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1.0 Introduction 
 
1.0.1 This Business Plan provides a comprehensive overview of the current situation of Wishaw and 

District Housing Association (WDHA) and the environment in which it operates. The Board and 
leadership of the organisation reviewed this at their meeting on 8 August 2017 and agreed the 
strategic direction the Association needs to take over the medium term to achieve its long-term 
mission.  

 
1.0.2 The plan provides a framework for action, which communicates to key stakeholders the strategic 

direction of the organisation and what it aims to achieve over the next 3 years. It provides staff 
with an overview of where WDHA aims to be. The Plan’s strategic objectives are translated into 
operational objectives, which in turn will feed into staff’s annual work objectives through the 
appraisal process. 

 
1.1   The Business Plan Process 
 
1.1.1 The Board of WDHA appreciate the importance and the benefits that flow from a comprehensive 

business planning process; however, this version of the Business Plan has been produced to a 
particular timetable arising out of the issues surrounding High Engagement. The challenges facing 
the board over the past 12 to 18 months meant that no plan for the current year, 2017/18, was 
produced. This was a significant weakness and therefore it was agreed urgent action should be 
taken to put a plan in place for the end of September 2017 covering the next six months and the 
following two financial years. 

 
1.1.2 The preparation for the Business Plan began on the 8th of June, when the Board and staff of the 

organisation, came together for a strategy day facilitated by an independent consultant. The day 
involved a review of the current operating environment of the Association and the risks, 
opportunities and threats posed. It also assessed the strengths and weaknesses of the 
organisation and how these could be built upon and mitigated respectively. Table 1 below sets 
out the key steps taken in developing the plan and how it will be reviewed in the medium term. 

 
 Table 1 Business Plan Timetable 

Actions Dates 

Board / Staff strategy day 8 June 2017 

Initial Draft Plan to Board 27 June 2017 

Revised Draft to Board 8 August 2017 

Presentation to Senior Management and Review 9 August 2017 

Presentation to Staff and Review  9 August 2017 

Update of Business Plan to Board 22 August 2017 

Final Approval of 2017/18 -19/20 Business Plan 26 September 2017 

Board Strategy Day to Renew Plan for 2018/19-20/21 October 2017 

Updated Plan Approved February 2018 

 
1.1.3 The plan covers a three-year period. It is recognised the need to put a plan in place urgently has 

limited the amount of external consultation possible. It will therefore be important for a 
comprehensive review to be carried out in 2017/18 as part of the normal business-planning 
timetable.  

 
  



 

WDHA BP Final   3 

 
 

 
2.0  Mission, Vision and Values 
  
2.1 Mission Statement 
 
2.1.1 “To be the community based provider of good quality, affordable homes and services for those in 

housing need within Wishaw and its surrounding communities.” 
 
2.2 Vision 
 
2.2.1 WDHA aims to be the ‘go to’ social landlord for customers and partners in Wishaw and its 

surrounding communities and aims to create an area where people choose to live and work. 
 
2.3 Values 
 
2.3.1 The following values will shape how we achieve our mission and the strategic objectives set out in 

this plan. They underpin all the work that we do. 
 
2.3.2 Community Based. WDHA wants to work together with all members of the local community. This 

includes working collectively and individually with our customers and with other statutory, 
voluntary and private organisations working in Wishaw to improve the lives of all residents. 

 
2.3.3 Service Excellence. WDHA aims to provide affordable, customer focused services of the highest 

possible standard.  
 

2.3.4 Value for Money. To provide excellence in service and remain affordable means a relentless 
focus on value for money. Ensuring that the maximum value is secured for every penny spent. 

 
2.3.5 People focus. We believe it is people that define what we do and ensure we make a difference; 

therefore we are committed to supporting the continued growth and development of our people. 
This will ensure that we deliver strong, effective governance and excellent services. 

 
2.3.6 Diversity. We believe all people should be treated with equal respect, irrespective of age, gender, 

physical ability, race, ethnic background or sexual orientation. We will ensure that all our actions, 
policies and procedures support equality for all. 

 
2.3.7 Transparency. We aim to hold ourselves accountable to the communities we serve, the partners 

we work with and the agencies and public that support us. This means providing the appropriate 
information all stakeholders and partners need in order to assess the performance of the 
organisation and to be able to contribute effectively to its development.  
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3.0  Executive Summary 

 
3.1 The past eighteen months have been a period of significant challenge for WDHA. Faulty decisions 

taken in the past exposed basic weaknesses in governance and financial management which 
forced the Scottish Housing Regulator to escalate their engagement with the Association to 
ensure tenants interests were not threatened. This has meant the Association has been reacting 
to events rather than leading them. 

 
3.2 In the context of dealing with urgent day-to-day challenges some important tasks, focused on the 

longer term, were neglected. Critically one of these was the development of a business plan. In 
recent months much progress has been made by the Association in addressing some of the more 
pressing matters and the space has been created to recover some control and set the agenda for 
the future. This business plan is an important element of this process. 

