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1.

INTRODUCTION

1.1

This Business Plan is our core planning document which sets out our business priorities for the
next three years. It is approved by our Board before the start of each new financial year and
should be read alongside our Rural Stirling Group (RSG) Strategic Plan 2020- 2023. We review and
update this plan annually and this version was approved by our Board in March 2021.
The Purpose of the Business Plan

1.2

This Business Plan aims to ensure that we achieve our strategic objectives and the long- term
financial health and viability of the organisation. The Business Plan is primarily an internal
document. Its purpose is to:
•
•
•
•
•
•
•

help us understand our operating environment and place the work we do in context;
clarify our strategic objectives and priorities and the actions we will take to achieve them;
provide a framework for action and targets to be achieved and communicated to our staff;
demonstrate that we have the required resources to deliver these actions;
help us to identify and mitigate the risks we may face;
provide a framework for monitoring our progress and measuring our success;
provide an overview of our other strategic strategies and plans and show the linkages between
them.

The Business Planning Process
1.3

In developing this business plan we have taken account of the following:
•
•
•
•
•
•
•
•
•
•
•
•

1.4

our annual Business Planning cycle approved and adopted in April 2018;
the requirements of the Scottish Housing Regulator’s (SHR) Recommended Practice for
Business Planning (RPBP) of December 2015 and SHR Business Planning Supplementary
Guidance COVID 19 August 2020;
the Regulatory Standards of Governance and Financial Management reviewed and published
in 2019;
Stirling Council current Local Housing Strategy (LHS) 2012-17 (under review in 2021/22) and
the Strategic Housing Investment Plan (SHIP) 2021/22 to 2025/26 published in October 2020;
Loch Lomond and Trossachs National Park Local Development Plan 2017-2021;
our Tenant Satisfaction Survey June 2019;
Board and Staff Strategic Planning Review Session February 2021;
Key stakeholder consultation carried out November/December 2019;
Key stakeholder views of the Rural Stirling Group February 2021
the Rural Stirling Group Strategic Plan 2020-2023;
Staff Strategic Plan Workshop Session February 2020;
Rural Stirling Group Strategic Plan 2020-23: Tenant Consultation Exercise February 2020.

The Board normally meet to review strategy and future direction between August and September
each year. Given the ongoing Coronavirus crisis and requirement for social distancing our
traditional Group Strategy event was not possible in 2020.
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1.5

Significant strategic work was however undertaken during 2019/2020 including a review of
governance structures, an Options Appraisal of the Subsidiary, a review the Risk Management
Framework and development of a new Group Strategic Plan for 2020-2023. The autumn strategy
session was therefore postponed and was held in early 2021. This session focused on a review and
update of our future direction, plans and priorities placing these in the context of the ongoing
global health pandemic. Throughout the pandemic we have been assessing the impact of the crisis
on our existing business model and business plan. We have used assumptions to forecast and
consider what the next year and beyond are likely to bring. We have accepted the need to review
the business plan on an ongoing basis and that this may require us to review our plans and
priorities.

1.6

The business planning process is led by our Board and supported by senior staff ensuring a whole
organisation approach. This allows our Business Plan to be owned by the Board and staff team
and reflects the needs and aspirations of our customers and key stakeholders.

2.

ABOUT US
Our Story

2.1

RSHA was established in 1990 with the support of Stirling Council, Scottish Homes, and local
Community /Councils to develop new homes to meet an established shortfall of affordable
housing. Nearly all our homes have been developed directly by us and we remain the main
provider of new affordable homes within the rural Stirling area with a healthy ongoing new build
development programme.

2.2

Our area of operation is defined as north and west rural Stirling Council area, stretching from
Tyndrum in the north, to Strathblane and Killearn in the west and Doune in the south. The two
Multi Member Wards, Trossachs & Teith and Forth & Endrick cover much of the area, with a large
part falling within the boundary of Loch Lomond & the Trossachs National Park (LL&TNP).

2.3

Using the Scottish Government rural community classifications, the area is predominantly
“accessible rural” but with areas of “remote rural”, especially to the north of Callander and around
Aberfoyle. Callander itself, at the heart of the area, is now classed as an “accessible small town”.

2.4

In 2013, we established a wholly owned non-charitable trading subsidiary, Venachar Ltd., to carry
out activities that deliver our objectives, but which we are unable to carry out ourselves. Together
we form the Rural Stirling Group (RSG). RSHA acts as the parent in the Rural Stirling Group. Our
subsidiary operates in accordance with an Independence Agreement and a Service Sharing
Agreement. Staff support to Venachar activities is undertaken by RSHA employees. A review of
our subsidiary and a full Options Appraisal was carried out in 2019.

2.5

We currently own and manage 628 homes. The majority of these are social rented, with 14 shared
ownership houses also remaining in management. 5 of these homes are leased to our subsidiary
Venachar Limited, for letting on a mid-market rent basis. We provide a factoring service to 38
homeowners within our area.
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Our Structure
2.6

We are registered under the Co-operative and Community Benefit Societies Act 2014, a Scottish
Registered Charity and registered with the Financial Conduct Authority (FCA). We are also a
Registered Social Landlord (RSL) registered with the Scottish Housing Regulator and in accordance
with the Housing (Scotland) Act 2001 and a registered Property Factor and Letting Agent. We
registered as a social landlord in November 1990.

2.7

We are led by a voluntary Management Board. The governing body is made up of tenants and
other individuals from a variety of different backgrounds. Our Board of management come from a
wide range of backgrounds and bring a wealth of varied skills and experience to our organisation.
We carry out an annual programme of training needs assessment and have a Board Learning and
Development programme to address any skills gaps. Details of our current Board members can be
found by visiting the About Us area of our website

2.8

Our Board make the key decisions about the organisation and provide challenge, scrutiny, and
oversight over our senior staff team to ensure that all decisions and activity are in the best
interests of our tenants. We have one Sub Committee, Audit & Risk which provides assurance to
the Board that risk management, robust internal control and legal and regulatory compliance are
embedded within the culture of RSHA. The role of the Committee is also to deal with any
disciplinary or grievance matter, in accordance with the agreed terms and conditions of
employment and related procedures.

2.9

We currently employ 17.4 Full Time Equivalent (FTE) staff. Details of our current staff team can be
found by visiting the About Us area of our website Our current Organisation Structure chart is also
available here
Our Track Record

2.10

We have grown considerably in size through acquisitions and new house building since we were
originally established in late 1990. In 2020 we celebrated our 30th Anniversary. Our subsidiary
organisation meets the unmet needs of members of our community that RSHA cannot provide due
to its’ Charitable Status and we continue to buy back Shared Ownership properties where such
housing is no longer suited to the occupants needs. We have enhanced our services by
responding to the needs of our communities e.g., establishing an Income Maximisation service.

2.11

We are a key development partner of Stirling Council and the Loch Lomond and Trossachs National
Park. Our strategic aim “to increase the supply of new affordable homes across rural Stirlingshire”
supports the objectives and priorities identified within Stirling Council’s Local Housing Strategy and
Strategic Housing Investment Plan and the Loch Lomond and Trossachs National Park Local
Development Plan. Our continued status as a developing housing association has enabled us to
contribute to the Scottish Government 50,000 homes target for new housing supply, 35,000 of
which are identified for affordable housing to be delivered through RSLs. During the life of this
business plan, we have secured over £20-m in Scottish Government Housing Association Grant to
date and have a further funding commitment from the Scottish Government of c£13 m to deliver
the investment programme over the next 2 years of our current Strategic Plan period.

2.12

We have a close (but non-constitutional) relationship with our partners in the StrathFor Housing
Alliance – Forth HA and Ochil View HA. The StrathFor alliance meets on a Quarterly basis to explore
opportunities to work together, benchmark activities and share best practice. Meetings were
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suspended during the period of the Coronavirus pandemic due to operational resource issues and
health and safety priorities. The StrathFor alliance has allowed a number of collaborative activities
to be undertaken and others are being explored.
2.13

We are an outward looking organisation, and our Board and staff are encouraged to network and
share experiences with others and learn from them. We are members of the Scottish Housing
Network (SHN), SHARE and the Scottish Federation of Housing Associations (SFHA). We have been
invited by the SFHA to host the Rural Island and Highland Housing Association Forum (RIHAF) Annual
Conference in 2022 and look forward to showcasing our portfolio of new housing development and
new development proposals.

2.14

We report our performance on an ongoing basis to our Board and publish our performance against
the Scottish Social Housing Charter (SSHC) Standards and Outcomes for tenants through our
Annual Report and Annual Assurance Statement to the SHR. Our Board, leadership and staff team
are focussed on the future to ensure that we design services with our customers, deliver what
they need both now, and in the future and in a way that reduces waste and inefficiencies and
offers value for money. Our small size and geographical spread do however create challenges in
keeping our relative costs per unit and value for money, competitive.
Our Strengths and Weaknesses

2.15

As part of each review of the Business Plan we examine our current strengths and weaknesses
through a strengths, opportunities, weaknesses, and threats (SWOT) analysis. The complete
analyses are included at Appendix 1. A summary of the SWOT analysis is highlighted in Table 1
below.
Table 1: SWOT highlights
Strengths

Weaknesses

Opportunities

Threats

Strong sustainable
Board and effective
leadership

Staff retention

Funding and
development
opportunities for
new build and green
funding

Uncertainty regarding
COVID impact on Economy,
Society, and tenants

Staff Team

Capacity and level
of ambition

Value for money and
opportunities to out
source or share
services

Political Change: elections,
Independence, Brexit

Strong financial
position

Scale of new build

High demand

Climate Change challenging
targets and limited
resources

Source: RSG Strategic Planning Session February 2021
2.16

Consistent strengths are our people (staff and Board), good local knowledge and a strong financial
position. Our staff know our customers well and have built up good, trusted relationships. We have
worked closely with our communities and have good relationships with other stakeholders. Our
stock is of good quality and in high demand. In addition to this, the Association has a financially
4

sound and robust business plan. Our 30-year financial projections indicate that we can meet all our
financial commitments and necessary investment in our current stock, whilst continuing to deliver
new affordable housing to those that need it.
2.17

A concern identified during the SWOT analysis was our ability to attract and retain staff due to our
size, our capacity to deliver our ambitions and whether we can continue to develop new housing
as well as investing in our existing stock.

2.18

Whilst our rents are comparable with those of other RSLs, feedback from our most recent Tenant
Satisfaction Survey carried out in 2019 tenants suggests that we need to do more to demonstrate
that our rents are affordable and represent value from money. The SWOT analysis highlighted
opportunities that exist for closer collaboration with partners to share costs and achieve
economies of scale.

2.19

We need to improve overall tenant satisfaction levels and satisfaction with the quality of our
repairs service. We also need to improve how we communicate and engage with our customers
and the quality of the environment around our estates. We need to improve complaints
performance and getting things done right first time. Whilst our stock is already largely EESSH1
compliant we also know that, with a current reliance on older electric heating systems, there is still
significant scope for improvement in the energy efficiency of many of our homes to reduce the
fuel bills of our tenants. We need to address the Climate Change emergency and reduce the
impact of our activities on the environment. We also need to meet EESSH2 targets and the Fire
Safety requirements. Increasing requirements and standards place additional pressures on our
tenants’ rents.

2.20

The Business Plan has been produced in the context of the current COVID-19 pandemic. This crisis
has presented unprecedented challenges for our small, but resilient team. Our number one
priority throughout the crisis will be to keep staff, tenants, and Board members safe and maintain
essential services. There will be a requirement however to review our resources, KPIs and targets
to ensure that these are still realistic and achievable in the current circumstances. This will be
undertaken as part of our recovery strategy and exit from lockdown.

3.

