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1. Introduction 

NGHA has a comprehensive 3 year Business Plan in place for 2016 to 2019. The Plan sets 

out our strategy and objectives and describes our stock and investment programme, our 3 

year activities and priorities, a strategic risk assessment, and detailed financial plans.   

The Business Plan remains current. However, the Plan is subject to annual update, to review 

priorities, annual performance, and financial position as required. The Plan Update highlights 

and takes account of significant changes in our operating environment, new risk issues, etc.  

This 2018/19 Plan Update is briefer than our full 3 year Plan for 2016 to 2019 and should be 

read in conjunction with the fuller Plan document. 

What this Business Plan Update covers: 

 Overview of our vision and governance arrangements 

 Update on operating environment 

 Strategic objectives and strategic planning 

 Review of performance for 2017/18 

 Summary of key priorities for 2018/19 

 Updated analysis of risk, highlighting potential areas of change since last year 

 Financial plans 2018/19 

NGHA Business Plan at a glance 
 

 

 

 

 

 

 

 

 

 

 

 

*includes 11 concierge and 27 in-house maintenance staff 

2017/18  2018/19 

 NGHA social rented properties    2,501 units             2,494 units 

 NGHA properties managed by subsidiary    69 units  69 units 

 Factored properties     1,673 units  1,681 units 

 Projected rental income receivable    £10.7m  £10.85m 

 Average 3 apartment weekly rent    £79.06   £81.35 

 New-build completions               0   83 units 

 Total private loan funding       £38.5m  £37.7m 

 Borrowing for year       £nil   £nil 

 Loan repayments       £746k   £736k 

 NGHA staff (full time equivalent)              81       101* 
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2. Our Vision, Values and Governance Arrangements 

 

Constitution  

Established in 1989, New Gorbals Housing Association (NGHA) is: 

o constituted as a not-for profit Community Benefit Organisation, registered with 

the Financial Conduct Authority, with written Rules governing how we operate 

o a Registered Social Landlord regulated by the Scottish Housing Regulator  

o a Scottish Charity registered with the Office of the Scottish Charities Regulator 

Membership of the Association costs £1 and is open to people living in our area of operation 

who can then attend and vote at general meetings, seek election to the Management 

Committee, and vote in the election of Committee members.  

 

Our vision and values 

 

The Management Committee set out its vision in the 2016/19 Business Plan, and this 

remains current: 

 

To provide the highest possible quality housing, environment and services to all of 

our customers 

To maximise our contribution to the overall regeneration of the Gorbals, addressing 

wherever possible the needs of those in the community who are disadvantaged 

 

In delivering this vision and in every aspect of our business our core values will guide our 

behaviour:  

 we will be representative of and accountable to the local community 

 we will be open and accessible  

 we will be fair and equitable, treating every individual with courtesy and respect 

 we will be innovative and creative, and work in partnership with others, to 

achieve the best possible outcomes 

 We will be customer-focused in delivering our services, providing the best quality 

possible for our tenants 

 we will found upon the strengths and potential of the Gorbals community in our  

approach to community engagement and development work 

   

Management Committee and Governance Structures 

The voluntary Management Committee is the Association’s governing body, with control over 

key decisions and strategic direction. All Committee members are Gorbals residents, as has 

been the case throughout our 29 year history. Our Rules permit a Management Committee 

of up to 18 members – 15 elected by the membership; and up to 3 who can be appointed 

directly by the Committee, if deemed beneficial (e.g. to broaden skills and experience). 
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Our Office Bearers - Chair, Vice-Chair, and Secretary - are elected annually by the 

Committee. Our current Office Bearers, elected in September 2017, are: 

Chair:   Linda Malone 

Vice-Chair:  Kirsten Adams-McKenzie 

Secretary:  Jean Miller 

The Management Committee has established 6 x sub-committees to which it delegates 

certain responsibilities. The Association also has one wholly-owned subsidiary company.  
 

New Gorbals HA - Committee Structure 

       

Currently we have 12 Committee members, all of whom contribute to the work of the Sub-

Committees. In addition, our Wider Action Sub-Committee has two co-opted community 

members.  

 

Subsidiary Company New Gorbals Property Management Ltd (NGPM) 

Our wholly owned subsidiary company NGPM began trading early in 2016.  NGPM leases 

and manages 69 properties from the Association which are let on a “mid-market rent” basis.  

The board of NGPM currently comprises three NGHA Management Committee members 

and 1 NGHA senior staff member.  

 

NGPM operates via a formal Intragroup Agreement and Service Level Agreement with 

NGHA. The Association has constitutional and strategic control, including powers to set 

group objectives, approve NGPM business plan, and appoint NGPM board members. 

 

Committee Training and Development 

The Association has a Committee Member Induction Policy in place and Committee member 

appraisal reviews were introduced in 2015, led by the Association’s chair with support from 

an independent consultant, with the third round completed in summer 2018. The review 

process provides an opportunity for committee members to consider the role and 

effectiveness of the Management Committee as well as their own contribution and training 

requirements and preferences. The process provides valuable feedback from members and 

helps ensure that the Committee has a strong blend of skills and experience.  