 
3.3 The plan sets out the strategic objectives the Association wishes to pursue in the medium term 

and identifies the challenges and opportunities that have to be addressed to secure those 
objectives. The plan also reviews the resources of the organisation and their sufficiency for 
meeting the goals it has set itself. 

 
3.4 The preeminent objective of the Association is to Recover Control of its Destiny, in other words 

to move out of high engagement. Whilst more work will be needed to secure the necessary 
confidence of the Regulator a solid start has been made. A plan for the strengthening of 
governance and financial management is in place with milestone for improvement. 

 
3.5 The Association is clear however that the basic service of the Association cannot be neglected 

and Delighting Customers must remain a priority. Despite the difficulties it has faced over the 
recent past the Association’s staff have managed to continue to provide a good quality service to 
customers evidenced in part by continuing high levels of tenant satisfaction. Building on this will 
be a priority for the future. 

 
3.6 Central to the recent difficulties of the Association has been the issue of the Main Street site. The 

current board is determined to ensure it is dealt with effectively and as swiftly as possible. A 
prudent approach to its development is being worked up which will meet one of the Associations 
key objectives of Providing Good Quality Homes. An Action Plan for its development as been 
put in place, which has a number of Gateway assessments to ensure the development, is well 
within the financial capacity of the organisation over the long term.  

 
3.7 Whilst new stock is valuable for meeting new need Maintaining Good Quality Homes over the 

long term is also critical. The Association is about to carry out a new stock condition survey, which 
will feed into an updated strategic asset management plan over the next 12 months.  

 
3.8 Building new homes and maintaining existing ones are long term investments and therefore 

Funding Our Future has to be a constant priority. This means ensuring robust financial models 
are in place informed by good quality financial data and prudent assumptions. The development 
of Main Street is going to create a significant demand for resource. The oversight and 
management of this will be critical over the next few years and the reinforcement of financial 
systems and procedures will be vital to ensure the scheme does not undermine the basic finances 
of the organisation. 
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3.9  Team One is about recognising that the aims and objectives of the Association depend 
fundamentally on the efforts of people at all levels within the organisation. Significant changes at 
the top of the organisation have taken place over the recent past. Efforts need to be made to 
ensure non-executives, senior management and staff all work together as a single team to take 
the Association forward. This business plan will help towards providing a common work plan for 
all but other actions need to be taken to build morale and team spirit across the Association. 

 
3.10 WDHA started out 40 years ago as an independent, community based housing association 

providing affordable homes and a range of other initiatives to support and sustain the local 
community. Going forward it wants to continue to retain its local accountability and focus. It 
recognises that in order to do this it must have a robust and comprehensive governance structure 
and strong financial control framework. This Business Plan and the action plans that underpin it 
should ensure this is put in place and WDHA can go forward to meet the housing needs of the 
community it serves for another 40 years. 
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4.0  WDHA - Who We Are and Achievements to Date. 
 
4.1 History 
 
4.1.1 WDHA is a community based housing association established in 1978 as a result of a joint 

initiative between Motherwell District Council and the Housing Corporation Scotland. Originally 
registered as East Motherwell District Housing Association it changed its name in 1994 to become 
Wishaw and District Housing Association. 

 
4.1.2 Over the past 4 decades the Association has built up a stock of 975 homes and provides factoring 

services to 419 owners in the areas of: Wishaw; Pather; Craikneuk; Flemington; Muirhouse; 
Netherton; Newmains; Shotts and Harthill.  

 
4.1.3  In addition to providing good quality homes the Association is active within the local community 

working to provide training opportunities to local people and income advice to residents 
experiencing financial stress. 

 
4.1.4 Since its formation WDHA has developed a reputation as an excellent provider of affordable 

housing services and an organisation seeking to engage with and support the local community in 
North Lanarkshire. 

 
4.1.5 Over the years the Association has built some 624 new build homes and in 2010 it acquired a site 

on Main Street to continue that work of provision. However, the failure to identify a viable way 
forward for the site was a main driver of the current Regulatory intervention.   

 
4.1.6 In 2016/17 a comprehensive review of the options for the future of the site together with some due 

diligence work has led to the Association employing an appropriately qualified team to carry out a 
detailed feasibility assessment with a view to developing a minimum of 38 homes on the site.  

4.2 Board and Committee Structure 
 
4.2.1 The Board of the Association is in a process of transition with 10 members of the Board resigning 

in 2016/17. There are 12 places on the Board plus one place for a local authority nominee. 
Currently 5 of the places are taken by statutory appointees placed there by the Scottish Housing 
Regulator as part of their Regulation Plan. In addition to this there are three board members who 
were in place before the Association the Regulator used their powers of statutory intervention in 
February 2017 plus a nominee from North Lanarkshire Council.  

 
4.2.2 A two-phase recruitment process has been put in place. The first resulted in 5 new potential 

Board members being identified. Four were confirmed as Board members at the AGM as to fill the 
vacancies that existed, one was invited to join the Board as an observer with a view to taking up 
one of the statutory appointees places as they withdraw. Attached at Appendix 1 is a list of the 
existing Board members, their status and their skill mix. It also contains details of new Board 
members identified in the first round of recruitment. 

