these 
changes in order to anticipate and respond to the demands placed on our services.   

 
The outcomes we seek 

 Our customers’ needs and aspirations are understood.  

 Our customers’ needs and aspirations are met. 

 Our customers’ future needs and aspirations are projected. 

 
Key projects to deliver 

 Undertake a customer profiling exercise. 

 Expand role and remit of Customer Opinion Panel. 

 Extend remit and range of customer surveys. 

 Develop a customer engagement & participation strategy.  

 
How we will deliver  

 By gaining a better understanding of customers’ needs & aspirations 

 By widening our customer engagement tools and approaches. 

 By working with CCT to engage with the community. 

 By improving the link between customer profile and service design. 

 
Performance measures 

 Improved customer satisfaction levels year on year. 

 Increased number of customer engagement tools & approaches. 

 Improved data, analysis  and understanding.  
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Strategic Objective 4: To foster an attractive, successful and thriving community 
We own all the social rented properties in Wellhouse. This means we have an opportunity to play 
a wider role in helping to ensure Wellhouse is the Place to Be . Clearly, we cannot do this alone 
and so will be working alongside our statutory and voluntary partners. 
 

The outcomes we seek 
 Our community benefits from our activities. 

 Our community is an attractive place. 

 Our community is a safe place. 

 Our community is a vibrant place where people prosper. 
 

Key projects to deliver 
 Redesign our neighbourhood management service. 

 Develop our estate warden service. 

 Deliver wider role initiatives in partnership with CCT. 

 Offer apprenticeships and work experience opportunities. 

 
How we will deliver  

 By enhancing our neighbourhood services. 

 By maximising our social impact, e.g. with community benefit clauses in procurement 

 By working with our partners to develop and implement solutions 

 By encouraging the wider community to play their part. 

 
Performance measures 

 Increased satisfaction with local area year on year. 

 Lower position for Wellhouse in National Index of Multiple Deprivation indices. 

 Reduced anti-social behaviour year on year. 

 Increased social return on investment year on year. 
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Strategic Objective 5: To maintain good governance and financial management 
We aim to be in Wellhouse for the long term. This means we need to ensure that our organisation 
is properly governed, has sufficient resources and is able to manage risk. We need to offer value 
for money at all times and most importantly, be able to retain the confidence of our customers, 
regulators and funders. 
 

The outcomes we seek 
 Our organisation is viable and sustainable 

 Our organisation is trusted and well-respected 

 Our organisation protects its assets and manages risks 

 Our organisation offers value for money 
 

Key projects to deliver 
 Embed our governance and financial management improvements. 

 Review our treasury management strategy. 

 Refinance our loans for affordable future investment. 

 Undertake regular audits and implement recommendations.  

 Develop long term investment projections and programmes. 
 

How we will deliver  
 By investing in our staff, processes and systems. 

 By complying with regulatory standards of governance and financial management. 

 By demonstrating viability over the short, medium and long term.   

 By seeking expert advice when we need it. 

 
Performance measures 

 Completion of Governance Improvement Plan 

 Improved efficiency, profitability, and liquidity year on year.  

 Fewer recommendations from external and internal auditors between years 1 and 3. 

 Improved regulator and funder confidence. 

 Fewer Committee vacancies, and improved attendance, at Committee meetings.   
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Strategic Objective 6: To value and invest in our people 
Our people are essential to our future success. Our people include our staff and Committee 
members. Without their efforts, skills and commitment we would be unable to meet our 
objectives.  Investing in our people is investing in our future.  

 
 
The outcomes we seek 

 Our people are skilled, committed and high-performing. 

 Our people feel valued and supported. 

 Our people enjoy their work. 

 
Key projects to deliver 

 Deliver a comprehensive development programme for staff and committee members.  

 Embed new values and behaviours. 

 Develop a Wellbeing strategy for staff and committee members. 

 Secure IIP re-accreditation. 
 

How we will deliver  
 By developing a new competency framework for appraisals and development. 

 By supporting the work of our new staffing committee. 

 By encouraging and facilitating personal and organisational learning. 

 By promoting professional qualifications.  

 
 Performance measures 

 Improved staff and Committee satisfaction levels year on year. 

 Reduced staff and Committee turnover between 2016/17 and 2018/19. 