 

Management 
Committee

Development
Finance and 

Admin

Property Services 
(Housing  

Management)

Property Services 
(Maintenance)

Wider Action

Audit Sub-
Committee

New Gorbals 
Property 

Management Ltd
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The review process informs our Committee Development Plan, which will include a 

programme of in-house and external training sessions for committee members, taking 

account of 2018/19 business plan priorities plus preferences and feedback from the latest 

round of committee member reviews.  

 

Role and Remit of Management Committee and Sub-Committees 

Updated sub-committee remits were approved in 2017, with a new remit for Management 

Committee approved earlier this year. This highlights the core functions of the Committee as: 

 Ensure that the Association is well governed 

 Set the Association’s values and strategic objectives 

 Develop long-term and short-term plans to achieve the Association’s objectives 

 Control the overall operation of the Association in its use of resources, achievement of 

aims and objectives, financial viability, and delivery for tenants and service users 

 Ensure that there are systems for identifying significant risks to the Association, its 

assets and reputation, and that these risks are managed appropriately 

 Set delegations to the Association’s sub committees and senior management, 

incorporating arrangements for assurance and control 

 Ensure that the Association complies with legal obligations and regulatory standards 

 Set group objectives and maintain strategic oversight of the Association’s subsidiary 
 

Servicing and support to the Management Committee will be provided by the Director, or in 

the absence of the Director, by the Depute Director. 

Senior Management Team  

The Management Committee delegates day to day running of the organisation and 

management of the staff to the Director, who is supported by a senior management team: 

 

* includes welfare benefits function 

 

 

 

New Gorbals HA – Senior Staff Structure  

 
 
 

 
 
 
 
 
 
 

Depute 
Director 

Director 

Head of 
Housing * 

***ServciesH

Head of 
Maintenance 

Head of 
Finance 

Head of 
Development 

Development 
Head of 

Corporate Devt. 
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Regulation 

The Association is regulated by the Scottish Housing Regulator (SHR). Since 2012, NGHA 

has been categorised as “low engagement”, indicating the Association is viewed as low risk 

in terms of SHR’s regulatory assessment process. In March 2018, SHR confirmed that the 

Association’s “low engagement” categorisation will continue for 2018/19.  

 

SHR has set Standards of Governance and Financial Management for Registered Social 

Landlords. NGHA has undertaken a review of governance policies and related procedures to 

ensure that our documentation and practice is fully up to date, reflects good practice and 

meets the SHR 2012 Regulatory Standards. We will continue to self-assess against the SHR 

Standards. 

 

SHR also monitors the performance of all Scottish social landlords against Scottish Social 

Housing Charter indicators. The Association submits an Annual Return on Charter to SHR 

and takes account of SHR’s published data and analyses of landlords’ performance against 

Charter indicators, to regularly benchmark our own performance.  
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3. Contextual  Update - External Operating Environment 

Since our Business Plan was drafted in 2016 and there have been significant developments 

that may affect our organisation and the housing association sector generally: 

Political 

Significant political developments last year 

included the UK general election, which resulted 

in no outright majority and arguably 

greater potential for political 

instability; and a new administration 

elected to Glasgow City Council.  

EU exit negotiations continue, and we 

will monitor relevant impacts. The prospect 

of a second independence referendum has 

been alluded to by the Scottish Government, though with no firm proposals, and we will 

monitor for any developments that may have relevance. 

We will also monitor changes to Welfare Reform, including any further relevant powers for 

Scotland, e.g. if Housing Benefit (HB) is devolved, together with the further roll-out of 

Universal Credit in Glasgow. 

 

Economic/Financial 

UK fiscal policy change plus EU exit 

could lead to movement in inflation 

and interest rates, affecting 

borrowing, pension deficit and running 

costs. We will monitor the position and adjust 

our business plan as required. 

Our new-build plans rely on 

suitable levels and timing of grant 

subsidy from Glasgow City Council, and we liaise closely with the Council to 

optimise our grant allocation. We will engage with the Council where changes to Council 

services may impact on the Association.  

Social 

We will review GCC’s latest demographic 

projections and also changes to housing supply 

in our surrounding area. This will assist with 

longer-term planning to ensure our stock 

remains in high demand and continues to 

address need going forward.  

NGHA current new-build plans involve a 

modest element of mixed tenure. We will closely monitor 

market conditions and take other steps as required to mitigate risk as projects move into 

development stage.        

“Brexit" process

2017 UK General Election

More powers devolved to Scotland

New Glasgow City Council 
administration

UK Government Welfare Reform

Changes to inflation and interest rates

Availability/cost of private finance

Pension deficit

Local authority finance

Availability and level of grant subsidy 

Demographic change

Local Housing Market

Impacts of Welfare Reform

Community regeneration funding



9 
 

We will closely monitor the impacts of Welfare Reform cuts upon our tenants and housing 

applicants and for our business finances, and will continue efforts via the work of our welfare 

advice team to maximise local income and benefit uptake. 