 
4.2.3 A second round of recruitment will commence later in 2017/18 in preparation for the potential 

withdrawal of the statutory appointees in 2018. 
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4.2.4 The Board has three sub-committees to which it delegates defined responsibilities for a) Audit 
and Risk; b) Staffing; and c) the Main Street development, Appendix 2 contains a chart 
illustrating the structure. The Board meets a minimum of 10 times per year, Audit and Risk meet a 
minimum of 4 times a year, the Staffing and the Main Street sub-committees meet as and when 
needed.    

 
4.2.5 The Board is committed to an annual training programme. In the current year this has involved 

two action-learning days in May and June on Development and Business Planning respectively. It 
also includes a programme of basic housing association governance training sessions to be 
provided through to the end of March 2018.  

 
4.2.6 In addition to this individual Board members have been encouraged to identify, and supported to 

participate in, appropriate training. Two members are attending advanced courses on governance 
being run by Napier University. 

 
4.3 Staff 
 
4.3.1 The organisation has been led since March 2014 by the Chief Executive, Niall Gordon. Niall is 

supported by a senior management team comprising Rachel Osprey, Financial and Corporate 
Services Manager, Gregor Colville, Housing Services Manager, Terry McKenna, Maintenance 
and Asset Manager.  

 
4.3.2 The Association has 16 other members of staff providing housing management and maintenance 

services. All staff are experienced in their different areas of work with appropriate professional 
qualifications. Staff turnover at the association is low with some very long serving members of 
staff in post. Attached at Appendix 3 is a current staff chart and further details about the Senior 
Management Team. 

 
4.3.3 At the end of 2016 the Association experienced a period of industrial action. Whilst that had some 

impact on staff morale it did not undermine the dedication of staff to continue to deliver a high 
quality service to customers as evidenced by the good ARC performance and independently 
verified tenant satisfaction results secured by the organisation. Work with staff since the dispute 
particularly with the establishment of the joint Board Staff Sub-committee has started to help 
address issues of morale. 

 
4.3.4 A key issue over the course of this Plan will be the level of development expertise the 

organisation needs in order to take forward the Main Street site. To this end recruitment is in 
progress to secure appropriate external support to ensure the development of Main Street is 
effectively managed and reported to board. 

 
 

4.4 Customers  
 
4.4.1 The Association provides housing management and maintenance services of various kinds to 

tenants of the 975 properties it owns and to owners/sharing owners of the 419 properties it 
provides factoring services to. 

 
4.4.2 Just over 41% of the Associations tenants are aged over 55 with almost a quarter over 65. Given 

the low turnover in the Association’s stock an increasing number of tenants are going to require 
medical adaptations in the coming years.  
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4.4.3 The Association will understand this demographic better by completing a number of projects over 

the course of this Business Plan including tenant satisfaction surveys, housing option interviews, 
and annual tenant visits, using this intelligence to shape delivery of more focused services to this 
age cohort  
 

4.4.4 WDHA benefits from a significant percentage of its tenants paying their rent directly to the 
Association. The number of tenants in receipt of housing benefit, whilst still above 50%, is 
significantly lower than many of our peers. The work of the Association since 2012 to promote 
tenants paying through direct debit has cemented a positive payment culture amongst our 
customers, which is reflected in our low rent arrears figures. 

 
 
4.5 Asset Management 

 
4.5.1 In the past four decades the Association has built up a stock of almost 1,000 homes. Table 2 

below shows how the organisation has grown over time. It shows the Association’s stock is a 
combination of pre 1919 refurbished tenement properties (23%); new build stock (65%) and 
refurbished stock transfer properties (10%). Of the new build stock some 71% (447 units) has 
been built within the past 20 years. 

 
 Table 2 WDHA Stock Growth 1978 - 2017 
  

Decade Refurbished New build Stock Tr’sfer Buy 
backs 

Total 

1978/87 163    163  (17%) 

1988/97 65 178 101 2 346  (36%) 

1998/07 8 358  2 368  (38%) 

2008/17  89  9 98    (10%) 

Total 236 (24%) 625 (65%) 101 (10%) 13  (1%) 975 

 
4.5.2 The housing stock built and maintained by the association is both its major asset, providing good 

quality homes for those on low incomes, and its major liability as property that needs to be 
maintained to a high standard over the long term. To meet this challenge it is critical a strategic 
approach is brought to asset management.  

 
4.5.3 Asset Management Policy 
 
4.5.3.1 The foundation for a sound asset management strategy is a good quality stock condition survey. 

The last survey was completed in 2014/15 and covered a representative sample of 20% of the 
Associations stock. This confirmed the Association needed to spend £21.6m on its stock over the 
following 30 years which is equivalent to £738 per unit per annum based on the stock at 31 March 
2017 of 975 units. 