CONTEXT

3.1

A key influence on our Business Plan is the environment in which we operate. The 2020 Business
Plan included both SWOT and PESTLE analyses. An updated SWOT was completed in February 2021
as part of the Group Strategy Session. The results from the updated SWOT and the full PESTLE
analyses are included at Appendix 1. The last year has been extremely challenging for everyone and
at the time of writing we are still in the midst of another lockdown, new variants of the virus are
appearing, and the vaccine is being rolled out. The past year brought uncertainty and challenge. The
wider effects of the pandemic included a halting of construction, an increase in unemployment rates
and a negative impact on people’s mental health and wellbeing. However, Covid-19 has also be seen
as a catalyst for change and business transformation. Our aim throughout has been to remain
resilient. Our priority going forward will be protecting the interests of our tenants and the people
who work with us as restrictions ease, and we emerge into the post pandemic environment.
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The National Context
Political
3.2

The General Election in December 2019 resulted in a Conservative landslide majority, the party's
largest since 1987. The result of the election saw the Conservatives strengthening their position on
Brexit, securing a mandate to ensure the UK's departure from the European Union (EU) on 31
December 2020. However, for the third consecutive election, the SNP won a majority in Scotland.
The Holyrood election in May 2021, may result in a change and tough decisions on priorities on
expenditure and the possibility of a second referendum on Scottish Independence. The Scottish
Government recently launched a new Rented Sector strategy which will be a key element of Housing
to 2040. Housing to 2040 is Scotland’s first long-term housing plan which sets out how homes and
communities should look and feel in 2040. The strategy specifically addresses private and social
rent and agricultural tenancies, to ensure the sector offers good quality affordable homes, and a
choice of housing to meet people’s needs. Housing to 2040 also includes a proposal for a
new Housing Bill, to be introduced early in the next parliament, to take forward further reforms in
the rented sector and increase the rights of tenants.

3.3

The government has continued the pursuit of the welfare reform programme. Whilst the Scottish
Government is committed to mitigating the changes for those most in need in Scotland, welfare
reform will continue to impact on the poorest in society who will commonly be social housing
tenants. We must ensure that we fully understand our tenant base and their changing needs and
help them prepare for the future including how they will pay their rent. We must also proactively
counsel prospective tenants in the same way and work to keep rents affordable. The housing crisis
to be tackled is evident in the new approach to Homelessness and the introduction of Rapid
Rehousing Transition Plans (RRTP) and the Housing First approach. Investment in housing and a
focus on building affordable homes beyond the current parliament will be essential to meet the
demands of housing for homeless households and future shortfalls.

3.4

There has been a raft of legislative and regulatory change including: Welfare Reform and
continued roll out of Universal Credit; the Commencement Order from the Scottish Government
on the new guidance issued on the Housing Scotland Act 2014 in relation to allocations,
succession, eviction, and assignation; and new fire safety regulations following the Grenfell
tragedy. Freedom of Information legislation has been extended to Housing Associations following
the reversal of the Office of National Statistics (ONS) re-classification of RSLs as Public Bodies. We
are required to comply with government regulations to ensure our housing stock meets specified
energy efficiency standards. The Scottish Government has recently published its long-awaited Heat
in Buildings Strategy which proposes actions to ensure buildings achieve zero emissions by 2045.
The draft Heat in Building Strategy confirms that, in addition to improved standards for new
homes, the path to net-zero will require significant improvements in energy efficiency in existing
stock.

3.5

The new SHR Regulatory Framework introduced the requirement for Annual Assurance Statements
from October 2019. All RSLs now have an Engagement Plan with the SHR. We will comply with the
terms of our Engagement Plan and make this available to our tenants.
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Economic
3.6

The priorities in the UK Budget are to support people through the pandemic, address public
finances and prepare for the economy of the future. The Chancellor highlighted forecasts
suggesting a fall in UK borrowing but warned that it could take many decades to fully pay back the
country’s debt.

3.7

Significant new investment to drive economic recovery, bolster public services and support families
underpins the Scottish Government’s spending and taxation plans for the coming year. The Scottish
Budget, 2021-22, prioritises job creation with measures including launch of a new Green Workforce
Academy to help people secure work in the low carbon economy, a £100 million Green Jobs Fund
over the next parliament. £7 million towards making Scotland a world class hub for digital business
and an additional £125 million for the Young Person’s Guarantee, the opportunity of a job,
placement, training, or volunteering for every 16 -24-year-old in Scotland.

3.8

The Scottish Government has allocated an extra £100 million for affordable housing during 2021–
2022. The extra funding brings proposed investment for 2021–2026 to £3.4 billion, which
could deliver 53,000 affordable homes in Scotland during the next parliament. It is likely that
house price increases and rises in inflation not matched by wage growth in 2021 and beyond, will
still affect the ability of low-income families to access a mortgage which means that the demand
for social housing will remain strong.

3.9

Based on our current knowledge of our stock, most of our homes already meet the Energy
Efficiency Standard for Social Housing (EESSH) but this still leaves many of our tenants facing
relatively high fuel bills and dependent on older electric heating systems. Shifts in energy usage
and costing are inevitable. This will continue to increase demands for improvements to energy
efficiency and fuel poverty advice.
Social

3.10

The big social challenge going forward for us in common with the whole of society is the lasting
impacts of the global pandemic and the changing demographic landscape.

3.11

Across Scotland and the UK, there is a growing and ageing population, more people are living
alone, more people are struggling to heat their homes and more struggling to buy food and
becoming reliant on Food Banks. Loneliness and isolation caused by the restriction in social
interaction during the pandemic have impacted on health and mental well-being.
Our customer base will get older and generate new demands as the model of care changes with a
greater emphasis on keeping people at home. We will need to address the accessibility and
adaptability of our homes. We will also need to consider developing new relationships with health
and voluntary agencies and what new services are required to support people to stay longer in
their homes. Our rural locations mean additional challenges for our tenants in terms of
accessibility and availability of support services and transport to allow independent living at home.

3.12

3.13

COVID 19 has had a significant impact on all our lives including how we work. Homes have become
our places of work and are likely to continue to be as our workplaces become more agile and
flexible. We need to consider the adaptability of our existing homes and design in home office
spaces for our new homes.
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Technological
3.14

As a result of the coronavirus crisis during 2020, there was a monumental shift to digital working
methods using new technology for organisations and their staff. This acceleration in the pace of
change, which would normally have taken years, happened in the space of just a few months. We
are now more reliant on digital technology than ever before and this has now become a priority.
More and more services have moved online, there is an increased expectation for self-service
options online with people of all ages using an array of IT devices and happy to do business in this
way. Telephone contact and face to face may still be required for some and it is important that we
know and understand our tenants’ preference when engaging with us. We must therefore be
adaptable and flexible in our approach to respond to a variety of needs.

3.15

We have moved forward and widened our online offering, but still need to do more. We are also
aware that social tenants are still the most digitally excluded in society. Despite this, more and
more public and commercial services are being designed as “digital by default” including the
Universal Credit system on which so many of our tenants will rely on going forward. There are also
the proven benefits of being able to access services online to get cheaper products and service, to
learn and to access jobs and training. The technology needed to get our services online will be
important to meet consumer needs, however, can also be a cost reduction driver. Digital
transformation is not just about the services that we offer, we also need to exploit digital
opportunities to make our houses smarter and more intuitive, advancements in technology allow
for smart metering and diagnostic tools to allow for preventative maintenance to be carried out
before problems occur. We should be exploring all opportunities to make sure that our homes are
fit for purpose and fit for the future. As we develop our services, we need to ensure our staff team
are comfortable and adept at using modern technology to help consumers, but also to be more
mobile e.g., home working and handheld devices to take the service into the customers’ home.

3.16

We must play our part and make it easier for tenants to get online confidently to engage and carry
out business with us and others. How we engage and communicate with our tenants and other
customers is important. However perhaps more crucial is understanding how they wish to be
engaged with. This will be an essential part of our transition process if it is to be successful. In
2019 we signed up to the Scottish Council of Voluntary Organisations (SCVO) Digital Charter. In
signing the charter, we have agreed to five key pledges to ensure we are helping to build the
essential digital skills of the people in our communities and our organisation.
Opportunities

3.17

When we look at our operating environment, these external influences reveal some potential
opportunities for us. There are opportunities to further explore collaborative working with others,
such as the delivery of the development function and procurement, through to procurement clubs
and alliances.

3.18

Our positive relationships with Stirling Council, the National Park and communities means that
there will be opportunities to increase development activity and grow. Feedback received, from
our stakeholders indicates that they view the organisation as a key partner for increasing access to
affordable housing locally. There is strong support from our partner stakeholders for us to
continue to develop new affordable homes. This not only meets local demand but helps key
stakeholders such as the Loch Lomond and Trossachs National Park, Stirling Council and the
Scottish Government meet their objectives.
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3.19

The community empowerment agenda also opens new possibilities for joint working with
communities. There is also scope for us to make better use of IT and digital services to improve
efficiency of working and service delivery to tenants and communities.
Threats

3.20

We recognise that there are also a number of known challenges, or external threats, that we will
need to prepare for. Political uncertainty around Brexit, forthcoming Scottish Elections and the
potential for Scottish Independence open up the possibility of more adverse economic change with
possible consequences for interest rates and loan costs; inflation costs (of building materials and
others) and at the same time economic downturn reduced income and rent paying ability for
tenants. Whilst hard to predict, this will need to be carefully watched and fed into key strategic
considerations and plans going forward.

3.21

Development is a potential opportunity however, it is also a potential threat, and we face particular
challenges given the nature of our programme and site opportunities. We operate in a local
authority area with one other locally based RSL, Forth HA, whose area of operation is the urban
Stirling and eastern villages area. We have built good working relationships and co-operative
working arrangements with the Council. Whilst there are some other RSLs with a small stockholding
locally, past practice has been for the bulk of development monies to be shared between the Council
and the two locally based providers. Whilst this arrangement appears to still meet the Council’s
objectives it cannot be assumed that this will continue indefinitely and the Association must be alive
to the possibility of change and an increased role for other providers in the area, opening scope for
both increased competition and possibly new opportunities for joint working.

3.22

We, like every other modern business have a huge reliance on IT for effective operations, however
we are not immune to the risks of cyber-attack or service interruptions/failure and must protect the
data we hold and manage. We therefore need to regularly review arrangements around IT to ensure
we are resilient.

3.23

We are facing a global climate emergency and need to take action to ensure that our stock is resilient
to the impacts of Climate Change. We need to consider our standards of specification and the
materials we use and reduce our impact on our environment and protect future generations. More
stringent energy targets and standards will have a knock-on impact for our tenants, and we need to
work with our partners, the Scottish Government, Stirling Council, and others to minimise the
impacts of climate change.

3.24

We are working in an extremely complex, fast paced, and demanding environment. The increased
regulatory burden and our limited capacity poses the threat of losing staff and board members.
We must not take our eyes the impacts of welfare reform. This is set against the global pandemic,
climate emergency, growing poverty and inequality, homelessness and a continually evolving
political environment that presents huge challenges. Our aim is to align the organisation with the
changing environment so that we manage threats and take advantage of opportunities that
further our Strategic Objectives.
The Local Context

3.25

The Scottish Index of Multiple Deprivation (SIMD) (2020) categorises Balfron, Buchlyvie &
Strathblane as being within 10% of the least deprived areas in Scotland. Tyndrum, Lochearnhead,
Strathyre and Callander have the greatest levels of deprivation in the rural Stirling area, but are
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categorised as having medium levels of deprivation in Scotland. There are, however, some
significant pockets of deprivation which can be overlooked if only a general view is taken. Areas
within Aberfoyle, Callander and Doune have notable levels of housing deprivation, likely due to
relatively high house prices and low proportions of affordable housing. Tyndrum also has
significant levels of housing deprivation predominantly due to the high numbers employed in low
paid seasonal work. Most notably, almost 50% of areas have some of the highest levels of
deprivation in Scotland for access to services and public transport.
3.26

2011 Census figures state the population of the rural Stirling area is 24,000 – 26% of the
population of the Stirling Council area. The highest proportion, over 32% are within the 45 to 64
age range, 27% are under 24 and 20% are 25 to 44. 18% of the population are within the 65 to 84
age bracket. This is generally in line with the Stirling Council in total with exception of the 45 + age
group, which is approximately 5% higher in the rural area. This mirrors the profile of an ageing
population across the country. Life expectancy and good health are slightly better in rural Stirling
and there is a lower percentage of ethnic minority households.