The Association also continues to monitor and vigorously pursue all funding and partnership 

opportunities to support efforts to benefit our tenants and local community, and help tackle 

poverty, for example, our recently expanded community breakfast initiative.  

 

Legislative and Regulatory  

Following the tragic fire at 

the Grenfell high-rise block 

in London we took 

immediate action, with expert 

advice, to review fire safety 

procedures and standards to 

ensure a continued robust approach to 

mitigation of fire risk. We will closely 

monitor and take appropriate action on any 

related legislative/regulatory changes e.g. new 

smoke alarm standards 

De-regulation legislation is now in place aimed at reversal of the Office of National Statistics’ 

“public sector” designation for housing associations. The legislation significantly reduces the 

Scottish Housing Regulator’s consent powers (e.g. requirement for consent to stock disposal 

or Rule changes) and dilutes SHR’s intervention powers. The changes to SHR powers come 

into effect in March 2019.The ONS has confirmed that Scottish associations have now been 

re-classified as private sector effective from September. Linked to these changes, SHR has 

recently published a consultation paper on a new Regulatory Framework which it intends to 

introduce in April 2019. NGHA will engage in the consultation process via GWSF.    

The Scottish Government has confirmed its intention to extend Freedom of Information (FOI) 

to housing associations, though the planned introduction date of April 2019 will be delayed, 

with clarification still awaited on the exact functions to be covered by FOI. We will prepare for 

FOI, making any required changes to our existing policies and arrangements.  

We will also implement our new policy, processes and procedures which have been put in 

place for the new General Data Protection Regulations which came into effect in May 2018. 

Environmental 

 

NGHA will seek to maximise 

local uptake and funding for 

the Association from the 

Scottish or UK Government 

environmental/ energy initiatives and 

programmes where applicable. 

Government action on high-rise fire safety 

De-regulation of housing associations 

SHR review of regulatory standards

Freedom of Information

Data protection regulations

Availability of grant for energy efficiency 

2017 Scottish  Govt review of EESSH

GCC "Glasgow Gold Standard" 
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The Association has now attained 100% compliance with the Energy Efficiency Standard for 

Social Housing, and will consider any relevant implications from the Government’s 2017 

review of the Standard, where Government feedback to consultation responses is awaited.  

 

The City Council has introduced a new “Gold Standard” for new-build housing, the most 

significant element of which relates to new energy efficiency requirements under “Gold 

Aspect 1” (Part 6 of Building Regulations).  The Association has co-commissioned research, 

along with other GWSF members, on cost implications of the new Standard, to support a 

case for increased grant funding from GCC.  

4. Strategic Objectives and Strategic Planning 

Our Strategic Objectives 

The 2016/19 Business Plan sets out our strategic vision: 

 To provide the highest quality housing, environment and services to our customers 
 

 To maximise our contribution to overall regeneration of the Gorbals, addressing 

wherever possible the needs of those in the community who are disadvantaged. 

The 3 year Plan also set out 6 strategic objectives for delivering this vision:  

Strategic objectives 

 

 

  

 

 

 

 

 

 

 

 

 

Strategic Planning 

Our annual Business Planning Away Days for Management Committee and senior staff 

provide an opportunity for review of progress against the agreed strategic objectives and for 

adjustment of key priorities and actions.  

Our April 2017 Away Day focused in particular on regeneration - our programme of physical 

redevelopment across the area; and Thriving Places /our role in community regeneration. 

The 2017/18 Business Plan captured the various priorities agreed at the Away Day. 

1.  

Objective 1 

Complete the physical regeneration of the Gorbals 

Objective 2 

Keep rents affordable and support tenants in dealing with welfare cuts and high cost 

of energy 

Objective 3 
Provide high quality, value for money services, and manage our assets effectively 

Objective 4 

Strengthen our engagement and communication with tenants and the wider 
community 

Objective 5 
Make Gorbals a Thriving Place 

Objective 6 

Ensure we are a cost effective and well-managed organisation, achieving high 

standards of governance, financial probity and competence 
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In May 2018 the Away Day discussions were focused in particular on: 

 the realities and actions to mitigate welfare reform;  

 our community regeneration role;  

 internal and external communication – looking at what has been achieved to date 

and the potential to do more.  

Our external facilitator produced a note of key issues discussed and action points which was 

circulated to the Management Committee meeting of 3 September 2018. The various 

priorities identified are incorporated into this 2018/19 Business Plan Update (see section 6).   

Review and Delivery of Priorities 

The Association’s 3 year Business Plan identifies our major priorities and targets for 2016/19 

across our six strategic objectives. The priorities and targets are reviewed and adjusted 

annually, with approval of Management Committee, to take account of changed 

circumstances or timescales, or new issues or opportunities that may emerge, particularly 

from the Association’s annual Management Committee/ management team Business Plan 

Away days.  