 
4.5.3.2 In order to ensure the stock condition data is maintained up to date a new survey is conducted 

every three years with one due to be carried out in the course of 2017/18. This will cover a 
representative sample of 30% of the Associations stock and will cover all the applicable criteria of 
the Scottish Housing Quality Standard (SHQS) and the Energy Efficiency Standard for Social 
Housing (EESSH). 
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4.5.3.3 The data from the stock condition survey is incorporated into a planned programme of spend over 
a thirty-year period based on the component replacement cycles contained in the Association’s 
Asset Management Strategy, which reflects industry standard assumptions. This is then 
incorporated into the thirty-year financial model for the Association to ensure that the plan is 
affordable over the long term. 

 
4.5.4 Stock Condition 
 
4.5.4.1 In relation to the SHQS 850 units (87%) of the Association’s stock meets the current standard. 

The homes that fail the standard (125) all fail for the same reason which is the lack of 1 cubic 
metre storage space.  The kitchens are simply not big enough to achieve this. As it would mean 
rebuilding the kitchens to achieve this the Association regards these properties as exempt. This 
was reported to the Board and the Regulator in May 2016. 

 
4.5.4.2 Turning to the EESSH standard, currently 920 homes meet the standard with 55 failing it. The 

failures all relate to the need for heating system upgrades. All this work has been programmed and 
budgeted to ensure 100% compliance; to be evidenced by current EPC’s by March 2020.  

 
4.5.4.3 Graph 1 below provides a picture of the Associations investment in its stock over the past 5 years 

and projected spend over the next 5 years.  
  

Graph 1 Planned Maintenance Spend 5 Years 2012-17 and 5 Years 2017-22 
 

 
  
4.5.4.4 Graph 1 indicates the actual spend is somewhat lower than the stock condition survey average of 

£700k. This reflects that fact that higher levels of expenditure are due to occur in later years of the 
plan as major components become due for replacement, e.g. roofs and windows as illustrated in 
Graph 2 below. The significant annual swings in expenditure shown in Graph 1 reflect the changing 
investment profile required by the stock condition survey. Once the new Stock Condition Survey 
information has been reviewed efforts will be made to smooth the programme over the coming 5 
years as part of a revised Asset Management Plan. 
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4.5.4.5 Graph 2 below shows the profile of planned maintenance spend over the coming 30 years based 
on the 2014/15 stock condition survey. It indicates a broad increase in expenditure in the second 
half of the period with some very substantial peaks as major components become due for 
replacement. As the Association gets closer to these peaks action will be taken to smooth the cash 
requirement in individual years. 

  
 Graph 2 Planned Maintenance Spend 2017-2046

 
 
4.5.4.6 In the course of 2016/17 the Association carried out 2,492 response repairs to its stock, an average 

of 2.56 repairs per unit per annum. This is lower than the Scottish average for 2016/17, which was 
3.92 repairs per unit per annum.  

 
4.5.4.7 In addition to standard maintenance each year the Association undertakes a number of medical 

adaptations, funded through grant received from the Scottish Government. HAG funding for medical 
adaptations for 2016/17 was over £86,000. 

 
4.5.4.8 Overall the condition of the Association’s stock is good. In part this is a result of the large proportion 

of the stock, which is new build (65%) together with an effective response and planned maintenance 
programme. The 2014/15 stock condition survey results confirm this with a relatively low average 
cost per unit per annum of c£740 for planned maintenance. The relatively low number of repairs 
combined with the high level of satisfaction with the repairs service provides other, indirect evidence 
of the good condition of the stock. 

 
4.5.5 Procurement 
 
4.5.5.1 The Association has a Procurement policy, which is currently under review. In compliance with 

procurement policy and legislation the Association places its contracts on the Public Contract 
Scotland website.  

 
4.5.5.2 Reactive, void and cyclical maintenance works of around £500k per annum are procured through 

a Framework of mainly locally based contractors thus supporting our community. This framework 
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was competitively procured in 2014 in line with the current Maintenance Policy and Procedure and 
will be replaced by a newly procured framework by 31 March 2018. An annual review of contractors 
is carried out and reported to Board to ensure quality and value for money is maintained.  

 
4.5.5.3 Procurement of our Planned and Cyclical contracts is carried out through the Public Contract 

Scotland website in line with Scottish Public Procurement legislation. Gas servicing and repair work 
is delivered through a single contractor to ensure the Association obtains best value, good quality 
and certainty in terms of gas safety. 

 
4.5.5.4 Reactive repairs are delivered through a repair appointment service to enable tenants to choose 

convenient times for repairs to be completed. The Association also has two directly employed Minor 
Repairs Operatives undertaking a range of smaller repairs and landscaping works. This service will 
be reviewed in 2018/19 as part of the drive to continue to improve value for money across the 
organisation. 

 
4.5.5.5 Where the Association has a recurring contract such as our Electrical Consumer Unit Replacements, 

which were due in consecutive years 2015/16 and 2016/17 we combine these as a 2-year contract 
to achieve best value for money. This resulted in a saving of over £49,000 against our initial 
budgeted figures for those years. 