3.27

Whilst unemployment rates are slightly lower than for the rest of Stirling and Scotland, many of
those living locally are in relatively low paid seasonal work or are self-employed often working part
time hours. There are approximately 7% more self-employed in the Trossachs & Teith Ward and a
7% higher rate of employment in the accommodation and food services industry compared to the
rest of Stirling. The Joseph Rowntree Foundation report (“A Minimum Income Standard for
Remote Rural Scotland” Policy - Update 2016) highlights “In 2016, a minimum acceptable standard
of living in remote rural Scotland typically requires between a tenth and a third more household
spending than in urban parts of the UK” with the costs of travelling, heating one’s home and
paying for goods and their delivery being much higher.

3.28

Looking to the future, we will continue to take account of the demographic profile and associated
issues in rural Stirling to plan and deliver affordable homes and housing services that reflect the
needs and priorities of the communities.

3.29

Home ownership is the principal tenure in the rural Stirling area. Census 2011 figures profile
owner occupation rates at 69% (Trossachs & Teith ward) and 78% (Forth & Endrick ward), both
higher than Stirling at 66.2% and the Scottish average of 62%. Fewer households are renting social
housing in rural Stirling than the Scottish average of 24%. The Forth & Endrick ward is well below
the average with 11% of households renting from the social housing sector and 16.5% in Trossachs
& Teith. There are currently 724 applicants on our waiting list. This would suggest the reason for
below average levels of social housing tenure in rural Stirling is the lack of social housing stock
rather than demand for it.
Our Customers

3.30

We have a total of 837 sole and joint tenants. Our tenant profile consists of 466 females (56%)
and 363 males (44%). Just over 23% of our customers are over the age of 65 (retirement age).
Under 35’s makes up 15% of our customer profile and 41% are between 36 and 54.

3.31

This data is important for asset and housing management purposes, indicating an ageing customer
profile with the potential need for increases in adaptation work and additional support to assist
customers to be able to live independently at home.
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3.32

The majority of our tenants are white Scottish. This reflects the picture across the rural Stirling
area, where 99% of the population identify themselves as white, with a majority of those being
Scottish.
Welfare Reform Impacts

3.33

Just over 50% of our customers currently rely on help to pay their rent. This is an increase of
approximately 10% in the last twelve months and is most likely due to the Coronavirus pandemic
and associated impact on employment, particularly in the hospitality and service sectors. We
employ an Income Maximisation Officer (IMO) who works alongside our Housing Officers assisting
tenants to maximise their income.

3.34

At present all tenants who are in receipt of housing costs and under occupy their home, are
contacted on an annual basis, and reminded to reapply for Discretionary Housing Payments (DHP)
which covers the under-occupation charge. To date loss of income has not materialised. Scottish
Social Security now fund DHP and there is no indication from the Scottish Government that
funding for the under-occupation charge will decrease or cease at this stage.

3.35

The number of tenants under occupying has increased slightly from 19 to 24 in the last year. This
is because of tenant’s children leaving home and allocation of homes to tenants who do not have
full custody of their children but need an additional bedroom for regular access arrangements.

3.36

An objective of our Allocations Policy is to make the best use of social rented housing in the rural
Stirling area. To meet this objective, and the requirements of the 2014 Act, an Allocations Review
was carried out in 2019. As part of this review priority points for social housing tenants under
occupying their home were increased so that anyone wishing to downsize would have reasonable
preference to do so.

3.37

It is almost four years since the roll out of Universal Credit (UC) took place in Stirling. As a result,
the Association has seen a steady increase in the migration of working age tenants claiming means
tested benefits, onto UC. At the end of January 2021, 162 tenants were claiming UC, an increase
of almost 100% in the last year. To date, we have not seen a marked increase in arrears because
of UC. The managed migration of all claimants who remain on legacy benefits (Job Seekers
Allowance, Housing Benefit etc) is due to be completed by 2023. It is unclear at present when this
will be carried out in the Stirling area. It will involve a further shift of people on to UC. As 65% of
our tenants who claim help with housing costs still currently claim Housing Benefit, it is likely to
result in a spike in arrears during the assessment period of all new claims (approx. 6 weeks at
present).

3.38

The roll out of UC included a fully digital claim process. We are aware that not every household is
digitally inclusive, and some may find it difficult to claim benefits on-line. To ensure digital support
continues our Housing Officers received training to become Digital Champions whilst continuing to
encourage tenants to engage through digital formats. Our Digital Motivator has recently
successfully secured funding from the Scottish Government for 23 laptops and tablets to be given
to tenants who have been identified by staff as being digitally disadvantaged. This will help to
alleviate the difficulties faced by some tenants with claiming financial help with housing costs.
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Our Rents
3.39

We are committed to setting social rents that are affordable and represent value for money.
Recent satisfaction surveys have shown a decline in the number of people who think their rent
represents value for money and through our Tenant Satisfaction Survey Action Plan we are
addressing aspects of our service that need to improve and ensure we engage further with our
customers to ensure we are providing the services they want.

3.40

The table below compares 2019/2020 rent levels with neighbouring housing associations, our local
authority and peer group (rural housing associations of similar size). Scottish social landlord
average rents are also included for comparison. Our one-bedroom rents are very competitive.
Our remaining rents, whilst slightly higher than neighbouring associations are on a par with our
peer group and the Scottish average. It is worth noting the vast majority of our three- and fourbedroom properties are semi-detached houses with private gardens and driveways which incur
additional maintenance costs.
Table 2 – 2019 /2020 Rent Level Comparisons

Average Weekly
Rent - 2
apartment (1
bdrm)
Average Weekly
Rent - 3
apartment (2
bdrm)
Average Weekly
Rent - 4
apartment (3
bdrm)
Average Weekly
Rent – 5
apartment (4
bdrm)

RSHA

Forth HA

Ochil View

Stirling
Council

Peer Group HA’s
average

£74.95

£72.86

£77.05

£64.89

£73.66

Scottish
Average
2019/20
£82.13

£85.24

£81.37

£83.96

£67.18

£84.44

£83.49

£92.47

£88.92

£90.98

£69.89

£92.95

£95.87

£98.79

£94.89

£94.43

£71.71

£103.60

£166.89

Source: ARC 2019/20

Asset Strategy
3.41

We undertake a Stock Condition Survey (SCS) every 5 years and our current independent stock
condition survey was last carried out in late 2020.
At the time of updating the Business Plan, officers have only had sight of the final SCS report for a
matter of weeks. This data will be used to update our 30-year life cycle costing projections. Once
these have been prepared a review of the data and projected costs will be scheduled with the
Board. The new projections will feed into the Business Plan model and create a 3 - 5 year
programme of component renewals.
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In preparing the 2019/20 Charter Return we discovered that 20 properties did not meet the
Scottish Housing Quality Standard1 (SHQS) 35 pass mark (energy efficiency) and that 30 properties
did not meet the EESSH 1 Standard. Further EPC assessments have been commissioned this year
to ensure we have more accurate data rather than using cloned data so the 2020/21 ARC will
better reflect our current position. Additional fabric improvement measures such as increased
insulation will be considered and instructed if appropriate.
The Stock Condition Survey also highlighted that 36no properties failed SHQS standards in terms
of kitchen storage area provided. 16 of these will be classed as exemptions but the remaining 20
can be improved with the installation of an additional kitchen unit. Those kitchens not included in
the ongoing programme of kitchen replacements will be addressed in due course to ensure SHQS
compliance.
3.42

The deadline for Energy Efficiency Standard for Social Housing (EESSH1)1 was 31st December 2020
so as we work towards compliance with EESSH2 by 2032 the Board will appoint M&E Consultants
to provide the expertise to steer them through this process and consider all options available.

3.43

Replacement heating systems alone may not achieve the standards of energy efficiency required.
We will consider a fabric first, and whole house approach to maximise the energy efficiency of our
homes. The Consultant’s report will identify the most appropriate type of heating per
development, costs involved and highlight what other fabric improvement measures we can
undertake to improve the thermal efficiency of our homes.

3.44

At 31st March 2020, the types of heating systems installed in our homes is as follows:

Gas Heating
Electric Storage Heating
Ground Source & Air Source
Heat Pumps
Solid Fuel

RSHA Units

% of stock

287
289
27

47%
47%
5%

6
609

1%

Venachar
Units
3
2

% of stock
60%
40%

5

3.45

The renewal of inefficient, aging electric storage heating remains a key target of the current 5-year
component renewal programme. Two further homes had their electric storage heating renewed
with more efficient Quantum heaters during 2020/21 and a new air source heat pump was
installed in one home. Once M&E Consultants are appointed, we will also be carrying out a more
detailed energy review of the stock during 2021/22 with the objective of informing our EESSH2
projections with viable and affordable efficiency measures and, critically, providing tenants with
more comfortable, affordable homes. EESSH2 is the most recent phase of the government’s
energy efficiency strategy with compliance due in 2032.

3.46

The 30-year life cycle costing figure included in this Business Plan is £44m (inflated).

3.47

In 2018-19 we reviewed Life Cycle Costings (LCC) and concluded that utilisation of the existing
Planned Maintenance module in the SDM computer system is our preferred means of storing LCC
data. Following the recent SCS trial imports of data from existing spreadsheets have been

1

The Scottish Housing Quality Standard (SHQS) is the Scottish Government's principal measure of housing quality in Scotland.
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completed and this process of data transfer to the SDM Planned Maintenance Module is currently
underway and should be complete and in use by staff from the end of February 2021. Gas
servicing records were also imported into SDM in the summer of 2020. This will provide the
Association with a more secure and auditable source of all such property data, easing
access/reporting and providing the scope to develop more efficient methods of data gathering.
3.48

The objectives set out within this section are contained within our Asset Management Strategy
(AMS) which was approved by the Board in October 2018, thereby providing clear direction
through prioritised objectives in the short, medium, and long term. This will be reviewed and
updated in October 2021. Beyond the foregoing objectives the current AMS included such
priorities as an Options Appraisal for the Repairs Service, a review of the Design Guide,
development of a Value for Money Strategy, an assessment of mobile working for Asset
Management staff and preparation for the 5-yearly Stock Condition Survey in 2020.
The Options appraisal for the Repairs Service and review of the Design Guide were both
successfully completed during 2020/21. Covid delayed the advertisement of the Reactive Repairs
and Out of Hours Framework Contractors during 2020/21 however the Single Procurement
Document (SPD) has now been published and returns are due back in March 2021.
Development Strategy

3.49

Our Asset Management Strategy also details our commitment and the support of our Board,
customers, and partner stakeholders towards growing the organisation by continuing to build new
homes or land and property acquisitions. This will strengthen the organisation to deliver
improved value for money for tenants.

3.50

Whilst newbuild development represents potential opportunity it also carries potentially
significant risks. The Association will continue to have regard to SHR’s general Business Planning
and Asset Management Guidance (2015). Also, more particularly to the recommendations from
its (March 2017) thematic inquiry into “Development of affordable housing in Scotland” and the
ten principles it identifies: Strategy, Risk, Product, Capacity, Governance, Appraisal, Funding,
Project Management, Procurement and Stakeholders.

3.51

We work closely with Stirling Council, Loch Lomond and Trossachs National Park and other local
providers as part of the Stirling Strategic Housing Forum and the Stirling Strategic Housing
Investment Plan (SHIP) Working Group.

3.52

There is continuing evidence of strong need and demand for affordable housing in many parts of
our area – particularly in the South, Callander. The area has been categorised as “pressured” and
a key investment priority within the Stirling Strategic Housing Investment Plan (SHIP). The Stirling
Council and National Park Local Development Plans have both identified new housing
development sites with a significant affordable housing requirement.

3.53

The main priority is the development of social rented housing however there is also demand in
certain locations for other tenures including Low-Cost Home Ownership (LCHO) and Mid-Market
Rent (MMR) and the Stirling SHIP now also recognises this.