 

More detail, beyond the headline priorities, is provided in the supporting Annual Resource 

Plan (see Appendix). This sets out the various tasks, together with lead officer responsibility, 

plus target timescales and outcomes. Some priorities relate to a single financial year where 

others may straddle more than one financial year. 

 

Monitoring progress and performance 

Progress in delivery of the business objectives and annual business plan is monitored and 

reported in a variety of ways, including: 

 quarterly and annual out-turn reports to the Finance Sub-Committee on key financial 

indicators and budget; 

 quarterly and annual out-turn reports to both Property Services Committees on 

progress against relevant Housing Charter indicators and other targets 

 quarterly and annual out-turn reports to the Development Sub-Committee on 

progress with major capital projects and planned expenditure and grant income 

 quarterly reports to the Wider Action Sub-Committee on progress and expenditure 

across a range of projects 

 Annual Business Plan update and reports to Business Plan Away Day 

 Annual report and annual accounts 

 Annual Charter and financial benchmarking reports to Management Committee 

Review of 3 year Business Plan 

Looking ahead, a more comprehensive review of the 3 year business plan is due to take 

place in 2019. The planning process will actively involve and engage the Management 

Committee and staff in various aspects of the Plan, including: 

 review of vision and strategic priorities 

 review of key objectives and priorities 

 analysis of relevant socio-economic and demographic data/micro-data 

 review of performance 
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 Environmental / SWOT analysis 

 Strategic Risk review 

 Financial Review 

We will also endeavour to engage with our tenants, and partner organisations and other 

stakeholder in relation to development of relevant aspects of our Plan. The review process 

will commence early 2019, aiming to have the 3 year Plan finalised by summer 2019. 

 

5. Performance 2017/18  

Highlights 2017/18 

During last financial year, our major priorities set out in the Business Plan Update (some 

straddling several years) included: 

Key Priority 2017/18 Progress   

Cumberland St new-build 
development 

Development is on site and due to complete in late 2018 

New housing and office 
development at Sandifield 

Development is on site and progressing well, and due to 
complete in spring 2019 

Gorbals St regeneration/ place-
making 

We are engaging with GCC and other partners, including 
Citizens and Network Rail, with a funding bid made for 
upgrade of railway arches and surrounding environment 

North Laurieston regeneration Further grant secured to assist with upgrading buy-back 
properties acquired and feasibility study  commissioned 

Procurement Strategy Legal procurement completed. Strategy to be finalised 
2018/19 

Asset Management Strategy Progress made to successfully embed our new in-house 
repair and maintenance services, delivering significant 
cost savings and service improvements  

Communications Strategy Major topic at May 2018 Away Day with progress noted 
across range of activity, with strategy to be progressed 
2018/19 

Tenancy Sustainability Strategy  Major topic at May 2018 Away Day with new budget and 
progress across range of activity, e.g. starter packs and 
welfare advice, with strategy to be progressed 2018/19 

Review of Allocations Policy This major review will be progressed 2018/19 following 
the publication of Scottish Government guidance 

Develop/implement Equalities 
Action Plan and Strategy  

Substantial programme of work and staff training 
completed. Strategy to be approved 2018/19 

Data Protection Regulations New policy, procedures and action plan successfully 
implemented to meet new GDPR requirements 

Complete governance review  Policies, remits and standing orders in place. Desk-top 
governance self-assessment Action Plan to be 
progressed 2018/19. 
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Key Priority 2017/18 Progress   

Review of financial regulations 
and delegations 

This is a follow-on task to completion of remits and 
Standing Orders to be progressed 2018/19 

Rent harmonisation/ review To be progressed as part of 2019 business plan review  

Develop and co-ordinate 
programme of operational policy 
review 

Various housing management operational policies put in 
place/updated in 2017/18 and 2018/19. Programme of 
health and safety related policies identified. Full policy 
programme to be developed 2018/19 

Community Regeneration and 
Thriving Places  

Major topic at the May 2018 Away Day, where progress 
was noted across a wide range of activity. 

Other achievements during 2017/18 

Inevitably, over the year new priority actions emerged and were progressed in response to 

opportunities or challenges not anticipated when the Plan was drafted. These include:   

 Review of sheltered housing due to withdrawal of GCC funding support  

 

 Acquisition of the Coliseum site 

 

 Requirement for intensive management of Riverside district heating contract 

 

 Urgent review of fire safety and action plan implemented following the Grenfell Tower 

disaster 

 

 Successful bids made for new Scottish Government funding - Aspiring Communities 

£200k; Local Resilience £24k 

 

New Gorbals HA Performance against Charter Indicators and Targets for 2017/18 

In addition, Management Committee agreed the undernoted range of targets for 2017/18, 

mainly relating to Social Housing Charter indicators, with 2017/18 out-turn as follows:  