 
4.5.6 Development (Main Street) 
 
4.5.6.1 The Association has previously developed substantial numbers of homes in the Wishaw area. 

The Main Street site is an opportunity to contribute more however the Board is clear this must not 
be at the risk of the wider viability of the Association. Concerns about the site have been allayed 
by due diligence work in June 2017 which indicated it had all the characteristics of a typical 
brownfield site, no better or worse than many other brownfield sites which have been developed 
successfully. As a result the Board has now commissioned a full feasibility assessment, which is 
expected to be complete around the end of the 2017 calendar year. 

 
4.5.6.2 Currently the Association is working with the Scottish Government, which is very supportive of the 

proposal, to take forward the development of Main Street. In August 2017 an updated submission 
to North Lanarkshire Council (NLC) resulted in confirmation of the retention of 38 units for Main 
Street in the Strategic Housing Investment Plan (SHIP). The Council has indicated they are keen 
to support the development and going forward the Association will ensure it keeps both the 
Government and the Council informed of progress. 

 
4.5.6.3 The Association will ensure lenders and the Regulator are also kept fully informed of the 

Association’s plans in relation to Main Street and the evolution of the Business Plan as the costs 
associated with the project become firmer. The project will require loan finance of the order of £1.5 
- £2m. This will only be possible if lenders are content the scheme is viable and sits within a robust 
business plan for the wider business of the Association. 

 
 
 
 
 
 
 
4.6 Stakeholders  
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4.6.1 WDHA operates within a reasonably narrow geographical area, none-the-less it has to engage 

with a number of local, regional and national bodies in the public, private and third sector to 
achieve its vision and deliver its objectives. The following is a summary of how we work with 
some of our most important partners. 

 
4.6.2 The Association recognises residents as one of its key stakeholders and looks to encourage and 

support their engagement with the Association. The Resident Involvement Team is the 
Associations tenant scrutiny body. Made up of local residents and service users, the group is 
supported by the Tenant Information Service. It reviews, comments and scrutinises the activities 
and service delivery of the Association. In 2017 we recruited additional people to the team, which 
is about to commence a new programme of scrutiny. 

 
4.6.3 The Association works in close partnership with the Scottish Government and North Lanarkshire 

Council and has secured support and funding for new developments and stage three adaptations. 
We participate in a number of local RSL and LA forums within North Lanarkshire to, share 
information, improve partnership working and deliver improved access and better housing 
services throughout the region. The Association has also worked with the Council in relation to 
Section 5 Referrals through their tenancy support workers. 

 
4.6.4  The Association continues to work with Motherwell and Wishaw Citizens Advice Bureau and four 

other local housing associations on a big lottery funded project, Advice for Tenants and Residents 
(AFTAR), which has secured over £675k of income for residents of the North Lanarkshire area via 
its debt and welfare advice service. It has also provided specialist advice on energy saving and IT 
skills. The Association also works in partnership with a range of other voluntary organisations 
including Basics Food Bank, St Vincent De Paul, St Patrick’s Furniture Initiative, and Barnardo’s 
of Scotland 

 
4.6.5 WDHA is an active member of the Lanarkshire Voluntary Housing Forum, which is a valuable 

networking and learning hub for the organisation. 
 
4.6.6 In the last 3 years WDHA has provided 8 job placements for local young people through 

Community Jobs Scotland and assisted the Department of Work and Pensions with a number of 
4-6 week work placements.  

 
4.6.7 The Scottish Housing Regulator and lenders have always been key stakeholders of the 

Association but in the current circumstances of High Engagement our relationship with them has 
taken on an even greater importance. Throughout the process of engagement the Association 
has maintained regular contact with both. This close engagement will continue into the future 
especially given the proposed development of Main Street. 

 
4.7 Our Performance – Benchmarking 
 
4.7.1 WDHA reviews its performance using SHR published statistics and two benchmarking groups. 

The Scottish Housing Network is the largest housing benchmarking and practice exchange 
organisation in Scotland with over 120 Local Authorities and Registered Social Landlords (RSLs) 
as members, and the Quality Efficiency Forum, which comprises thirty members drawn from 
throughout the RSL sector in Scotland. The following section considers the performance of the 
Association benchmarked against both peer groups and Scottish housing associations generally 
as summarized in Table 3 below. (Some of the benchmark data is not yet available.) 
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Table 3 WDHA ARC Performance against benchmark 

 
 
4.7.2 Table 3 contains all 13 of the ARC performance indicators (shown in bold) that have to be 

published each year together with some additional ones. The performance of WDHA in the 
current year is colour coded with red indicating performance below that of our benchmark groups; 
amber indicating either below the performance of our benchmark or lack of progress year on year. 
Green is where performance is ahead of benchmarked groups and improvement over previous 
year. 