 Improved staff and Committee attendance levels year on year. 

 Increased internal promotions/staff development. 
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SECTION 6: RESOURCES 

 
OUR FINANCES 
The Association is currently involved in core stock management and maintenance activity. The 
Association now manages 800 rented units. The Association owns 4 commercial units and acts as 
factor for 50 owner-occupied properties.  

At March 2016 the Association expects to have generated a surplus for the period of around 
£200k, with the net worth of the business being stated at around £3.5m. Cash resources of £1.3m 
are expected with working capital at around £1.1m. 

The options appraisal long term projections confirm surpluses being generated on an annual basis, 
increases in the net worth of the Association, adequate liquidity to achieve the projection 
assumptions and loan covenant compliance throughout the plan period. Office based staff costs to 
turnover averages around 21% and overheads as a % of turnover is around 7%. Both of these 
ratios are at the lower end of the RSL spectrum. 

Main assumptions employed in the base case financial model include- 

 Inflation levels at 2% (1% in 16/17) over the long term 

 Real rent rises of 0.5% up until March 2018 

 Real rent rises of 1% for the following 7 years 

 Voids and Bad Debts at 4%  reflecting welfare reform impact 

 Non recovery of commercial income assumed at level of 20% 

 Real maintenance cost increases at 0.5% until year 10 

 Real increases of 0.5% in management costs until year 10 

 New staff structure in place from 16/17 

 All staff in defined contribution pension scheme at a 10% employer contribution 

 Increase in pension deficit by 10% at next valuation 

 LIBOR rate increases annually up until a maximum of 4.5% by year 8 

 No further new build activity 

 Average annual spend of £10k on other fixed assets 

 Increased rent arrears to reflect effects of welfare reform 

A number of the above assumptions are based on prudence and do not necessarily reflect targets. 
On an annual basis assumptions shall be reviewed based on experience to date and any other 
known changes. 

By March 2018 the Association’s cash reserves are projected to reduce as a result of the EWI 
investment and progression of the planned maintenance programme. Planned maintenance costs 
in the two years to March 18 are expected to total around £2.4m. By October 2017 the Association 
requires to refinance around 50% of its total debt and the opportunity is likely to be taken to 
increase cash reserves to a degree via this refinancing exercise. Currently the Association has an 
ability to borrow an estimated £10m taking account of stock values, asset cover ratios and debt 
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currently in place. The addition of around £500k would not be expected to pose any financial 
issues. 

The Association has the financial capacity to manage reasonable changes in assumptions and the 

ability to draw down additional debt for appropriate purposes should the need or any suitable 

opportunity arise. 

The Association shall continue to produce its long term projections on an annual basis. The short 
term annual budget exercise considers the first 12 months of the plan period in detail and the 
quarterly management accounts shall be used to monitor achievement of the short term budget. 
As long as the short term position remains broadly in line with the annual budget then the 
Association’s overall financial plans shall remain on target 

  

The current projections are based on the 2010 SORP. Work is currently being finalised to reflect the 

impact of the 2014 SORP including agreement with lenders on amended covenant definitions. 

These changes will no effect on the cash resources or the viability of the Association. 
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OUR PEOPLE 
Our people are our Committee members and our staff.  In 2015/16, we focused our formal 
support and development activity on the Committee in order to resolve governance 
weaknesses.  Support and development of staff has been incorporated into the interim leadership 
arrangements and in the review of our computer systems.  During this plan period, we will 
continue and extend development and support for both committee and staff. 
  
The Committee has introduced new policies on recruitment, selection and support; conference 
attendance, a new appraisal process; has attracted new members following a skills analysis and 
has completed an extensive training programme.  This business plan includes a continued training 
and development programme.  The progress through the Governance Improvement Plan has been 
remarkable and has given individuals the knowledge, skills and the confidence to deliver this 
business plan. 
  
We have a skilled and committed staff team which has shown resilience and dedication through 
several periods of change. Individual training and further education arrangements have been 
undertaken but a new Management Team will introduce a more planned approach.  We have 
established a Staffing Committee which will oversee the arrangements to support and develop our 
employees.  During the period of this plan we will be reviewing all our Human Resources policies, 
reviewing our approach to Wellbeing, amending the appraisal system and associated development 
and training plan.   
  