3.54

The most current Stirling SHIP (2021/22 – 2025/26) provides for Grant funding for circa 152 units
for RSHA in the remaining two years of this Business Plan (2021/22- 2022/2023).
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Our 30-year business plan model assumes the following development programme for the
duration of this business plan:

Development
Burnside Kippen
Balmaha
Claish Farm, Callander
Buchanan Cresc, Croftamie
Gartness Rd, Drymen
Lampson Rd, Killearn
Strathblane
Tyndrum
TOTAL

Social Units Other Units
No of Units No of Units
9
10
10
50
14
30
11
4
14
142

10

Total
9
20
50
14
30
11
4
14

Completion
22/23
23/24
21/22
23/24
22/23
23/24
23/24
22/23

152

Sites that are live or currently being progressed are included in the business model. Various
sensitivity analysis surrounding varying levels of development going forward are prepared to
assess the financial impact including future funding requirements.

3.55

Development sites in the rural area have traditionally been scarce and often relatively expensive
to develop due to site conditions and infrastructure costs. The business case for development was
however much strengthened by the significant increase in social housing grant per unit and overall
grant availability as part of the Scottish Government’s drive to meet its 50,000 affordable homes
target. During 2020/2021, two new Section 75 developments came to light in Kippen and
Strathblane that had not been previously considered and were incorporated into the revised SHIP
in October 2020.

3.56

All schemes are risk assessed and financially appraised to assess when they will start generating
net surpluses and their longer-term impact on our finances. The current target is for private
finance per unit for new homes to be on average £50k. New tenures potentially bring additional
risks and there will be a need for vigilance in this regard.

3.57

We will also consider adding to our stock incrementally through small scale purchase of existing
homes. In the past we have bought back shared ownership property where this makes sense, in
areas of high demand. Several our remaining sharing owners have indicated a desire to sell but
stay in their home as tenants, as they do not have the income to tranche up and are worried about
the prospect of meeting future maintenance costs.

3.58

Following a review of the resourcing of our development function carried out in 2018 we will
continue to buy-in expertise from specialist development service providers. A new Framework for
Development Consultants Services was put in place in April 2019 following a fully compliant EU
procurement process. This will be reviewed again during 2021/22. There is also the option to
extend the Development Consultants Framework by one more year and delay this review to
2022/23.
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4.

STRATEGY

4.1

The RSG Strategic Plan sets the framework for both RSHA and Venachar Ltd. The governing bodies
of both organisations came together in August 2019 to review and refresh the Vision, Mission and
Values and the future Strategic Direction of the Rural Stirling Group.
Our Vision

4.2

The vision of the RSG is for Strong and attractive rural communities. Our vision highlights the
geographical area in which the RSG operates, it does not serve one local community, but many
communities spread throughout a large rural area.
Our Mission

4.3

Supporting the vision is the Group’s mission statement, to provide affordable, quality housing and
support community aspirations. The mission emphasises that we want to not only build new
homes, but we also want to help the people who live in and around our homes. The development
programme is large compared to the size of the organisation and so by building new homes, there
is an acknowledgement that the organisation will grow, potentially by as much as twenty five
percent over the next three years.
Our Values

4.4

The values of the Rural Stirling Group were reviewed at the group strategy day last autumn by the
Board of RSHA and Venachar and senior staff. We have developed a set of guiding values that will
steer our behaviours and help us to achieve our mission. The values that we hold dear include:
•

Accountable - our Board, as the governing body, and our leadership team will provide strong
strategic leadership and oversight, ensuring tenant and other service users’ priorities are
protected and at the forefront of all that we do. We will ensure that all our staff and others
that work for us are accountable, and that our actions are always transparent.

•

Ambitious - we are committed to striving for excellence, and maximising opportunity for our
people and the customers that we are here to serve. An example of RSG’s ambition is its
development programme, which is significant for an RSL of its size but will have a very positive
impact on the communities in which it operates.

•

Caring - the services that we deliver will meet the needs of our customers and be delivered by
professional and caring staff. We are here for the long-term, so we care deeply about the
design, life-long quality and cost of our homes, and their impact on the physical and social
environment. We believe that a healthy community is a socially inclusive one and, through our
landlord and other services, we will meet local needs, provide ongoing support, and help tackle
rural disadvantage. We also want to build a happy healthy and engaged team, and we value
and care for everyone that works for us.

•

Collaborative - we will work collaboratively with all sections of the local community. This
includes working collectively and individually with our customers and with other housing
associations, statutory, public, and voluntary sector partners to improve the lives of our
residents. We will be a proactive member of our local communities, seeking out new,
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innovative ways to address issues that impact our residents. We will work with communities
and explore ways of maximising opportunity through community empowerment to ensure local
voices are heard in the planning and delivery of services.
•

Inclusive - the Scottish Social Housing Charter (SSHC) requires Registered Social Landlords (RSLs)
to ensure that every tenant and other customer has their individual needs recognised, is treated
fairly and with respect, and receives fair access to housing and housing services. We recognise
that the communities in which we operate have a diverse mixture of people and we are
committed to reflect that by having a diverse and inclusive staff and board. More than that, we
value the perspectives and contributions of everyone connected to the RSG.

•

Respectful - RSG will treat everyone with respect: we will be polite and treat others as we would
wish to be treated, we will be helpful, we will listen, we will not make excuses and we will be
willing to change when this is necessary. This is equally important for those outside the
organisation as it is our employees and Board members.

Our Strategic Objectives
4.5

Building on the values are RSG’s seven key strategic objectives. Our strategic objectives are a set
of interlinked objectives, underpinned by a delivery plan for the coming year. These fully reflect
the opportunities and threats in the evolving external environment in which we operate and our
current internal strengths and weaknesses. Each objective has an agreed outcome which will be
used to help us to demonstrate success. Each objective is described below, together with the
outcome we expect to achieve.
•

Strategic Objective 1: Delivering excellent services to our tenants: this means being the best
social landlord we can be, delivering a high standard of service, resourcing our activities well and
meeting our regulatory requirements. Outcome: We will know we have achieved this through
high levels of customer satisfaction, strong performance results and positive engagement with
the SHR.

•

Strategic Objective 2: Developing new homes to meet our communities’ needs: This means
continuing to develop and build new homes to meet the needs of our rural communities. We will
develop new housing that responds to needs of all members of our communities, including
developing accessible housing and supporting inclusive communities which meet people's needs
as they change. We will also work with our partners to prevent rural homelessness. This will
enable us to grow and strengthen the organisation, the communities in which we operate and in
so doing deliver improved value for money for our tenants. Outcome: We will know we have
achieved this objective through an increase in the houses that we own and through improved
quality and choice for tenants.

•

Strategic Objective 3: Providing safe, high quality energy efficient homes: This means keeping
our existing stock safe, warm and attractive and meeting EESSH, Fire Safety and other regulatory
and government standards. Outcome: We will know we have achieved this objective by meeting
Scottish Housing Standards, our housing is safe and secure, and tenants are happy with the
repairs service.

•

Strategic Objective 4: Supporting and sustaining our communities: This means delivering
excellent services which place the customer at the heart of everything we do. We will develop
17

our knowledge and understanding of customer needs, wants and expectations, and use this
information to improve our performance. Outcome: We will know that this is achieved through
an increased level of sustained tenancies, reduced turnover of our homes and demand for our
housing remains high.
•

Strategic Objective 5: Achieving meaningful participation and scrutiny: This means working
collaboratively with our tenants in the design, delivery and improvement of our services and
moving from consultation to co-creation. When we improve the way in which we deliver services,
we will not only use our understanding of our tenants and our communities, but we will actively
seek the views of our tenants. We will also exploit digital opportunities for service delivery where
appropriate for our tenants using digital technology to support engagement and participation
and easy access to our services. Outcome: We will know that we have achieved this through
more tenants and service users being happy with the services we provide, and the profile of our
organisation is increased across our communities.

•

Strategic Objective 6: Taking action to address climate change and promoting sustainability:
This means minimising the impact of our activities on our environment, promoting our
initiatives, and working towards a carbon neutral position. Outcome: Our success in achieving
this objective will be that our stock is resilient to the potential impact of climate change. We
have reduced waste, energy consumption and a reduced carbon footprint.

•

Strategic Objective 7: Working with partners effectively: This means working with partners to
deliver more homes and services and working alongside communities to help them to help
themselves. Outcome: We will know that this has been achieved through an increased
awareness and openness to partnership opportunities, through access to new funding streams
and involvement in community projects and being seen as the ‘go to partner for housing’ by our
rural stakeholders.

4.6

We reviewed our strategic direction and objectives at the Group Strategy Session held in February
2021 to ensure that we stay focused on working towards our vision over the next 2 years. We also
assessed our plans in the context of COVID 19 and its potential long-term impacts to ensure that we
remain resilient and financially strong. It was agreed that all our activities will be aligned to delivering
these specific objectives and that agreed outcomes and targets will help us to measure our
performance.

4.7

The next two-year phase will focus on our recovery from lockdown, health and safety, financial
stability, digital transformation, improving the quality of our existing homes and services that we
deliver, reducing our impact on the environment and demonstrating value for money. We will
continue to build new homes over the period of the plan but will also make significant investment to
preserve the quality and attractiveness of our existing homes and environments. We understand our
operating environment has changed dramatically and we understand that there will be challenges for
us as an organisation. We have grown and diversified over the years since we were initially
established, and our response to the global health pandemic demonstrates that we are agile and
resilient and can adapt quickly to change.

4.8

Our Strategic direction and priorities have been informed by an independent Options Appraisal
Exercise of our subsidiary Venachar Ltd. The RSG Board decided that, given the limited staff capacity,
the best option for the Venachar subsidiary was to ‘park it’ but to allow it to ‘tick over’ by continuing
to meet its Mid-Market Rent (MMR) commitments. The emphasis for the subsidiary over the period
of the plan has changed and the key outcomes will be for Venachar to continue to operate but with
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an acceptance that it has limited operations and minimum governance burden. This will allow us to
prioritise the delivery of improvement and investment in our core housing service and the planned
growth through new build housing.
5.

STRATEGIC PRIORITIES

5.1

The RSG Board set the strategic direction and ambition for the group and this is set out in our
Strategic Plan. The Group Strategy session in February 2021 gave the Board the opportunity to
review our strategic objectives against the backdrop of our operating environment and whether
their level of ambition for the organisation had changed. The outcome from this session was that
overall, we remain just as ambitious. However, our Board also remain cautious about trying to take
on too much at once.

5.2

One of the key outcomes from this session was that work should start to create an overarching and
coherent strategy which sets out how we will design, deliver, and fund homes and services fit for
today and fit for the future. From this, all other strategies should flow. This strategy should clearly
set out what we are aiming to achieve and express this as longer-term outcomes. These outcomes
should not just be about our current homes, but also about whether we will continue to provide
new homes, and if so, in what form. The strategy also should not just be about how we will manage
and improve our assets, but also about how we will manage and improve our services. It should not
just be about looking to the future but also what we can do today. It should be about us being
proactive, rather than reactive. The Board recognised that this would take some time to develop
and will begin to explore what this strategy might look like as part of the strategic planning
discussion to be held in the Autumn of 2021.

5.3

We have developed a set of priority themes and actions which will be our focus for the period of the
plan. Our areas of focus and our priorities align with our Vision, Mission and Values and our seven
Strategic Objectives. We also involve our staff team in reviewing the above outcomes which will be
used to set team objectives and individual targets for the year ahead.