 

                                                        
1 The 13 indicators that have to be published each year are: 1,3,6,7,11,12,13,14,16,19,30,34,35. 
 
 

 No WDHA SHN Peer 
Group 
Average 

QEF Scottish 
Average 

Indicator  2016/17 2015/16 2015/16 2016/17 2015/16 

Satisfied with overall service 11 94.0% 90.0% 90.9%  89.0% 

Satisfied with keeping tenants 
informed 

3 97.0% 92.1% 94.6%  90.6% 

Satisfied with opportunity to 
participate 

6 93.0% 69.0% 85.6%  81.3% 

Stock meeting SHQS 7 87.18% 87.23% 97.7% 92.2% 92.8% 

Satisfied with home when moved in 9 77.78% 94.4% 89.5%  86.0% 

Satisfied with quality of home 10 85% 86.9% 87.5%  85.4% 

Average time to complete emergency 
repair (hours) 

11 0.92 hrs 0.9 hrs 2.1 hrs 2.52 hrs 5.1 hrs 

Average time to complete non-
emergency repairs (days) 

12 2.48 days 2.8 days 4.2 days 4.17 days 7.5 days 

Right first time 13 99.61% 99.1% 94.5% 93.8% 91.3% 

% of repairs appointments kept 14 99.58% 100% 97.4%  94.4% 

% of in time gas safety certificates 15 100% 99.9% 99.8% 99.9% 99.8% 

% satisfied with repairs service 16  96.0% 90.5% 91.8%  89.9% 

% satisfied with n’bourhood 
management 

17 96.0% 84.7% 89.8%  86.0% 

% tenancy offers refused 18 27.1% 31% 28.1%   

% ASB cases d/w within local 
timescale  

19 100% 97.4% 91.5%  86.6% 

% new tenancies sustained >12 months 20 90.29% 90.28% 92.6% 90.9% 88.8% 

% stock become vacant 21 7.2% 6.8% 7.1%  8.6% 

% represents value for money 29 74.0% 80.8% 72.6%  79.0% 

Rent collected as % of total rent due 30 101% 100.02% 100.2% 99.94% 99.5% 

Gross rent arrears as % of rent due 31 2.28% 2.28% 3.6% 3.84% 5.3% 

Rent lost to void as % of rent due  34 0.1% 0.09% 0.2% 0.51% 1.0% 

Average time to relet properties in 
days 

35 5.81 days 5 days 11.9 days 16.9 days 35.4 days 
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4.7.3 At a macro level using the Red, Amber, Green (RAG) analysis we can see that of the 13 key 
performance indicators 9 are green, 3 are amber and 1 is red. The red indicator 7 relates to stock 
meeting the SHQS and is significantly below that of many of our peers. This is slightly misleading 
in that the properties which do not meet the standard are structurally incapable of meeting it at 
what would be a sensible level of investment. When these units are removed from the results all 
the properties capable of achieving the SHQS do so.  

 
4.7.4 Of the 3 other published indicators that are amber it is worth making the following points: 

1. Indicator 11 - average time taken to complete emergency repairs. This is red because it is 
0.02 worse than the Association’s performance in the previous year. It should be noted 
this is still 1.2 hours better than the Association’s peer group average; 

2. Indicator 14 - % or repairs appointments kept. Whilst this is worse than the 100% 
performance in the previous year, at 99.58% it is 2.18% better than our peer group 
average. 

3. Indicator 35 – average time to relet properties in days. Whilst worse than the previous 
year at 5.81 days it is virtually half the time of our peer group average. 
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5.0  What we Want to Do - Strategic and Operational Objectives 
 
5.1 Context  
 
5.1.1 Whilst WDHA provides good quality services, appreciated by its tenants and has a robust financial 

base it remains in High Engagement with the Social Housing Regulator. This sets the context of 
much of what it has to do in the first half of the current plan.  

 
5.1.2  Real progress has been made in the course of 2017/18 in relation to strengthening governance 

and financial management, risk management and agreeing a strategy for Main Street. Specifically 
the following elements of progress have been achieved. 

 
5.1.3  Governance has been strengthened by: 

1. Governance Action Plan – put in place to enable the board to track a series of 
required improvements; 

2. First Stage Board Recruitment – 5 new potential board members identified; 
3. Board Training Programme – put in place for all board members and tailored 

governance training for individual members; 
 
5.1.4 Financial Management has been strengthened. This builds on progress that was started in 

2016/17 with that year delivering an increase in operating margin from 12% in year ended 31 
March 2016 to 24% in year ended 31 March 2017; an increase in Surplus for the Year from £158k 
in 2016 to £1.632m in 2017 and an increase in cash to year end 2017 of over £600k. In addition 
to this the Association has: 

1. 30-Year Financial Model – has been created enabling long-term assessment of 
investment programmes including new development; 

2. Strengthened Audit and Risk Committee – with new terms of reference and a 
clearer oversight role in relation to risk; 

3. Review of Finance Regulations – in progress to strengthen the control 
environment; 

4. Borrowing rationalisation – bringing a number of loans with differing terms 
together.  

 
5.1.5 Risk Management is in the process of being reviewed and a report on this is set to go to the 

Audit and Risk Committee later in the year.  In addition: 
1. Main Street Risk Map Produced – to enable the specific risks associated with 

this project to be managed. 
 