Performance indicator Performance            
16/17 

Target 17/18 Performance 
17/18 

RENTAL INCOME AND ARREARS 

Non-technical current tenant 
arrears 

3.6% 3.5% 3.6% 

Gross arrears (incl. former 
tenants) 

5.8% 5.6% 5.1% 

Total former tenant arrears £223k £218k £162k 

Annual rent loss due to void 0.26% 0.25% 0.29% 

LETTINGS AND TENANCIES 

Lettable stock vacancies 
(turnover) 

7.7% 8% 7.3% 
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Performance indicator Performance            
16/17 

Target 17/18 Performance 
17/18 

Average re-let timescale 14 days 12 days 15.6 days 

Lettings to homeless referrals 

as % of total lets 

50 

(30%) 

61 

(35%) 

50 

(29%) 

Tenancy offers refused 23% 20% 26% 

Tenancies sustained >  one year 93% 95% 95% 

Anti-social cases resolved in 
target timescale 

Total cases reported 

100% 
 

38 cases 

100% 

N/A 

100% 

19 cases 

REPAIRS  

Emergency repairs timescale 1.8hours 4 hours 1.6 hours 

Non-emergency repairs timescale 5 days Urgent 3 days 

Routine 10 days 

4.4 days 

Repairs competed right first time 98% 98% 98.9% 

Average repair cost per unit  £560 £490 £582 

Annual day to day repairs spend £1.41m £1.3m £1.299m 

MAINTENANCE 

Stock meeting SHQS 

SHQS compliance excluding 
exemptions  

90% 

100% 

90% 

100% 

90% 

100% 

Stock meeting National Home 
Energy Rating scale 

100% 100% 100% 

Gas certificate within anniversary 100% 100% 100% 

Adaptations applications 
completed  

Average timescale to complete  

16 outstanding 

 

15 days 

< 20 outstanding 

 

15 days 

15 
outstanding 
(v total of 90) 

14 days 

DEVELOPMENT 

Grant Planning Target £2.7m £2.8m £3.8m 

MANAGEMENT COSTS 

Average management cost per 
unit 

£1,137 £1,180 £1,069 

COMPLAINTS 
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Performance indicator Performance            
16/17 

Target 17/18 Performance 
17/18 

Complaints received 

% complaints responded to within 
SPSO timescales 

95 

98% 

N/A 

99% 

100 

87% 

  

Benchmarking our 2017/18 Charter Performance  

New Gorbals HA continues to compare well across many indicators when benchmarked 

against the Regulator’s published ARC data for other landlords. The table overleaf compares 

our 2017/18 performance with that of neighbouring associations Govanhill HA and Southside 

HA as well as GHA and the Scottish housing association average, highlighting top 

performance within the group (green) and lowest performance (red): 

Charter Data 2017/18 New 
Gorbals 

GHA Govanhill Southside Scottish 
RSL 
average 

Rental Income and arrears 

Current tenant arrears 
 

3.6% 2.3% 3.3% 3.9% 2.9% 

Gross arrears (current + former 
tenants) 

5.1% 3.6% 4.7% 5.8% 4% 

Annual rent loss due to voids 
 

0.29% 0.39% 1.01% 0.46% 0.63% 

3 apt weekly rent 
 

£79.06 £79.19 £84.70 £89.64 £81.15 

Rent increase 18/19 
 

2.9% 3.2% 2.9% 3.5% 3.2% 

Lettings and Tenancies 

stock vacancies (turnover) 
 

7.3% 8.6% 9.9% 7.7% 8.8% 

Average re-let timescale - days 
 

15.6  14.9  40.2  18.7  27.2  

Lettings to homeless referrals 
as % of total lets 

 
29% 

 
  30% 

 
22% 

 
29% 

 
20% 

Tenancy offers refused 
 

26% 29% 57% 43% 30% 

Tenancies sustained >  1 year 
 

95% 90% 84% 93% 88% 

Evictions per 1000 houses 
 

1.2 4.3 2.6 7.2 3.4 

Anti-social cases resolved in 
target timescale 

Cases reported per 100 houses 

 
100% 

 
0.8 

 
97% 

 
6.7 

 
91% 

 
5 

 
97% 

 
7.2 

 
89% 

 
6.6 

Repair and Maintenance 
Emergency repairs timescale 
 

1.6 
hours 

3.2 
hours 2.2 hours 1.9 hours 3 hours 

Non-emergency timescale - 
days 4.4 days 6.1 days 5.3 days 4.3 days 5.3 days 

Repairs right first time 
 98.9% 95.7% 96.4% 96.4% 92.0% 
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Stock meeting SHQS excluding 
exemptions  100% 98.90% 89.90% 84.80% 95.3% 

Gas certificate by anniversary 
 100% 100% 99.92% 100% 99.87% 

Adaptations applications 
completed  
 
Average completion timescale  

83% 
 

14 days 

96% 
 

19 days 
 

86% 
 

44 days 
 

81% 
 

61 days 
 

83% 
 

56 days 
 

Complaints  
Complaints received per 100 
houses 

4 4.2 2.6 3.8 6 

% responses within SPSO 
timescales 

87% 96% 98% 84% 89% 

Tenant satisfaction 

Overall tenant satisfaction 
 

91.8% 90.7% 90.4% 92.9% 90.8% 

For all but a few indicators (arrears and complaint response timescales) New Gorbals HA 

out-performs the Scottish housing association average, and we are top ranked amongst our 

chosen peer group associations for 14 of the 23 indicators covered in the table. 