 

OUR SYSTEMS 
We have two main computer systems.  The Microsoft office systems, and our telephones and 
hardware, are maintained by our IT Consultants, HIPER.  In 2015/16 we renewed the main server 
as a risk management measure.  The software for our housing, rent and asset systems are 
provided and maintained by SDM and we have comprehensively improved how these are used.  In 
2015/16 this has improved efficiency, introduced a text messaging service and improved the 
reporting information available. In the period of this plan, we will continue to maximise the 
efficiency opportunities and be able to build an accurate database of comparable performance 
information.  This will be crucial to continuing to improve our services and performance. 
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OUR ASSETS 
Hub Facility- 
This building is a focal point for the local community and the Association operates from the second 
floor of this facility. The ground floor of the building is occupied by Connect Community Trust, a 
local nursery and also offers a function facility which operates during the day as a local café. 
The Hub Centre is over 7.300 square feet and maintenance plans to ensure proper upkeep of the 
facility are currently in progress. 
The Centre, which is fully owned by the Association, was built in 2004. A number of the grants 
were provided to support the building project as a result of the following community benefits- 

 Access to housing services 

 Provision of excellent childcare and family support services 

 Access to health services 

 Access to training and employment advice 

 Promotion of community learning 

 Social inclusion 

 Increase in economic and social cohesion of the region 
 
Rented units- 
The Association owns and manages 800 rented properties. Around 40% of the stock is new build 
housing built between 2000 and 2015 with 60% of the stock being properties which have either 
been the subject of modernisation programmes( between 1997 and 2001) or which were part of 
the second stage transfer arrangements with GHA (in 2010). 
Based on most recent stock valuations the 715 secured properties valued, on an existing use basis, 
at £15.3m. The remaining unsecured stock is valued at around £3.3m. Total loan debt at March 16 
is around £9m and fifty one rented units are currently in the process of being removed from 
lender security. 
Detailed maintenance plans are in place for all housing stock which is surveyed on a regular basis 
for both internal purposes and for lending valuations. At March 15 the ARC return notes almost 
90% compliance with SHQS. Additional investment work to 130 properties via the External Wall 
Insulation programme is currently ongoing and no material concerns are expected in respect of 
EESH compliance. 
 
Commercial Units- 
Wellhouse HA owns five commercial properties within the local area which are valued at around 
£315k. By the end of March 2016 all of these units shall be unencumbered. 
The properties are fully occupied and include a newsagents, post office, grocers and local 
community facilities all of which are subject to a full repair and insurance lease. 
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SECTION 7: RISKS 

 
OUR APPROACH  
Managing the risks to our organisation reduces the chance of us having to deal with the 
unexpected and ensures proactive management rather than reactive crisis management. At a time 
when resources are limited it is especially important to reduce the number of unwanted surprises. 
 
We have therefore adopted a comprehensive approach to risk management to ensure that we:- 

 are more flexible and responsive to new internal and external demands 

 are able to make informed decisions 

 can provide assurance to the Management Committee, the Audit & Risk Committee and 
the management team 

 reduce incidents and control failures 

 are able to achieve our key targets and priorities.  

 
OUR RISK MANAGEMENT FRAMEWORK 
We have put in place a framework which sets out the process through which risks will be 
identified, assessed, controlled, monitored and reviewed. This framework is designed to:- 

 integrate risk management into the culture of the organisation 

 raise awareness of the need for risk management 

 encourage a positive approach to risk management 

 support improved decision making, innovation and performance through a good 
understanding of risks and their likely impact 

 manage risk in accordance with good practice. 
 

OUR AUDIT & RISK COMMITTEE 
The Management Committee is responsible for overseeing risk management in the organisation. 
They are assisted by the Audit & Risk Committee charged with monitoring the management of 
high level risks, reviewing the risk appetite, ensuring proper controls are in place and annually 
reviewing the organisation’s approach to risk management.   

 
OUR RISK REGISTER 
We maintain a detailed and up-to-date register of all risks (including strategic, operational, 
reputational, financial, etc) where we set out their cause and potential impact, assign a named 
person to be responsible for their management, the controls we have in place together with a 
scoring system to help us to understand their seriousness. We use this proactively to identify, 
assess, control, monitor and review the risks to our organisation.   