5.4

A Strategic Delivery Plan has been developed to allow us to report by exception on progress to the
Board. We have set SMART (Specific, Measurable, Achievable, Realistic and Time-bound) targets for
each of the activities to be carried out. These will be cascaded down into operational workplans and
personal responsibilities and targets that can then be used to set targets at annual appraisal reviews
and to monitor performance. Our Strategic Delivery Plan and annual targets over the period of the
plan are set out in Appendix 2. Our key priority themes underpinning the business plan actions and
activities are outlined below. We will undertake a review of our priorities in response to the COVID19 pandemic to ensure that they remain achievable and realistic.
Tenant Safety

5.5

Our primary concern is to keep our homes and the environment around them safe and secure for
our tenants and to provide a safe working environment for our staff, contractors, and others with
whom we work.
•

A programme of Fire Safety Upgrades began in February 2020 however works were suspended
because of COVID-19. The Scottish Government consequently extended their compliance date
to February 2022. The upgrade works restarted in the autumn of 2020 and will hopefully
resume late Spring 2021. Our Contractor has achieved upgrades in 40% of our stock over the last
19

•

•

year (at the time of writing, 58% of our stock meets the new Fire Safety guidance) and the
remainder will be attended to during 2021/22 if restrictions are eased.
Access to carry out gas servicing was also hampered in 20/21 with a small number of gas
servicing not being carried out by their due date. We will continue to ensure every property
with a gas heating installation, receives an annual service and safety check in advance of the
anniversary date.
We have recently carried out a Landlord Health and Safety Audit in collaboration with other RSL
partners and will implement the audit recommendations.

Housing Quality
5.6

The provision of high-quality affordable homes across our communities and increasing the supply of
homes is fundamentally our reason for being and is what we are passionate about. Given our rural
location and the inclement weather that can adversely affect our communities and customers, we
are determined to play our part in improving thermal efficiency and addressing fuel poverty. We
recognise the importance of investing in our homes to ensure they remain attractive and desirable
and meet modern standards and the need to build new homes to meet unmet needs. Over the
period of the plan, we will give priority focus to:
•
•
•
•

•
•
•

•

Delivery of our new build programme increasing Housing Supply by around 152 units over next
2 years.
We will make sure our approach to new supply is strategic, evidenced based and balances need
with our capacity & resources.
Our main priority will be the development of social rented housing; however, there is also
demand in certain locations for other tenures including Low-Cost Home Ownership (LCHO) and
Mid-Market Rent (MMR) and the Stirling SHIP now also recognises this.
We completed a comprehensive review of our Design Guide in 2019/20. Our standards and
guidance for new build and planned maintenance reflect the highest standards in sustainability,
value for money and quality of materials that will result in desirable, comfortable, and affordable
homes that tenants aspire to and enjoy living in. We will make sure we use feedback from
previous completed developments to inform future review and update of our Design Guide. We
will design to local climate conditions e.g.; our more northern lying developments are colder,
and wetter and we will exceed minimum standards for sound proofing. We will take a fabric
first approach and look to make sure our design and technical specification and the materials
we use minimise our impact on the environment and explore e.g., passive house standard and
offsite manufacturing/construction.
Our Asset Management Strategy will be reviewed and updated in 2021. This will be where we
detail the condition of our housing stock and communities. We will use this to inform our
investment decisions as well as future plans.
We will begin to explore Digital Asset Management tools and introduction of SMART metering
technology in all our homes.
Meeting the requirements of the Energy Efficiency Standard for Social Housing (EESSH2) by
2032. This standard is set by the Scottish Government and ensure that homes are above a
certain standard in terms of energy efficiency. We will commission an Energy Audit to obtain
advice on the most appropriate heating replacement and renewable energy solutions in
reducing fuel poverty and the phasing out of gas boilers.
Deliver a comprehensive Planned and Cyclical Maintenance Programme - works are carried out
every year such as external painting, new kitchens, boilers, door entry systems etc. and we need
to plan these in advance and ensure that when we get contracts in place, they take account of
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•
•

•
•
•

current legislation, value for money and where possible we include aspects like community
benefits, such as apprentices.
Use the findings from our 2020 independent Stock Condition Survey to inform and update our
30-year life cycle costings and develop a detailed and appropriate programme of planned
maintenance.
To support asset management planning, we will explore with our Board the benefits of moving
to a three-year planning cycle and six yearly stock condition survey: this could be combined with
a move to a three-year rent review process so that tenants and RSG have greater certainty. The
Scottish Housing Regulator confirmed in 2020 that a 6-year cycle for SCS would be acceptable.
For RSG, this would allow longer maintenance cycles with potential efficiencies.
Carrying out grant-funded disability adaptations to meet identified needs of our tenants.
We will look for quick wins to show that we are listening to feedback from tenants and caring
for our estates e.g., render cleaning, supplementary planting, new LED external lighting
proposals.
We will host an annual stock tour for Board and Senior Staff and ensure that all our estates are
visited. (Currently suspended due to the Coronavirus crisis)

Excellent Customer Service
5.7

Our Tenant Satisfaction Survey carried out in 2019, told us that we have work to do to improve
customer satisfaction. Our aim is to deliver excellent customer focused services, which place the
customer right at the heart of everything that we do. Improving our performance in this area will
be a key focus for us. We will continue to develop our knowledge and understanding of our
customers’ wants, needs and expectations, and use the feedback we receive to improve what we
do and how we do it. Our front-line staff will be encouraged to support and advocate for our tenants
and other service users and will be accountable for the services we provide. In this Business Plan
period we will:
•
•

•
•

•
•
•

Aim to increase satisfaction and tenancy sustainment levels and implement our Tenant
Satisfaction Survey Action Plan.
Continue to communicate with customers in their preferred ways – we will aim to increase
opportunities for face-to-face communication (as restrictions are eased), provide regular
newsletters, grow our Tenant Gatherings, increase use of SMS texting Service, and answer calls
quickly.
Develop our Digital Strategy and improve our online offer to customers, promoting the idea of
customer self-service and make things like reporting repairs, checking rent accounts etc., easier
on-line.
Continue to benchmark our performance against the Scottish Social Housing Charter Standards
and Outcomes to help us improve and become the best we can be. We also have a Strategic
Delivery Plan which sets out our Key Performance Targets and we will report on this quarterly
to our Board.
We will improve repairs reporting, providing a dedicated and resourced repair line, track repairs
and follow up jobs to completion and aim for right first time.
We will improve communication to all customers – tell people about all that we do and
communicate in a way that is easy to understand, avoiding jargon where possible.
We will use all contact as an opportunity. We will introduce an “anything else I can help you
with today?” approach as standard.
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•
•
•
•

We will carry out smarter (to prevent survey fatigue) shorter/specific targeted pulse surveys in
a variety of formats: using CX Feedback Surveys, by post, website, text and out of hours to catch
views of working tenants.
We will use feedback when tenants respond to give confidence that we are listening, and we will
say thank you when tenants take the time to give us their views e.g., annual rent consultation.
We will comply with the SPSO requirements regarding New Model Complaints Handling. We will
aim to reduce upheld complaints and use learning from complaints to improve our services.
We will have closer engagement and communication with our landscape representatives across
our estates.

Leadership and Governance
5.8

We recognise the vital importance of strong and visionary leadership from the Board and senior
team to develop our staff to be the best they can be. We also recognise the importance of having
the right culture in place to ensure success. We will maintain the solid financial base of the
organisation now and in the future and demonstrate that we provide value for money to our
customers and other key stakeholders. We will continue to strengthen our governance
arrangements to ensure the continuing effectiveness of our Board. To this end in the coming year,
we will:
•
•
•
•
•

Develop our Senior Management Team to provide effective leadership and management
across the organisation and involve our Board in this programme (carried forward from
2019/20 due to Coronavirus situation and delay in implementing structure review).
Adopt a culture that supports the health and wellbeing of all within the RSHA Group.
Carry out a Board recruitment campaign.
Ensure that our Board have the right support and review the current Board Support Project in
2021.
Carry out an independent Self-Assessment against the SHR standards of Governance and
Financial Management in 2021.

Procurement and Contract Management
5.9

We understand that efficient procurement and management of contracts is essential to ensure
value for money and will use procurement as a strategic tool to improve our performance,
increase satisfaction and deliver value for money. We have developed an internal procurement
policy and procedure that is based on Scottish Government Procurement Regulations and good
practice. We need to ensure that we manage contractor’s and consultant’s performance
effectively and will ensure that our staff have the appropriate skills and training to ensure the
effective management of contracts. As a client it is essential that we prepare comprehensive
briefs and specifications and hold those we appoint to deliver on our behalf to account. We have
access to several procurement frameworks and will use these to maximise opportunities to make
efficiencies in procurement exercises and reduce costs. Our priority focus over the period of the
plan will be to:
•
•
•

Improve contract and performance management of contractors and consultants.
Achieve target spend and programmes with respect to or new build and planned investment
programmes.
Arrange refresher procurement training for all staff and project management training for those
that would benefit from this.
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•
•
•
•

Maintain access to various frameworks including SPA and Procurement for Housing.
Maximise community benefits through procurement.
Seek opportunities to procure collaboratively with our StrathFor Alliance partners and others.
Procure a number of contracts including:
• Our reactive maintenance service involving our customers in the quality scoring of our
contractors(COVID restrictions permitting). .
• Legal Services, contracts across all service areas.
• IT support services, following the development of a Digital Strategy.
• Our Development Services Framework.

Affordability and Value for Money
5.10

It has never been more important to ensure that we are providing and receiving value for money.
It is crucial that the services we provide are as good as they can be to ensure that every pound
spent by our customers and ourselves can be accounted for and has added value. We will focus on
new strategies and good practice for reviewing services on a value for money basis, looking at
where we spend money, how much we spend and whether we can make efficiencies across our
business on the delivery of services. Rental income from our tenants is our main source of income
and it must be sufficient to meet all our costs including operational overheads, investment in our
stock, and repayment of our private loans. Our rent levels are assessed annually, we consult with
our tenants on the issues, plans and costs before our Board make a final decision. There is
regulatory pressure to move to the lower Consumer Price Index (CPI) over recent years when
producing long term financial forecasts and when assessing our rent increases. Not all our costs
rise by CPI and often many are associated with Retail Price Index (RPI) higher increases. This is a
difficult process for us to manage when we are also trying to keep rents affordable. For tenants
facing increasing financial pressures, we know that changes to the UK welfare reform and impact
of COVID 19 has increased these pressures. We have been using rent affordability assessment
tools developed by our sector to assess incomes against our rents, so we are aware of the impact
of our tenant’s income against the need to keep rents affordable. We will be doing more work on
rent affordability over the business plan period and our priority focus will include:
•
•
•
•
•
•
•

A new Value for Money Strategy including a review of affordability tools and the affordability
of our rents.
Continuing to benchmark our rents and management costs per unit with our peer group to
ensure we remain comparable and carrying out further analyses of variance.
Reducing current and former tenants rent arrears.
Having a specific Tenant Gathering as part of the annual rent review consultation process.
Producing an annual value for money statement to confirm what we are doing and how we are
doing things.
Continuing our Income Maximisation Service to support our tenants to deal with welfare
reform impacts.
Looking at the robustness of our Business Planning model and modelling software such as
BRIXX. The aim is to improve and streamline our long-term business planning process.

Human Rights and Equalities
5.11

All RSLs are required to meet equal opportunities legislation in the provision of housing and services
as well as recruitment of staff and contractors and consultants. The main provision for equality and
diversity is contained within the Equality Act 2010 and this describes the main protected
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characteristics relating to landlords’ services for age, disability, gender reassignment, marriage or
civil partnership, pregnancy and maternity, race, religion or belief, sex, and sexual orientation. The
Scottish Social Housing Charter (SSHC) sets out the requirements for landlords to find ways of
understanding the rights and needs of different customers and delivering services that meet these
needs. We report on this standard by collating equal opportunities monitoring. Within the new
SHR Framework, there is a new requirement for social landlords to have assurance and evidence
that it considers equality and human rights issues properly when making all its decisions, in the
design and review of internal and external policies, and in its day-to-day service delivery. To comply
with these duties, landlords must collect data relating to each of the protected characteristics for
their existing tenants, new tenants, people on waiting lists, governing body members and staff. The
requirement to report to the SHR on this requirement from April 2021 has been delayed due to the
pandemic. Instead, there is a requirement for RSLs to include an update on their position in relation
to equalities and human rights in the October 2021 Annual Assurance Statement. We must
therefore maintain a strong focus on Human Rights and Equalities during the period of this plan. We
will:
•
•
•

Develop a new Equality, Diversity & Human Rights Strategy and Action Plan and ensure all our
people receive equalities training.
Prepare and develop our systems of reporting to provide the assurance to our Board and to
the SHR that demonstrates how we use equalities data to inform service delivery.
Include a statement of progress with respect to Equalities and Human Rights in the Annual
Assurance Statement 2021.