For the two areas where we are below the Scottish average arrears and complaint response 

timescale we will take a more in depth look at these over 2018/19 to assess reasons for our 

performance and scope for improvements. 

More detailed benchmarking information will be brought forward to Management Committee 

later in the year once annual accounts for 2017/18 are published. This will cover financial 

performance and also ARC data for the 15 x largest associations in Glasgow, many of whom 

will share a similar operating environment e.g. in terms of poverty levels and stock profile. 

This may enable a more useful like for like comparison. 
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6. Priorities and Targets for 2018/19  

Business Plan Away Day 

At our Away Day in May 2018, two areas in particular were the identified as key priorities for 

2018/19: 

 Tenancy sustainment 
 

 Communication 

These will support and build upon the 2017/18 Away Day focus on community regeneration. 

Under each heading the following priority tasks were identified: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

2. Tenancy  

Tenancy Sustainment – key priorities 

Being well prepared for Universal Credit  

 keep staff and tenants informed  

 promote direct payment of the housing cost element to NGHA 

 ensure tenants can access digital support where needed e.g. via NGHA, 

partners (Glasgow Life, schools etc.) or local volunteer mentors 

Continuing to provide welfare advice 

 target our available resources (the welfare team) to achieve maximum 

positive impact 

 

3. Tenancy  

Communication – key priorities 

Communication Strategy 

 Develop a NGHA communications strategy setting out key priorities and 

messages for NGHA  and identifying diverse communication methods 

Committee/ staff communication 

 Develop our staff /committee communication to build upon improvements 

already put in place  

Go Get Gorbals  

 Develop and promote Go Get Gorbals as the main forum for local 

information and activities 

 expand GGG membership base – both by residents and organisations 
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Other priorities from the 2018 Away Day: discussions at the workshop sessions were 

wide ranging, with suggested priorities for action also covering:  

Tenancy sustainment 

 Research - utilise existing information 
/case studies 

 Help residents access volunteering 
opportunities 

 Measure success – of our tenancy 
sustainment work and wider regeneration 

 Identify potential mentors who have 
benefitted from NGHA services 

 Increase awareness of furniture re-cycling 
initiative 

 Train staff wider staff team confident on 
routes to support vulnerable tenants  

 

Communication 

 Measure impact of communications- 
attendance at events, feedback, etc. 

 Higher profile “badging” v NGHA projects 

 Staff training on use of digital technology  Improve awareness of NGHA role in 
relation to Thriving Places 

 Communication with tenants about UC 
e.g. to promote direct payment 

 Consider more face to face contact –“door 
knocking” - to reach tenants  

 

All of the above Away day priorities and suggestions will be taken forward via an Action 

Plan, with progress reported at the year end. 

 

Other key priorities  

Recommended priorities to be progressed over 2018/19 are set out in detail in the attached 

Resource Plan, by business area. However, the undernoted summary highlights some 

prominent, key priorities: 

 Review of Allocations Policy 
 

 Pensions Review 

 Tenant Engagement Strategy 
 Reconfiguration of IT software 

 Tenant Satisfaction Survey 
 

 Health and Safety Framework, 
Policy and Action Plan 

 North Laurieston/ Gorbals St 
regeneration 

 Procurement Strategy and review 

 Completion of Sandiefield and 
Laurieston new-build projects 

 Governance self-assessment Action 
Plan 
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 Office move 
 

 Equality and Diversity Strategy 

 Laurieston environmental 
improvements 

 Review of estate-based services 
and linkage with other services 

 Comprehensive 5 year investment 
programme 

 Youth employability project 

 Integrated asset management system 
 Mens’ shed project – tackling 

isolation 

Again, progress against these and other priorities will be reported at year end.  

NGHA Targets for 2018/19 – Social Housing Charter and Financial 

In addition to the various priorities outlined above and within the Resource Plan Appendix, 

the Association has a range of targets linked to key Annual Return on Charter (ARC) 

indicators and to our approved annual budget and Grant Planning Target from GCC. 