 
OUR RISK CONTROLS 
Over the past year or so we have significantly bolstered the controls we have in place as part of 
our drive towards good governance, effective business planning and safeguarding stakeholder 
assets. In doing this, we have taken account of the Scottish Housing Regulator’s Regulatory 
Standards of Governance and Financial Management (2012).   
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SECTION 8: REVIEW 

 
OUR MONITORING & REVIEW 
We will review and update this business plan every year as part of our annual business planning 
cycle. Although this is primarily an internal process, we are keen to widen the scope to include our 
Customer Opinion Panel and other key stakeholders.    
 

OUR OUTCOME-BASED APPROACH 
This business plan signals a move towards a more outcome-based approach to business planning. 
We want to be able to measure our social impact as well as our operational performance. 
Measuring impact is notoriously difficult and so we appreciate that this will not be easy for us. 
Nonetheless, we are motivated to make a difference in our communities and are keen to be able 
to demonstrate this unequivocally. Over the next three years we will develop and implement a 
new evaluation framework.  
 

OUR EVIDENCE BASE 
We have made significant progress over the past year or so to develop our evidence base and 
clarify our assumptions. We now have in place a comprehensive and up-to-date database of the 
condition of all our properties together with detailed investment plans. We have put in place an 
improved performance reporting framework.  
 
Over the next three years, we will continue to strengthen our evidence base. For example, we are 
planning to undertake a customer profile exercise to allow us to have a better understanding of 
our customers’ needs and expectations. This evidence will be used to underpin future business 
plans. 
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Strategic Objective 1: To deliver excellent services 
 

Outcomes Actions Key Performance Targets Timescales Lead Responsibility 
Our services meet or exceed agreed 
quality standards 
 
 

Deliver the Scottish Social Housing Charter 
outcomes 

1. Improve our performance in all 16 
identified outcome areas defined in 
social housing charter. 

2. Improve our performance by 
introduction of the following;  

 Systems thinking analysis to all 
business processes. 

 New allocation policy and practice to 
meet housing needs. 

 tenancy support strategy  

 Effective rent collections and arrears 
prevention policy 

 Rent in advance strategy 

 Void house standard 

 Improved repair service 

 Expand & develop warden service  

 Enhance our safe neighbourhood 
initiative through partnership with 
Glasgow community safety service 

 Provide a drop in housing options 
service   

 Customer service standards 

By March 2017 
 

DD/Operations Manager 

Our services deliver customer 
satisfaction 
 
 
 

Seek Customer Service Excellence accreditation Accreditation secured March 2018 DD/Operations Manager 

Our services meet agreed quality 
standards 
 
 
 

1. Seek accreditation for our money 
advice service 

2. Expand and develop service to meet 
changing customer needs 

1.   Accreditation integral to CSE accreditation 
 
2. Partnership working/staff training to 
minimise welfare reform impact 

March 2018 
 
March 2017 

Money Advice Officer/ 
Operations  Manager 

 
Our services deliver customer 
satisfaction 
 

 
Develop a customer relations management 
system 

 
Identify existing customer need and anticipate 
future need 

 
March 2018 

DD/Operations 
Manager 
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Strategic Objective 2: To provide good quality homes 
 

Outcomes Actions Key Performance Targets Timescales Lead Responsibility 
Our homes meet current and future 
housing needs 
 
 
 

Adopt a strategic approach to asset management 
Review procurement options 
Review  future  changing need & demand 

1. Our agreed strategy complies with 
the Scottish Housing Regulator’s 
guidance (2012) 

2. single property database  
 

March 2017 DD/Operations Manager 

Our homes meet agreed quality 
standards 
 
 
 

Ensure all homes meet regulatory and legal 
requirements 

1. 100% of all homes meet EESSH & 
SHQS, Gas Annual survey.  