Communication, Engagement and Participation
5.12

We want our tenants to be, and to be seen to be, at the centre of everything that we do. We
recognise that to ensure greater involvement and scrutiny from tenants and other service users
we need to revitalise our approach and consider best practice from across the sector. To do this
we need to develop effective Customer Engagement and Communication strategies which exploit
digital opportunities and recognise and respond to our tenant profile. We have already identified
in house Digital Champions who have received training to help our tenants develop digital skills
and the confidence to get the most out of being online and to be Digital by Default. However, we
will also continue to provide a good customer experience for those not digitally aware or who may
be digitally excluded. We need to continue to be visible in our communities by working closely
with Community Councils and attending community events. We will seek every opportunity to
gain insight, knowledge and understanding of our customer needs, wants and aspirations. 2020
was our 30th Anniversary year and we intend to give something back to our community as part of
this milestone achievement. Our focus in this plan period will be:
•
•
•
•
•
•
•

Launching our new Customer Engagement Strategy.
Celebrating our success and our 30th Anniversary by attending community events and gala
days throughout 2021, subject to Coronavirus social distancing restrictions.
Developing the website to increase opportunities for self-service.
Getting better insight and knowledge about our customers through: About You visits, settling
in visits, estate walkabouts.
Improve quality of information on responsibilities e.g., landscape areas to reduce
enquires/complaints.
Supporting our landscape representatives across our estates and developing joint action plans.
Developing closer links with tenant advocates e.g., Stirling Tenant Assembly, TIS and TPAS.
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•
•

Develop our approach to Scrutiny involving tenants in a review of our void procedure and
aiming for Scrutiny Accreditation 2021.
Developing our social media presence.

Climate Change
5.13

We are facing a global climate emergency and there is growing awareness of climate change and its
impact on our communities. We will minimise the environmental damage our activities cause,
promote sustainability, and provide details of the initiatives we can take in response. We will
mitigate the impacts of climate change and shape our services to protect the planet and future
generations. We will create as small a level of environmental impact as possible, and we will plan
to achieve a carbon neutral position through an organisation wide approach. Our focus will be:
•
•
•
•
•
•
•

Developing our "Fit for today Fit for the Future Strategy"
Carrying out an Energy Audit to identify measures to ensure all our stock meets net zero by
2045.
Future proofing new homes (e.g., in terms of resilience & accessibility).
Exploring funding opportunities to take steps towards mitigation of our impact and future
proofing where we can e.g., Electric Charging opportunity for the office car park and our
housing developments.
Maximise expenditure of the Scottish Government Social Housing Net Zero Heat Fund award
and deliver the project in partnership with Changeworks
Maximise recycling and reuse opportunities
Developing our approach to Building Performance Evaluation and Post Occupancy Evaluation
(POE) in our new build developments to capture learning and real-life performance for future
homes.

Happy, Healthy and Engaged People
5.14 Our people are our greatest asset and essential to our future success. We want everyone who
works for us to feel valued and supported and to enjoy working with us. We will promote the RSG
as an employer where staff can build a career in housing. We were reaccredited through Investors
in People (IIP) in 2018. IIP measures our commitment to empowering our staff team to develop our
business, by being fully part of celebrating the successes we have achieved and allowing our staff
team to collectively plan our future direction. We developed new ways of working remotely from
home during the pandemic and wish to develop more agile working arrangements. We are striving
to reduce the amount of paperwork we hold by investing in electronic storage and have introduced
mobile technologies for our staff and our Board to make us more efficient. We need to continue
this investment and improve the way we work when we are also out and about dealing with our
customers. We believe that a happy, healthy engaged and outward looking team will deliver the
best results and ultimately benefit our tenants and other service users. In the coming year, we will:
•
•
•
•

Review our Stress Policy, carry out an Annual Staff Stress Survey and aim to reduce staff
sickness absence.
Carry out an Employee Engagement Survey.
Launch the updated Employee Handbook (Carried forward from 2019/20 due to
Coronavirus situation and delay in implementing structure review).
Review our team values and how we are with each other when we come to work. Our
values will be ones that we all share. We want our people to enjoy coming to work for us
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•
•
•
•

and will encourage a sense of fun. We will embed new values and behaviours through a
team building event designed with our staff.
Foster a coaching culture to encourage and motivate our team to give of their best to
successfully deliver our objectives and a culture that puts the customer at the heart of
everything we do.
Promote a happy, healthy, and engaged team with a focus on Healthy Working Lives and a
work life balance. As part of this we will look to achieve Healthy Working Lives
accreditation status.
Continue to roll forward our IIP accreditation and aim to achieve Silver Status in 2021.
Review recruitment of a new Modern Apprentice 2021/22.

Be the “Go To” Partner for Rural Housing
5.15 We want to work with our partner agencies and communities to be a key part of the fabric of
support and opportunity-making in our area. We will continue to work with Stirling Council to
deliver their Rapid Rehousing Transition Plan (RRTP) to alleviate the impact of and reduce
homelessness. We will also explore opportunities to bring much needed investment to our
communities through the Empowering Communities Programme, including the Scottish
Government Investing and Aspiring Communities Funds. We will also work with our partners to
help maintain services and develop sustainable vibrant communities. We will give priority to
exploring funding opportunities to assist our tenants out of poverty including fuel, food, and child
poverty, including how we can collaborate with other partners to help to resource this. Our focus
will be on the following activities:
•
•
•
•
•
•
•
•

•
•
•
•

Carrying out a Stakeholder Engagement Survey and using the feedback to build stronger
relationships.
Working in partnership with Stirling Council Rapid Rehousing Transition Programme to
reduce rural homelessness.
Working in partnership with Stirling Council to review existing Nominations Agreement and
Information Sharing Protocol.
Establishing Community Panels for new build developments.
Exploiting opportunities for Community Empowerment.
Contributing to the work of the Callander Partnership to help sustain our investment in this
community.
Promoting our Community Donations Fund to support and enable local charities and other
community-controlled projects to sustain and deliver community led projects.
Working with the East Loch Lomond Development Trust (ELLDT) to define and develop
ongoing management of key worker accommodation and develop proposals in partnership
with ELLDT to examine feasibility and long-term viability of development of land adjacent
to the housing units for community use.
Continuing to explore potential for key worker accommodation in partnership with Loch
Lomond and Trossachs National Park and Scotgold.
Promoting an outward looking team, encouraging networking with SFHA, SHN,
benchmarking performance and best practice forums, CEO Forum etc.
Strengthening links with partners on our doorstep who provide support services in our
communities e.g., Action in Mind Rural Outreach.
Working in partnership with SFHA to be the host RSL for the RIHAF Conference in 2022
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6.

RESOURCES

6.1

We are fully committed to making the best use of our resources - money, people, and systems, to
ensure we remain a strong, successful, and sustainable organisation.
Our Finances

6.2

Our long-term projections continue to demonstrate viability over the short, medium, and long
term. Our financial projections show annual surpluses and positive cash balances throughout.
Covenant compliance is achieved over years 2 to 30 of the business plan. Year 1 is problematic due
to the amount of spend required to catchup on the planned repairs programme following the
lockdown restrictions imposed by COVID-19. The Association is working with the Royal Bank of
Scotland to resolve this issue and does not envisage any problems in either agreeing a covenant
waiver, or alternative solution.

6.3

Net surpluses over the 30 years of the plan are stable at an average figure of just under £0.4m per
annum in the first 5 years of the plan, moving to an average of just over £0.7m per annum in the
following 5 years. Years 11 to 20 report average surpluses of just under £1.4m with years 21 to 30
increasing to an average of just over £2.6m per annum. Surpluses average just under £1.5m over
the 30-year business plan period.

6.4

Our management costs have increased by an average of 4% per annum since the prior year version
of the plan. In the main this is to accommodate the new staff structure. The previous business plan
assumed our FTE would increase from 14.66 in the previous structure to 16 in the new structure.
The new structure implemented has 17.4 FTE. A full review of all management and overhead costs
were undertaken as part of this business plan update. All cost assumptions are prudent.

6.5

The development programme assumes a further 152 new units for social rent to be delivered over
the course of the plan period, requiring private finance of circa £7.2m. The Association has already
agreed £5.4m of funding with the Bank of Scotland, leaving a further £1.8m of funding to be
procured to deliver the current programme. Note that the base model assumes no further units
beyond the current programme and pipeline projects have been omitted to counter the
uncertainties surrounding future funding.

6.6

We are continuing to plan for future investment in our stock with the total spend of £44m
(inflated) expected over the 30-year period. £4m of this will be delivered during the first five years
of the plan. Additional loan finance of £1.7m has been assumed in year 2 of the plan to cover the
estimated investment required to existing stock, including an estimate to comply with the new
EESSH2 requirements. It is assumed that this finance will be procured along with £1.8m
requirement to fund the remainder of the development programme as noted above. A further
£4m of funding is required in year 8 to fund the component renewal and major repairs
programme, this has been treated as a revolving credit facility; it may be that this finance takes a
different form, and this can be determined based on business need and market conditions.

6.7

The value of loans outstanding at the start of the plan is £10.4m and is expected to peak at £18m
in year 3, reducing thereafter until fully repaid by year 28. Cash reserves are available at various
points throughout the 30-year business plan to opt for early payment of some loan balances,
however business need and loan terms will dictate if this could be a suitable option.
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6.8

Cash resources over the 30 years of the plan are stable and average just under £1.6m per annum
in the first 5 years of the plan, £1.1m per annum in the following 5 years, just over £0.9m per
annum in years 11 to 20 and finally, £1.1m per annum over years 21 to 30. Cash resources average
£1.4m over the 30-year period.

6.9

The year 30 cash balance is projected at just under £3.3m. Note that this has decreased by £9.7m
since last year’s business plan. This is due to a variety of factors and includes the revised
assumptions to incorporate the impact of COVID-19, a rent freeze for 2021/22 and the removal of
above inflation rent increases in the following 2 years. The impact of the staff restructure and
results of the updated stock condition survey have also contributed. It should be noted that the
results incorporate very prudent assumptions in relation to cost increases going forward.

6.10

The net surpluses mentioned above translate into reserves increasing from £6.2m at the end of
the first year to £7.8m by the end of year five, and to £51m by Year 30.
Financial Planning

6.11

The achievement of our strategic objectives requires the ability to understand and control costs.
This is important to maintain an affordable rent structure, invest in the development of the
business and have the strength and flexibility to adapt to external challenge. Achieving this is vital
if we are to achieve our purpose and make a difference in the community.

6.12

As a business with 628 properties to maintain over the long term and a significant portfolio of
long-term borrowing the Association needs a robust business plan underpinned by a 30-year
financial model. Our long-term financial forecasts include comprehensive scenario planning and
stress testing, assessing the impact of different assumptions and identifying alternative strategies
to manage risk.

6.13

An annual budget is prepared each year and the 30-year financial model is updated to reflect the
new budget, being the year 1 position and future assumptions are updated where required to
reflect current economic conditions and known changes to the operating environment that the
Association operates in.

6.14

Following the annual budget preparation, performance is monitored throughout the year through
quarterly management accounts reporting, variance analysis, regular cash forecasts, and loan
covenant monitoring.