Proposals on ARC targets were recommended to the Property Services Sub-Committees 

and are set out below together with financial targets flowing from the approved budget: 

 

NGHA Targets 2018/19 

Performance indicator Target 17/18             Performance  
17/18 

Target 18/19 

RENTAL INCOME AND ARREARS 

Non-technical current tenant arrears 3.5% 3.6% 3.4% 

Gross arrears (incl. former tenants) 5.6% 5.1% 4.9% 

Total former tenant arrears £218k £162k £145k 

Annual rent loss due to void 0.25% 0.29% 0.25% 

LETTINGS AND TENANCIES 

Lettable stock vacancies (turnover) 8% 7.3% 6.9% 

Average re-let timescale 12 days 15.6 days 12 days 

Lettings to homeless referrals 

as % of total lets 

61 

(35%) 

50 

(29%) 

76 

Tenancy offers refused 20% 26% 20% 

Tenancies sustained >  one year 95% 95% 95% 
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Performance indicator Target 17/18             Performance  
17/18 

Target 18/19 

Anti-social cases resolved in target 
timescale 

Total cases reported 

 

100% 

N/A 

100% 

19 cases 

100% 

REPAIRS  

Emergency repairs timescale 4 hours 1.6 hours 4 hours 

Non-emergency repairs timescale 3 days urgent 
/10 days routine 

4.4 days 3 days urgent 
/10 days routine 

Repairs competed right first time 98% 98.9% 98% 

Average repair cost per unit  £490 £578 £520 

Annual day to day repairs spend £1.3M £1.46m £1.299m 

MAINTENANCE 

Stock meeting SHQS 

SHQS compliance excluding 
exemptions  

90% 

100% 

90% 

100% 

 

100% 

Stock meeting National Home 
Energy Rating scale 

100% 100% 100% 

Gas certificate within anniversary 100% 100% 100% 

Adaptations applications completed  

 

Average timescale to complete  

< 20 
outstanding 

15 days 

15 
outstanding (v 

total of 90) 

14 days 

< 20 outstanding 

 

DEVELOPMENT 

Grant Planning Target £2.8m £3.8m tbc 

MANAGEMENT COSTS 

Average management cost per unit £1,180 £1,069 £1,200 

COMPLAINTS 

Complaints received 

% complaints responded to within 
SPSO timescales 

N/A 

99% 

100 

87% 

N/A 

95% 

 

Progress against targets will be monitored over the year by the relevant sub-committees and 

end year performance will be reported to Management Committee.  
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7. Strategic Risk Assessment 

Our 3 year Business Plan included a comprehensive review of risk, including identification of 

and controls for our top-scoring 10 strategic risk factors, together with mitigation actions.  

The Association monitors and responds to emerging or changing risks on an ongoing basis. 

We have not currently identified additional strategic risk, but some comments are noted 

below in relation to our Business Plan strategic risk factors, which we will take into account: 

Strategic Risk 
 

Comments 

1. Political/financial uncertainties 
threaten future rental income  

Economic and other impacts of UK exit from 
European Union will be closely monitored 

2.  Loss of rental income due to 
Welfare Reform /housing benefit 
changes 

No change, though the Association is closely 
monitoring the financial impact of Universal 
Credit roll-out in Glasgow 

3. Inability to provide statutory service 
to tenants due to contractor 
liquidation / contract determination 

Residual risk should reduce due to contract 
services including gas safety, having been taken 
in house by NGHA 

4. Failure to comply with loan 
covenants 

No change 

5. Major health and safety or stock 
disaster incident 

 

We reviewed of all aspects of fire safety in light 
of the Grenfell high-rise tragedy, with specialist 
consultancy advice commissioned. Our Health 
and Safety Manger is in post and a Health and 
Safety Framework has been approved. 

6.  Failure to comply with legal 
obligations due to gas servicing 
procedures not being followed 

 

Residual risk should reduce due to our in-house 
gas service. This reduces the number of parties 
involved in delivery, with NGHA fully in control 

7. Employer pension contributions 
continue to increase and have 
negative impact on NGHA finances 

An independent review of our pension 
arrangements has been commissioned, with a 
report considered by Finance Sub-Committee. 
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8. Repairs and replacement/elemental 
costs increase above levels allowed 
for in Business Plan 

Residual risk should reduce due to in-house 
services yielding cost savings for the Business 
Plan. Changes in our approach to element 
replacement should also generate cost savings 
going forward  

9. Committee and staff lack capacity to 
deliver NGHA's strategy and 
operational targets and standards 

No change 

10. Development Contractor 
Liquidation 

No change in respect of capital projects 

 

 

A comprehensive review of strategic risk is planned for 2019 involving Management 

Committee and senior officers, as part of our 3 year Business Plan review, leading to 

production of a fully updated Risk Management Strategy and strategic risk register. 

 

 

8. Financial Plans  

Financial Assumptions 

Our key financial assumptions reflected in our 2018/19 Plan Update are as follows:  

Area Assumption 

Rental increase 0% above inflation year 1 (18/19) 
+1% above inflation year 2 (19/20) 
+0.5% above inflation from year 3 

Inflation rate 0% year 1 (18/19) 
1.5% year 2 (19/20) 
2% from year 3 

LIBOR rate  0.6% year 1 (18/19) 
1% year 2 (19/20) 
2% year3 
3% year 4 
4% year 5 
5% from year 6 

Void rent loss 1% from year 1 (18/19) 

Bad debts 1.5% years 1 and 2 (18/19,19/20) 
1% from year 3 

Savings interest rate 0.5% year 1 (18/19) 
1% from year 2 (19/20) 

 

Rental income 

For 2018/19 the Association has applied a rental increase of 2.9% following a 

consultation exercise with our tenants. 