2. 100%  all homes have smoke & CO2 
detectors 

March 2018 Technical Officer 

Our homes meet agreed quality 
standards 
 
 
 

Introduce a Wellhouse Quality Standard 
Review contractor performance 
Review how we could be a more effective client 
& number of contracts 
Review number and performance of contractors 
 

1. 25% quality control pre & post work. 
2. 100% audit gas works. 
3. 10% audit of all works completed 
4. 100% completion of gas service & 

electrical checks. 
5. Customer satisfaction reports 

provided directly from customers 
6. Agreed standard of void repair work 

March 2018 Technical Officer 

Our homes meet current and future 
housing needs 
 
 
 
 

Seek development opportunities & partnerships 
Feasibility study of options 

New build homes agreed at Phases 8 and 9 
with GCC 
 

March 2018 Director  
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Strategic Objective 3: To anticipate, understand and respond to local needs 
 

Outcomes Actions Key Performance Targets Timescales Lead Responsibility 
 
Our customers’ needs and 
aspirations are understood 
 
 

 
Undertake a customer profiling exercise 

 
1. Understand customer segmentation 

and impact 
2. Devise business script for collecting 

information during customer 
transactions linked to IT facility 

 
March 2018 

 
DD/Operations Manager 

 
Our customers’ needs and 
aspirations are understood 
 
 

 
1. Expand role & remit of customer 

opinion panel 
2. create owners panel 
3. create estate standards group 

 
1. Demonstrate impact on Committee 

decisions 
2. Improve owner satisfaction level (arc 

return) 
3. Ensure physical & aesthetical 

improvement in environment  

September 2018 DD/Operations Manager 

Our customers’ needs and 
aspirations are understood 
 
 

Extend remit and range of customer surveys  
1. Clear understanding of community 

aspirations 
2. Relationship with CCT 

Implement 2017, analysis 
of feedback to act on  by 
March 2018 

DD/Operations Manager 

 
Our customers’ needs and 
aspirations are understood 
 
 

 
Customer engagement & participation strategy 

 
1. Demonstrate we understand 

aspirations and strive to achieve 
them. 

2. Ensure we use all opportunities and 
methods to enable customer 
engagement 

September 2017 DD/Operations Manager 

 
Respond to local needs 
 
 

 
Add actions to Business Plan 

 
To be identified in revised business plan 

 
March 2017 

DD/Operations Manager 
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Strategic Objective 4: To foster an attractive, successful and thriving community 
 

Outcomes Actions Key Performance Targets Timescales Lead Responsibility 
 
Our community is an attractive place 
 
 

 
New  neighbourhood management service 
Develop estate warden service further 
Offer extended range of services at cost to 
residents 
Renegotiate with partners areas of responsibility 
and costs 
Expand reward and recognition for good 
gardens, closes etc. 

 
1. Increase customer satisfaction in 

area & environment. 
2. Increase number of gardens and 

open spaces in good condition 
 

 
March 2017 

DD/Operations Manager 

 
Our community is a vibrant place 
where people prosper. 
 
 
 

 
Work with CCT to deliver; 

 Economic and social impact 

 Community capacity building  

 Fostered social  enterprise 

 
As in Annual Collaboration Agreement 
 

 
March 2017, 2018, 2019 

 
Director 
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Strategic Objective 5: To maintain good governance and financial management 
 

Outcomes Actions Key Performance Targets Timescales Lead Responsibility 
Appropriate planning within Finance 
Team 
 

Annual Plan Achievement of tasks within agreed timescales April 2016 – March 2017 Finance Agent 

Appropriate Financial Regulations & 
Procedures in place 
 
 

Ongoing reviews of good practice and 
consideration of internal and external Audit 
reports 

Production of revised Financial Regulations & 
Procedures  

September 2016 Finance Agent 

Adherence to Financial Regulations 
& Procedures 
 

Mini-audit review Achievement of quarterly review/updates 
agreed as appropriate 

Quarterly (after 
Management A/c) April, 
July, October & January 

Finance Agent 

Appropriate short term budgeting  
 
 
 

Production of Draft & Final budget Achievement of timescales 
Covenant compliance 
Adequate liquidity position 

January 2016 & March 
2016 respectively 

Finance Agent 

Monitor Financial Performance  
 
 
 

Monthly reporting / Quarterly Management 
Accounts  

Achievement of timescales 
Budgets achieved within reasonable limits 

Monthly – within 2 weeks 
Quarterly – April, July, 
October & January  

Finance Agent 

Ability to demonstrate viability over 
short, medium and long term 
 
 
 

Production of agreed long term Investment 
program and long term projections  

Achievement of timescales 
Covenant compliance 
Adequate liquidity 
Agreed efficiency, profitability, liquidity and 
financial capacity achieved within reasonable 
limits. 