6.15

The Association also measures its performance against a range of key performance indicators on a
quarterly basis. Based on its 30-year financial projections the following are a sample of the KPIs
monitored.
KPI
Management Costs Per Unit
Staff Costs as a % of Turnover
Overheads as a % of Turnover
Net Debt Per Unit
Voids as a % of Turnover

2021/22
£1,824
21%
8%
£17,862
1.13%

2022/23
£1,631
19%
6%
£23,384
1.13%

If the KPIs vary from expectation an explanation is provided to the Board.
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2023/24
£1,533
18%
5%
£21,662
0.84%

6.16

We are aware that we could make better use of the financial data that is available to us, both
internally and externally, for benchmarking, tracking our financial performance and forward
planning. We could also better present our financial performance with the use of visual aids and
diagrams rather just figures, to make it easier for non-finance professionals to understand, and
this is something that we hope to take forward over the course of this business plan period.
Key Financial Assumptions

6.17

A robust business plan model needs a set of prudent and realistic cost assumptions. The
assumptions must also address how costs are likely to increase over the lifetime of the plan.
Inflation along with real cost increases need to be considered. The following table sets out the key
assumptions used in this business plan. Note that these were revised in September 2020 to
incorporate the expected impact of the COVID-19 pandemic.
Business Plan Assumptions
Year
Assumption
Inflation
Voids
Bad Debts
Rent policy *
Real Cost Increase
Base Rate **

1
2021/22
1.0%
1.0%
2.0%
Infl only
0.25%
1.00%

2
2022/23
1.5%
1.0%
2.0%
Infl only
0.25%
1.00%

3
2023/24
2.0%
0.75%
1.5%
Infl only
0.25%
1.50%

4-30
2049/50
2.5%
0.75%
1.25%
Infl + 0.5/Infl only
0.25%
5%

* Rent Policy – no above inflation rent increases for first 3 years of the plan, followed by inflation plus 0.5% for 17
years. There is a return to inflation only rent increases for the remaining 10 years of the plan.
** Base Rate – staggered increase from 2% in year 4 to 5% in year 8, remaining at 5% for the duration of the plan .

6.18

These assumptions along with estimates for development of new units, planned investment in
stock and management and overhead costs are factored in to the 30- year business model. The
output allows the Association to plan over the short, medium, and longer term.

6.19

The Associations 5-year cashflow, taken from the 30-year business plan model, is presented at
Appendix 3. This shows cash decreasing from £1.2m at the start of year one to just under £1m at
the end of year five. Loan finance of £8.9m has been drawn down over the period to fund the
development programme (£7.2m) and planned investment in current stock (£1.7m). Cash
surpluses generated are from normal operating activities less investment, and the reduction in
cash over this period reflects the substantial investment in our housing stock of £3.5m, £1.8m of
which is being funded through loan finance.

6.20

The 5-year cashflow provides a positive outlook with average cash balances of £1.6m over the
5-year period.

6.21

The Association prepares sensitivity analyses to review the impact of various risks and external
factors out with its control. Our analysis shows that should the adverse scenarios arise as single
events, they are manageable. This could be through increasing rent levels, reducing staffing costs,
refinancing, reprogramming the planned maintenance and component renewals contracts etc.

6.22

Where adverse scenarios are combined, they require more consideration and can become more
difficult to manage. The key is to ensure a proactive approach is taken to both short, medium, and
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long-term planning. The Association regularly assesses the impact of known changes to its
financial circumstances throughout the year, on both its annual budget and 30-year projections.
This could be changes in interest rates, a delay in our development programme or higher tender
costs than expected.
6.23

We are confident that our financial position and monitoring is robust and fit for purpose. Our
30-year cashflow and detailed sensitivity analysis can be provided on request.

6.24

We have considered the impact of COVID-19 on the Association’s 30-year projections and the
revised assumptions are included in the updated business plan model.
Our People

6.25

Our people include our Board members and our staff team and are crucial to our success. We
currently have 17.4 Full Time Equivalent Posts (FTE) posts.

6.26

Our team ensure that our tenants and other service users receive a friendly, efficient, and
responsive service. The team provide housing, repairs, investment and new build, welfare/money
advice, factoring, finance, governance, and back-office support. All staff are experienced in their
different areas of expertise with appropriate professional qualifications. We are committed to the
development of all our people and have a robust approach to appraisal reviews and learning and
development plans in place. We carried out a review of our structure in 2020/2021 to ensure that
it is fit for purpose and we have recruited to fill gaps and to strengthen our services at the front
line.

6.27

We will continue to invest in Learning and Development to make sure that our organisation is
resilient to turnover, that our programmes are people centred and that everyone has the tools and
skills that they need to deliver in this fast paced ever changing environment. Our senior team will
benefit from a Leadership Development Programme during 2021. We intend to focus on
consolidating and strengthening our team during 2021 and we intend to embark on a whole team
journey to embed a culture of coaching within our organisation. We will also be focusing on our
team values and health and wellbeing to ensure that everyone when they come to work with us is
happy, healthy, and engaged.

6.28

In addition to our staff team, we engage third parties to deliver specialist elements of our service,
e.g., Data Protection, Development and Project Management, Procurement, Human Resources, IT,
internal/external audit services. We feel that buying in additional help and support as and when
we need it is the most cost-effective way of obtaining such specific expertise.

6.29

Further information on our people and our organisation structure can be found on our website
www.rsha.org.uk
Our Systems

6.30

We have two main computer systems. These are the Microsoft office systems, and our telephones
and hardware, which are maintained by our IT Consultants and the software for our housing, rent,
asset management and complaints which are provided and maintained by SDM. We are
committed to investing in our systems to improve our productivity and efficiency. We invest
annually in SDM our Property Management System and fully exploit the capabilities of this
software.
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6.31

Our focus in this business plan will be developing a Digital Strategy to ensure that we have the
right systems which are fit for purpose for the future. We will develop and use our strategy to
help us to make the right decisions, the right investment at the right time.

7.

RISK

7.1

Managing risk is fundamental to any successful business and reduces the chance of having to deal
with unexpected surprises. We understand the importance and value of managing risk and that a
Risk Management Policy and Framework is an essential element of good governance, improving our
decision-making and enhancing our outcomes and accountability.

7.2

To ensure resilience in uncertain times requires a robust approach to the identification and
management of risks that we may face. We carried out a comprehensive review of our approach to
risk, putting in place a new Risk Management Policy and Framework in November 2019.
Our Risk Management Framework

7.3

Our approach provides a framework for managing risk across the RSG. The framework allows us to
identify and assess all the risks to the group, identifying their owner and existing controls, and, if the
level of risk is assessed to be unacceptable, to provide additional mitigation to remove or reduce
the risk.

7.4

The risk management framework presents the strategy and methodology for managing risks
identified and is based on eight steps:
• Identify and register all risks relating to the Group’s business;
• Categorise, analyse, and quantify the impact of each risk;
• Appoint appropriate owners to manage each risk;
• Remove risks or reduce risks to an acceptable level;
• Create increased efficiency of resources, costs and protect income sources;
• Create increased risk awareness at all levels within the Group;
• Propose risk appetite levels for adoption by the organisation to ensure the most cost-effective
means of managing risk are achieved;
• Monitor and review risks.

7.5

Our 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; and manage risk in accordance with good practice.
Our Audit & Risk Committee

7.6

The Board is responsible for overseeing risk management in the organisation. It is 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.
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Our Risk Register
7.7

Our Risk Register details all up-to-date risks including strategic, operational, reputational, financial,
etc. where we set out their causes 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 top key risks include the Coronavirus situation - tenant
safety and maintaining essential services, the uncertainty regarding the current financial climate
and the economy, grant funding for new development and resources and staff capacity, our ability
to attract and retain staff and board members, our tenant’s ability to pay rent and levels of
satisfaction. The risk register will be kept under constant review to provide assurance to our Board
that key risks are being managed effectively and that our tenants’ interests are protected.
Registered risks will be reviewed formally at each meeting of Audit and Risk and reviewed regularly
with the responsible risk owners to ensure that the register is maintained in a complete state and
that all new risks are identified and tracked. If, due to control measures or new work programmes,
risks are no longer valid, they will be marked as such in the risk register (moved to the archive) with
the reasons for this noted.
Our Risk Controls

7.8

Our Risk Framework gives us confidence that we have strengthened our approach to risk and have
robust controls in place. Our focus on risk applies across the RSG and a culture of risk management
is embedded within our organisation. Our Risk Management Framework is based on the Institute of
Risk Management’s recommended process and we have taken account of the Scottish Housing
Regulator’s Regulatory Standards of Governance and Financial Management (2019).

7.9

To support our Board and senior staff we are also developing our electronic Board Portal, to include
the module Decision Time Risks. This will allow dashboard reporting to our Board on the key risks
within the Risk Register to help increase understanding and focus.
Assurance Reporting

7.10 All RSLs must comply with the SHR’s Standards and Guidance and demonstrate effective governance
and sound financial management. This protects tenants’ interests and the delivery of good
outcomes for tenants and other service users.
7.11 The production of an Annual Assurance Statement is a mandatory requirement of the SHR
Regulatory Framework from April 2019. The statement must be based on a robust Self-Assessment
exercise which has tested compliance against the standards and the Board must be satisfied that
evidence can be produced that provides the assurance of compliance.
7.12 The Assurance Statement provides assurance that our organisation complies with the regulatory
requirements that apply to all social landlords and the Standards of Governance and Financial
Management that apply to Registered Social Landlords (RSLs).
7.13 We prepare our Assurance Statement using the Toolkit developed by the Scottish Housing Network
and refer to the Toolkit developed by the SFHA. The Audit & Risk Committee undertake the
detailed scrutiny of the Annual Assurance Statement prior to the final Assurance Statement being
presented to the Board for approval.
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7.14 Our next Annual Assurance Statement is due to be submitted to the SHR by the end of October. We
will soon begin the process of review and will take cognisance of best practice, the outcome of lessons
learned and any recommended changes from the round of Annual Assurance Statements submitted
in 2020.
8.

MONITORING & REVIEW

8.1

Our Business Plan will be subject to a comprehensive review every three years to coincide with the
3-year RSG Strategic Planning Cycle.

8.2

We will review and update this Business Plan every year as part of our annual Business Planning
process. This will include an update of our financial projections, operational plans, and operating
environment. Although this is primarily an internal process, we are keen to widen the scope to
include our tenants and other key stakeholders and will make sure that this informs each annual
update and 3-year review.

8.3

We have set out our intended outcomes together with our key performance indicators and targets
in the Strategic Delivery Plan attached as Appendix 2 to this Business Plan.
Performance Management

8.4

During 2019/20 we developed a new performance framework as part of a review of our governance
structure. The aim of the new framework was to provide assurance and give our Board confidence
that:
•
•
•

officers are operating within delegated authority;
exception based reporting is embedded in operational KPIs and risk management reporting;
that Board members receive the necessary strategic information on new development in
accordance with the agreed ‘Governance of the Development Process’.

Performance Management Framework
8.5 Our Performance Management Framework (PMF) includes our Strategic Delivery Plan and Scottish
Social Housing Charter (SSHC) Key Performance Indicators (KPIs) reports. The PMF sets out the
strategic areas in which RSG officers report to the Board. The focus of the PMF is reporting on progress
in achieving the key strategic objectives outlined in the RSG Strategic Plan and performance against
the SSHC indicators. Our Strategic Delivery Plan outlines the KPIs and targets to be achieved over the
period of the plan and is attached at Appendix 2.
8.6

Our Board will receive a quarterly review of performance against targets and progress with delivery
of the Business Plan including:
• Strategic Delivery Plan Progress linked to our Objectives and Priorities;
• Performance Report on Key Performance Indicators linked to the Scottish Social Housing Charter
(SSHC) Standards and Outcomes;
• Investment & development programme;
• Management Accounts.

33

8.7

Operational performance is monitored through the Operational Delivery Plan. Operational matters
are delegated to officers and reported to the Board on an exception basis. Information is required to
be presented to the Board on operational matters only when actual performance has deviated
significantly from expectations.

8.8 We have developed a performance management framework which sets out formally how individuals
within RSHA can contribute towards achieving organisational goals, and how they will be held
accountable for their performance. Staff will continue to be fully engaged in drawing up annual
delivery plans to move forward the strategic objectives and key priorities identified within the
business plan.
8.9

Following Board approval of the business plan for the year ahead, the staff appraisal process will be
used to cascade delivery plans and targets down to individual staff objectives and targets. These
will be confirmed through the annual and mid-year appraisals held in April and October each year.
The appraisal process will measure progress and performance relating to the previous year and ongoing one-to-one meetings will maintain the focus throughout the year ahead.