Our projected total income from rents and service charges for 2018/189 is £10.85m 

compared with an out-turn rental income of £10.53m for 2017/18. 

Turnover 
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In all we anticipate total income of £13.37m for 2018/19 (versus £13.82m for 2017/18), 

comprising our rental and service charge income plus: 

 Factoring income      £790k 

 Subsidiary lease charges and gift aid  £334k 

 Grant release     £1.411m 

 Other income     £90k 

For 2018/19 we anticipate receiving grant income of £3.54m in relation to major capital 

projects versus £4.31m received in 2017/18. 

Expenditure 

Projected expenditure for 2018/19 is £10.308m compared with out-turn expenditure of 

£8.93m for 2017/18.  

Major headings within total projected expenditure for 2018/19 include: 

     Projected 18/19   Out-turn 17/18 

 Employee costs    £2.687m    £2.7m  

 Overheads   £1.196m    £1.140m  

 Reactive repairs   £1.299m    £1.457m  

 Planned maintenance   £276k     £728k  

 Services    £736k    £888k  

 Estate costs    £684k     £766k  

 Factoring    £790k     £836k  

 Depreciation   £2.94m    £2.97m  

 Loan interest payments  £1.455m    £1.391m  

. 

Capital expenditure funded via grants and loan finance 

Projected capital expenditure for 2018/19 on major projects including Riverside MSFs, 

major repairs, new-build housing and our new office is £16.07m compared with out-turn 

spend of £8.52m for 2017/18. 

Operating Surplus 

For 2018/19 we project an operating surplus of £3.059m versus an out-turn surplus of 

£3.44m for 2017/18.   

Loan Funding 

Our closing loan balance for 2017/18 was £38.49m. Over 2018/19 we anticipate nil 

drawdown from our loan facilities, similar to the position for 17/18. We also plan to repay 

£736k during the year versus £746k for last year, to reduce our loan balance to a 

projected £37.75m at end 2018/19.  

During 2017/18 we were fully compliant with our loan covenants, with no change 

anticipated for 2018/19. 
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The Financial Appendix overleaf provides further information on our assumptions and 

projected Business Plan income and expenditure 

 

 

 

 

 

 

 

 

 

 

Financial Appendix: 5 Year Consolidated Statement of Cash Flow 2018/23 

 2018 2019 2020 2021 2022 2023 

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

       

Total Receipts 12,634.90 11,344.30 11,897.70 12,367.50 12,969.90 13,416.00 

Total Payments -4,578.80 -4,558.80 -4,412.70 -4,373.20 -4,503.90 -4,908.10 

Cash Paid To Employees -2,521.80 -2,687.40 -2,717.80 -2,782.00 -2,840.10 -2,808.90 

Cash flow from Operating Activities 5,534.30 4,098.10 4,767.20 5,212.20 5,625.90 5,699.00 

       

Provisions for tax       

Surplus for the year 5,534.30 4,098.10 4,767.20 5,212.20 5,625.90 5,699.00 

       

Adjustment for investing or financing activities       

Proceeds from sale of tangible assets       

Government grants utilised in the year       

Interest payable       

Interest received       

Corporation Tax       

       

Total Adjustments for invest or financing activities             

       

Net cash generated from operating activities 5,534.30 4,098.10 4,767.20 5,212.20 5,625.90 5,699.00 

       

Cash flow from investing activities       

Purchase of tangible fixed assets -9,325.20 -17,796.00 -7,022.30 -6,046.00 -2,471.70 -3,569.60 

Proceeds from sale of tangible fixed assets 427.1      

Grants received 4,060.10 3,547.20 1,923.00 2,245.00   

Interest Received 76.5 86.1 31.3 54 45.5 42.8 

Total Cash flow from investing activities 

-

4,761.50 

-

14,162.70 

-

5,068.00 

-

3,747.00 -2,426.20 -3,526.80 
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Cash flow from financing activities       

Interest paid -1,450.80 -1,558.40 -1,694.10 -1,905.90 -1,992.20 -2,070.00 

Interest element of finance lease rental payment       

New secured loans   3,672.00    

Repayment of borrowings -726.5 -698.4 -701 -739.4 -743.1 -755 

Loan Working Capital Movements       

Working Capital Loan Drawdown       

Working Capital Loan Repayment       

Capital element of finance lease rental payments       

Withdrawal from deposits       

       

Total Cash flow from financing activities 

-

2,177.30 -2,256.80 1,276.90 

-

2,645.30 -2,735.20 -2,825.00 

 