Investment – June 16 
 
Long term Projections – 
Sept 2016 

Finance Agent  

Appropriate Treasury Management 
practices in place 
 
 
 

Review Treasury Management policy, annual 
reporting on TM / Quarterly reporting of 
covenant compliance 

Achievement of timescales 
Covenant compliance 
Adequate liquidity   

Investment – June 16 
 
Quarterly checks / Annual 
report 

Finance Agent 

Protection of assets 
 
 

Agreed Investment plan in place / Insurance 
reviews and declaration/ Annual review of other 
fixed assets / Inventory. 

In line with agreed timetable Investment plans – June 
Insurance – October 
OFA - March  

Finance Agent 

Fair and consistent rent setting 
which delivers tenant satisfaction 
and allows the association to achieve 
short, medium and long term 
outcomes 

Rent & Service charge level review Completed in agreed timescale TBC Operations Manager 

Refinance of RBS short term debt Consider treasury approach to be adopted Replacement funding in place December 2016 Finance Agent 
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Outcomes Actions Key Performance Targets Timescales Lead Responsibility 
Reduction in Regulatory Engagement 
Level 
 

Complete the Governance Improvement Plan Achievement of tasks within agreed timescales April 2016 – March 2017 Director 

Reduction in Regulatory Engagement 
Level 
 
 

Resolution of Notifiable Events to satisfaction of 
SHR 

Maintain  regular reporting of events in 
established format 

Quarterly Director 

Reduction in Regulatory Engagement 
Level 
 

Improve data accuracy, systems and processes Complete SDM upgrades and training June 2016 DD/Operations Manager 

Reduction in Regulatory Engagement 
Level 
 

Improve customer service Annual customer satisfaction improvement 2016, 2017, 2018 DD/Operations Manager 

Reduction in Regulatory Engagement 
Level 
 

Improve performance in key areas As agreed annually for teams and reported in 
ARC 

2016, 2017, 2018 DD/Operations Manager 

Reduction in Regulatory Engagement 
Level 
 

Embed systems of committee appraisal support 
and development 

Annual appraisals and development plans September each year Director 

Adherence to Rules, Codes, Policies 
& Procedures 
 

Ongoing reviews of good practice and 
implementation of internal and external Audit 
reports 

Achievement of quarterly review/updates 
agreed as appropriate 

Quarterly (after 
Management A/c) April, 
July, October & January 

Director 

Committee with appropriate skills, 
representative of our community 
 
 
 

Implement committee recruitment and 
succession planning measures 

Identify skills and gaps, and expected turnover, 
at annual review and recruit when necessary 

September each year Director 

Joint responsibility, high awareness 
of all WHA business 
 
 
 

Require high attendance rates from committee 
members at meetings 

As agreed annually and reported in the ARC September each year Director 

Motivated, effective Committee 
 
 
 

Measure committee satisfaction  Introduce agreed measurement process and 
apply annually 

Survey agreed September 
2016 
Survey taken annually in 
April 

Director 
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Strategic Objective 6: To value and invest in our people 
 

Outcomes Actions Key Performance Targets Timescales Lead Responsibility 
 
Our people feel valued and 
supported. 
 

 
Staff & committee appraisal and development 
plans 
Values workshop 
Behaviour workshop 
 

 
Competencies framework 
Informed & competent decision making 
Compliance with Regulatory standards 

 
May 2017 

 
DD/ Operations 
Manager/Director  

 
Our people are skilled, committed 
and high-performing 
 

Re Secure IIP accreditation 
Seek Customer service excellence accreditation 

Re secure IIP 
Secure CSE 

August 2016 
September 2017 

Operations 
Manager/Director 

Our people are skilled, committed 
and high-performing 
 
 
 

Training & development plans 
Professionally accredited staff 

CIH level 5 training for all staff October 2017 DD/Operations 
Manager/Director 

Our people enjoy their work. 
 
 
 

Learning journeys to learn from successful 
companies 

Committee journey and learning recorded  
Staff journey and learning recorded 
Business Plan adjusted to adopt learning 

September 17 
September 17 
March 2018 

Operations 
Manager/Director 
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STRENGTHS 
 
People – our staff and Committee members are loyal, 
committed and hard-working. 
 