5.1.6   Main Street has been addressed by: 

1. Review of Acquisition – completed with comprehensive review of errors made 
and lessons learned; 

2. Financial Options Appraisal – confirming ability of Association to develop site if 
agreed; 

3. Site Due Diligence Review – confirming development potential; 
4. Development  Feasibility Assessment – professional team procured to carry 

out assessment; 
5. Development Expertise – procurement of development manager. 
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5.1.7 Whilst real progress has been made more needs to be done to strengthen and embed 
improvements if the Association is to secure movement out of High Engagement. The 
Governance Action Plan provides a tool for the Board to monitor progress on a range of fronts. 
The actions it contains will be a key focus for the remainder of 2017/18 and the early part of 
2018/19. These should help to ensure the organisation, its governance and its financial control 
environment is fit for purpose.   

 
5.1.8 The focus on strengthening governance and financial management must not however be at the 

expense of the day-to-day business of delivering good quality housing management and 
maintenance services to the Association’s customers. This is subject to the twin focus of 
continuous improvement and value for money. 

 
5.1.9 The following tables set out the 6 Key Strategic Objectives required to take forward the 

Association’s strategy to become “…the ‘go to’ social landlord for customers and partners in 
Wishaw…”  These Strategic Objectives address the issues around High Engagement and the 
wider issues of service delivery.  

 
5.1.10 Lead responsibility has been allocated to a member of the senior management team for each of 

the Strategic Objectives. The key for this is as follows: CEO = Chief Executive Officer; HM = 
Housing Manager; MAM = Maintenance and Asset Manager; DM = Developments Manager; FM = 
Finance Manager. The Strategic Objectives are supplemented by a number of Operational 
Objectives, which provide the starting point for the Annual Operational Plan shaping the individual 
work programmes of staff going forward.  
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Strategic Objective 1: Controlling our Destiny 

Strategic Objective Operational Objectives 

Lead Responsibility - CEO Year 1 – 2017/18  Year 2 – 2018/19 Year 3 – 2019/20 

Whilst it remains in High Engagement the 
Association is not fully in control of its 
future and cannot be sure to achieve its 
vision of being the “go to” social landlord in 
Wishaw. 
 
Its first strategic objective is therefore to 
secure a move out of High to Medium 
Engagement by September 2018. To get 
there it must achieve a number of 
Operational Objectives to address the 
concerns of the regulator. 
 

• Annual Board Calendar In Place by 
October 2017 

• Review Board Skill Mix – October 
2017 

• Recruit a strong and sustainable 
Board with the appropriate mix of 
skills by March 2018 

• Board Induction completed for all 
new board members by March 2018 

• Board Training Programme 
Completed 75% of Board 
members by March 2018 

• Complete Governance Action Plan 
by March 2018. 

• Governance Review Approved by 
Board – by October 2017 

• 2017/18 Business Plan – in place 
by end September 2017 

• AGM Held Successfully Robust 

plan for 19 September 2017 

• Independent Board 
Effectiveness review – by end 
June 2018  

• Three Year Training 
Programme for Board in place 
by April 2018 

• Independent Review of 
Governance Review by 
November 2018 

• Independent Review of Quality 
of Reporting to Board by 
September 2018 
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Strategic Objective 2: Delighting Customers 

Lead Responsibility - HM Year 1 – 2017/18 Year 2 – 2018/19 Year 3 – 2019/20 

The Association wishes to maintain and 
improve upon the high quality of service it 
provides to and level of satisfaction it 
achieves for its customers. 
 
Its second strategic objective is to maintain 
and improve its top quartile performance in 
relation to benchmarked service delivery 
and tenant satisfaction. 

• Review Customer Satisfaction 
Survey by March 2018 

• Agree Annual Scrutiny Programme 
with Resident Involvement Team by 
March 2018 

• Investigate Customer Service 
Excellence Accreditation by March 
2018 

• Increase number of Upper Quartile 
KPI’s by March 2018 

• Establish Policy Review Timetable 
by October 2017  

• 2016/17 ARC Return Improvements 
Verification by February 2017 
 

• Customer Satisfaction Action 
Plan to be put in place by June 
2018 

• Base AFTAR service at WDHA 
Office by July 2018 

• Improve Top Quartile ARC score 
end March 2019 

• Review AFTAR Funding options to 
maintain service by June 18 

•  Introduce rolling quarterly 
customer satisfaction surveys by 
September 2018  

• Draft and Consult on Community 
Regeneration Strategy by March 
2019 

• Review Appointment of Welfare 
Reform Housing Officer by June 
2018 

• Move KPI’s on complaints 
handling, lets and tenancy 
sustainment for homeless out of 
bottom quartile performance - by 
March 2018 
 

• All KPI’s in Top Quartile 
ARC score end March 
2020 

• Alternative to AFTAR 
Identified by April 2019 

• Independent Tenant 
Satisfaction Survey 
Including Owner 
Occupiers completed by 
March 2020  

• Implement Community 
Regeneration Strategy 
by end July 2020  

• Secure Customer 
Service Excellence 
Accreditation by March 
2019  
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Strategic Objective 3: Providing Good Quality Homes 

Lead Responsibility - DM  Year 1 – 2017/18 Year 2 – 2018/19 Year 3 – 2019/20 

The Association has a history of 
providing good quality homes but has 
built nothing in the past 6 years.  
 