Resilience – we have demonstrated that we can 
persevere to overcome difficult challenges. 
 
Governance – we have invested heavily in improving 
our governance and aim to be an example of good 
practice. 
 
Financial management – we now have sound data, 
analysis and reporting arrangements and are able to 
manage our finances with confidence. 
 
Risk management – we have a comprehensive risk 
management policy, register and controls in place. 
 
Tenant involvement – we have set up new ways of 
involving our customers (eg a Customer Opinion Panel) 
 
Stock profile – we have up-to-date stock condition 
information (together with investment profiles and 
budgets) in place. 
 
 
 
 

WEAKNESSES 
 
Regulatory Engagement – we are committed to, and 
confident we will be able to, move from high 
engagement to a regular relationship with the SHR. 
 
Governance and Financial management –  90% of our 
improvement plan was completed in 2015/16.  We aim 
to complete it by Summer 2016 and embed our new 
approaches so they last for the future.   
 
Strategic alignment - we have been internally focused 
for the past year and have lost some ground in our 
strategic partnerships.  
 
Asset management – we have not yet completed our 
asset management strategy. 
 
Customer profiling – we do not fully understand the 
needs or expectations of our customers. We need more 
information. 
 
Senior Staff turnover – we have had an interim 
leadership team for the last year creating some 
uncertainty among staff and customers. 
 
Performance management – we have made 
significant improvements but recognise there is still 
more to do. 
 
Tenant engagement – whilst we have made significant 
progress, we are aware we can do more to engage 
with our tenants. 

OPPORTUNITIES  
 
Partnership – re-connecting with partners to seek better 
strategic alignment, efficiencies and increased impact. 
 
Place-making – making the most of the current interest 
and support for design- led planning and destination-
planning.  
 
Sustainability – using the new procurement rules to 
improve the sustainability of services and communities. 
 
Social impact – adopting an outcome focus to our 
partnership work to enhance our social impact. 
 
Needs – developing a comprehensive and creative 
response to addressing the diversification of needs 
generated by older and more ethnically diverse 
households. 
 
 
 

THREATS 
 
Welfare Reform – the full impact on our tenants and 
wider community will be experienced shortly with the 
roll out of Universal Credit later in 2016.  
 
Demand – Glasgow’s population continues to rise at 
around 3,500 households each year. The additional 
demand will place pressure on our resources. 
 
Affordability – households continue to find it hard to 
make ends meet. Wages have not increased in some 
years. 
 
Public sector cuts – GCC needs to make savings of over 
£130m. This will have a major effect on services, 
organisations and households. 
 
Political change – forthcoming local and national 
elections and the European referendum may cause 
tensions and upheaval. 
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Balance sheet 
Profit & Loss 
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Appendix 4 

 
Staffing Structure



 © Wellhouse Housing Association 2016  41 
 

ORGANISATIONAL STAFF STRUCTURE,  MARCH 2016 

 

 

 

 

Lynn McCulloch 

Interim Director 
Paul Rydquist  

SHR – appointed 

Manager 

Linda Logan      

Temp Corporate & 

Customer Services 

Assistant 
 

Stephen McAvoy 

Temp Operations 

Manager 

 

Katie Cameron                  

Senior Policy & 

Performance Officer 

Sean O’Sullivan  

Finance Officer 

Emma Shields  

Officer 
Jennifer Barrow             

Tenancy Sustainment Officer 

Alex Gemmell        

Technical Officer 
Tracy Campbell     

Rent Officer 

Lynne Ford      

Tenancy 

Sustainment 

Assistant 

Tim Craft     

Technical 

Assistant 

Stephen Latta 

Technical Assistant 

Maria Kenny  

Temp Customer 

Services Assistant 

Stewart McIntosh   

Estate Wardens 

Supervisor 

Pamela Bowie  

Income Advice 

Officer 

Ross Mitchell           

Michael Morgan    

John Williamson   

Estate Wardens 

Debbie Britton      

Rent Assistant 
Lauren McPhee                    

Rent Assistant 

 

Fettes McDonald   

Temp Finance Agent 