In order to meet our existing customer 
needs and attract new customers within 
the area our third strategic objective will 
be to develop our Main Street site into 
high quality modern homes in the heart 
of our Wishaw district. 
 
 

• Appoint Feasibility Consultants by end 
August 2017 

• Appoint Development Expertise by 
end September 2017 

• Review Revised Risk Map by end 
November 2017  

• Complete Scheme Feasibility 
Assessment by January 2018 

• Establish Project Governance 
Framework by October 2017 

• Agree Forward Plan for Main Street by 
March 2018 
 

• Procure Design Team & 
Contractor by April 2019 

• Design Brief Confirmed by April 
2019 

• Start on Site June 2019  
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Strategic Objective 4: Maintaining Good Quality Homes 

Lead Responsibility - MAM Year 1 – 2017/18 Year 2 – 2018/19 Year 3 – 2019/20 

The Association understands the 
importance that repairs and 
maintenance has in ensuring our 
customers are delighted with their 
homes and help us to build a 
sustainable future. 
 
Its fourth strategic objective is to 
ensure a comprehensive Strategic 
Asset Management Plan is in place 
which secures the benchmarked 
performance of the repairs service 
KPI’s are in the top quartile of our 
peer group results and our stock 
remains compliant with SHQS and 
achieves EESSH before March 2020. 

• Stock Condition Survey to be 

completed by end March 2018. 

• Reviewing Framework of 

Approved Contractors by end 

March 2018. 

• Review Tenant Satisfaction 

Survey Results by end of March 

2018. 

• Procurement Policy to be in place 

before end March 2018. 

• Review and Enhance QPR on 

Asset Management Spend by 

March 2018 

 

• Review Out of Hours Service by end 

April 2019  

• Redraft Planned Maintenance 

Spend by September 2018. 

• Review MRO Service for VFM by end 

of June 2018.  

• Put in Place Action Plan to Improve 

Tenant Satisfaction with Home by 

end June 2018.  

• Upgrade Strategic Asset 

Management Plan by end May 2018. 

• Validation of all 2017/18 Charter 

Indicators to be completed by May 

2018 

 

• Ensure All Properties 

meet EESSH by March 

2020 
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Strategic Objective 5: Funding our Future 

Lead Responsibility - FM Year 1 – 2017/18 Year 2 – 2018/19 Year 3 – 2019/20 

The Association has achieved 
significant improvements in its 
financial performance over the past 
12-18 months.  
 
Its fifth strategic objective is to 
ensure that the challenge of 
development does not undermine 
the financial resilience of the 
organisation or its progress in 
improving value for money. 
 
 
 
 
 
 

• Update the Financial Model In light of 
Main Street Feasibility and revised 
Asset Management Strategy by end 
March 2018. 

• Establish VFM Action Plan by end March 
2018. 

• New Risk Management Framework - 
Approved by Audit and Risk by end 
November 2017 

• Finance Regulations and Procedures – 
approved by Audit and Risk February 2018 

 

• Update Financial Model in light of 
Main Street Detailed Design Brief 
and Rent Strategy by June 2018.  

• Carry out Value for Money Review 
by end September 2018. 

• Update Financial Model with Main 
Street Cost Plan – by March 2019 

• Private Finance – need to secure 
agreement to funding by March 
2019. 
 

• Confirmed Private Funding 
for Main Street in Place by 
April 2019 

• Complete VFM Action Plan 
by September 2019. 
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Strategic Objective 6: Team One 

Lead Responsibility - CEO Year 1 – 2017/18  Year 2 – 2018/19 Year 3 – 2019/20 

Outcome 1: 
The Association recognises the vital role 
people play in maintaining a high quality 
service. Recruitment and retention of the 
best staff is critical to future success. 
 
Its sixth strategic objective is to establish 
a strong team spirit across the whole of 
the organisation focused on high quality 
customer service. 
 

 

• Review AJ Report on Management 
Costs by end September 2017 

• Agree Recruitment and Retention 
Strategy by December 2017  

• Organise Board/SMT/Staff Team 
Building event - by March 2018.  

• Develop Staff Training Plan by March 
2018 

• Collate Existing HR policies into 
Staff Handbook – by March 2018  

• Secure Independent Staff 
Satisfaction Survey – in March 2018 

• Review Process of CEO Annual 
Appraisal by March 2018 
 

 

• Consider Modern 
Apprenticeships by March 
2019. 

• Review Staff Satisfaction 
Survey Results by March 
2019. 

• Investor In People - Secure 
Silver Award by January 2019 
 
 

 

• Modern Apprenticeships - 
If appropriate implement by 
April 2019 
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