8.10 Due to the level of priority attached to some of our objectives, we may require short-term external
consultancy support to deliver the requirements in the necessary timescales and this has been
budgeted for in our annual budget for 2021/22. Delivery of the business plan is resource dependent
and will be subject to ongoing internal review and reporting to the Board.
Evidence Base
8.11 As part of the process to support the production of our annual assurance statement, we have
strengthened our evidence base and assurance levels. We have also developed our Performance
Management framework to assist reporting to the Board on an exception basis. We carried out a
full stock condition survey in 2020 to improve the accuracy of our property database. We will
continue to benchmark our performance with the other members of our peer group and Scotland’s
Housing Network. We will be launching a new Customer Engagement Strategy in 2021 and
strengthening how we communicate and engage with our customers and developing our approach
to scrutiny. We hope that this will give us a better understanding of our tenants’ needs and
expectations. All this evidence will be used to underpin future business plans.
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Appendix 1: RSG SWOT & PESTLE
INTERNAL STRENGTHS

INTERNAL WEAKNESSES

Staff – Skilled, experienced, committed, hardworking and flexible.
Governance – strong, sustainable Board and
effective leadership.
Capacity – recently strengthened with new staff
structure.
Resilience – past year has demonstrated ability to
deal with challenges.
Strategic clarity – ambitious Board with clear
vision & strategy.
Financial position – remained strong during the
pandemic.
Use of digital – effective use of ICT and CX
feedback system.
Stock condition – relatively young and in good
condition.
Newbuild programme – significant programme
for our size.
Service performance – reputation for good
performance.
Good partner – considered to be responsive and
trustworthy partner.
Ability to attract funding – effective track record
of securing resources.

Stock data – limited data available for EESSH2
planning.
Future-proofing stock – ability to predict & meet
future needs & standards is challenging.
Staff retention – ability to attract & retain staff is
challenging.
Staff changes – time required to embed new staff.
Capacity – level of ambition not matched by
available capacity.
Customer data – limited data on changing needs
& expectations.
Tenant engagement – current strategy not
effective.
Scale of newbuild – generally too small to offer
economies of scale.
Territory – housing stock spread across large
geographical area.
Procurement – too small to offer economies of
scale.

EXTERNAL OPPORTUNITIES

EXTERNAL THREATS

Housing demand – high level of demand for
housing.
New Build – funding and development
opportunities available.
Technology – new technologies for smart, healthy
homes.
StrathFor – foundations for enhanced partnership
already in place.
Value for money – financial pressures may mean
other RSLs looking to merge, share services, outsource, etc.
Green funding – new funders and funds available
for research & projects.
Post-COVID recovery – new ways of working,
engaging, delivering, etc.
Tenants – needs, demands, expectations are likely
to have changed this past year.

COVID impact – full impact on economy, society &
tenants remains uncertain.
Funding cuts – reductions in grants for newbuild,
adaptations, etc.
Political change – elections, independence,
BREXIT, etc.
Climate change – challenging targets and limited
resources.
Service disruption – impact of climate change on
infrastructure.
Competition – between RSLs for resources and
customers.
Building standards– increasing requirements and
rising costs.
Rapid rehousing – increasing incidence of
antisocial behaviour.
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PESTLE analysis
Political

•
•
•
•
•
•
•
•
•
•
•
•

Brexit and associated uncertainty
Independence Referendum 2
Current SG support for social housing weakens
Reduction in grant funding levels
Universal credit
Rapid rehousing changes
Continued austerity
Change of government at Westminster
Continued financial pressures on Stirling Council
Changes to SHR/OSCR remit
Change of control at SC
Political response to climate emergency

Economic

•
•
•
•
•
•
•
•
•
•

Economic uncertainty due to Brexit
Global economic slow down
Increase in inflation
More difficult/expensive to raise finance for new development
Interest rates rise
Reduced availability of private finance
The impact of Universal Credit on tenants and RSHA
Increased oil prices
Greater involvement from tenants in VfM scrutiny
Reduction in level of housing subsidy impacts on ability to develop.

Social

•
•
•
•
•
•
•

Rents increase due to greater compliance requirements
Increase in tenant needs
Changing demographics and changing expectations of next generation
Increase in inequality and increasing polarisation of society
Ageing population
Lack of community cohesion leading to increasing isolation and loneliness
Increased demand for transparency and ethics in those providing public and
social services
Impact of Brexit on society
Changing expectations of RSHA’s communities and customers
Changing requirements for community engagement.

•
•
•
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Technological

•
•
•
•
•
•
•
•
•
•

Legal

•
•
•
•
•
•
•
•

Smaller organisations unable to maximise use of technology due to scale
Burden of maintaining systems to keep safe
Keeping pace with technological opportunities
Not being left behind technologically
Development of a digital strategy for service delivery
Use of digital media
Finding new ways to work and communicate
Engaging with tenants in new technological ways
Using technology to be able to design and build adaptable housing to
respond to the needs of an ageing population
Increase in customer expectations about 24/7 service and self-service.
Understanding our legal requirements and how to meet them
Increasing focus on health and wellbeing, and responsibilities as employer
and landlord
Increasing regulatory burden
Risk of non-compliance with some regulatory standards
Increasing governance requirements
Introduction of Freedom of Information (FOI) and Environmental
Finance/lender requirements
Rapid rehousing
A move to renationalise public services e.g., housing.
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Appendix 2: Our Strategic Delivery Plan
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Appendix 3: Our 5 Year Cashflow

RURAL STIRLING HOUSING ASSOCIATION LTD
Cashflow - Current Development Programme Only

INCOME
Rental Income - Basic
Rental Income - Excess
Less : Voids & Bad Debts
Other Rents-Shared Owners
Total Rental Income
Right to Buy - Net Receipts
Interest Earned
Service Charge Income
Other Income
TOTAL INCOME
EXPENDITURE
CAPITAL
Fixed Assets
Fixed Asset Sales
Improvements and retentions
Major Component Replacement
REVENUE
Non-Component Planned
Cyclical Maintenance
Reactive Maintenance
Service Costs
Management and Administration
Other costs
Loan Repayments
Inter-Co Loan Repayments
TOTAL EXPENDITURE
NET SURPLUS / DEFICIT IN THE YEAR
CUMULATIVE SURPLUS / DEFICIT
FUNDING
Opening Balance
Drawdown
Debtors received
Creditors paid
Land and Buildings additions
HAG & Other Other Government Grants

INTEREST RECEIVABLE
INTEREST PAYABLE ON OVERDRAFTS
CUMULATIVE SURPLUS / DEFICIT-REVISED SENSITIVITY

Year
1

Year
2

Year
3

Year
4

Year
5

2,888,410
0
86,652
2,801,758
29,555
2,831,313
0
0
9,141
51,800
2,892,254

3,097,342
0
92,920
3,004,422
29,555
3,033,977
0
0
9,187
52,577
3,095,740

3,481,977
78,344
3,403,633
30,598
3,434,231
0
0
9,559
53,629
3,497,418

3,621,276
72,426
3,548,850
31,520
3,580,371
0
0
9,847
54,969
3,645,186

3,730,367
74,607
3,655,760
32,470
3,688,229
0
0
10,143
56,343
3,754,716

20,000
1,328,047

5,000
474,982

5,177
771,447

5,306
546,742

5,439
350,904

320,000
312,000
68,500
1,165,741
-

30,150
234,031
295,143
67,500
1,127,286
-

259,714
327,533
75,059
1,169,921
-

32,315
274,435
346,098
76,936
1,175,997
-

282,703
356,524
78,859
1,209,674
-

750,352
-

1,104,646
-

1,169,675
-

1,282,035
-

1,303,647
-

3,964,640
-1,072,387
-1,072,387
1,007,895

3,338,739
-242,999
-1,315,385
1,268,870

3,778,526
-281,108
-1,596,493
1,869,037

3,739,864
-94,678
-1,691,171

3,587,749
166,967
-1,524,204

1,240,000
5,400,000
345,347
-363,464
-9,218,000
7,255,000
4,658,883
3,586,496
2,413
0
3,588,910

3,588,910
2,500,000
-6,267
-96,642
-8,733,164
3,825,164
1,078,001
835,002
2,212
0
837,214

837,214
1,000,000
-11,539
215,385
-343,000
0
1,698,060
1,416,952
1,127
0
1,418,079

1,418,079
0
-4,179
-394,428
0
0
1,019,472
924,794
1,171
0
925,966

925,966
0
-3,273
-100,636
0
0
822,057
989,024
957
0
989,981
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Appendix 4: Glossary of Terms/Acronyms
Term/Acronym
Annual Assurance Statement

Meaning
An annual return to the Scottish Housing
Regulator required of all RSLs from April 2019.
Provides assurance on compliance with the
standards of Governance and Financial
Management.
Ensuring that current and future assets (houses,
land, garages, shops etc) fully support the
organisation’s objectives – working towards
having the right assets, of the right quality, in the
right place, at the right time generating
appropriate value to the business plan and 30year cashflows.
A document setting out aims and objectives and
its financial plans and resources for a specific
period.
Brixx is a financial modelling tool designed to
help businesses plan for the future.
An accounting term that refers to the amounts of
cash being received and spent by an organisation
during a defined period.
A measure that examines the weighted average
of prices of a basket of consumer goods and
services, such as transportation, food, and
medical care. It is calculated by taking price
changes for each item in the predetermined
basket of goods and averaging them.
An organisation providing support on housing
issues for people experiencing domestic violence.
A minimum quality standard for all of Scotland’s
social homes. Landlords should achieve the
standard by 2020.
A minimum quality standard for all of Scotland’s
social homes. Landlords should achieve the
standard by 2032.
A standard for people management, offering
accreditation to organisations that adhere to
the Investors in People Standard.
A measure of how an organisation is achieving its
objectives and performing in particular activities.
Performance indicators can be compared with a
pre-set standard (a benchmark) or with other
organisations.
Agreement between an organisation and its
creditors that the organisation will work within
certain limits, for example in relation to its debt

Asset Management

Business Plan

Brixx
Cash flows

Consumer Price Index (CPI)

Domestic Abuse Housing Alliance (DAHA)
Energy Efficiency Standard for Social Housing
(EESSH)
Energy Efficiency Standard for Social Housing
(EESSH) #2
Investors in People (IIP)

Key performance indicator (KPI)

Lending Covenant

40

levels, asset sales and financial ratios. If these
limits are broken the consequences can be
serious.
Whole life cost associated with owning or using
an asset including maintenance and the costs
associated with eventual replacement.
An allowance based on how much housing
benefit or universal credit would be eligible when
renting from a private landlord.
The national park centred in Loch Lomond and
the Trossachs. The planning authority has the
remit to protect and preserve the natural and
cultural heritage of the park.
A form of home ownership sometimes referred
to as shared ownership (part-rent, part-buy)
or shared equity. It offers those eligible the
opportunity to purchase part of their home and
begin building their own equity.
A set of arrangements established by Police,
Local Authorities, National Health Service and
Health Boards and the Scottish Prison Service
(SPS) (known as responsible authorities) to assess
and manage the risk posed by sexual and violent
offenders.
Homes for rent to households on low to middle
incomes. Rent for mid-market homes are
generally set lower than private rent but higher
than the Council or housing association rent.
A formal short written statement of the purpose
of an organisation which has been approved by
the governing body.
A structured process of considering alternative
choices against appropriate evaluation criteria to
optimise the achievement of strategic objectives.
The activity and set of processes that aim to
maintain and improve organisation performance
and the systems of monitoring.
An investigation of Political, Economic, Social,
Technological, Legal and Environmental
influences on a business.
Funding borrowed from a private sector lender
such as a bank or building society.
The way an organisation obtains goods, works,
and services from other organisations or agents.
A new planning framework for local authorities
and their partners to transition homeless people
from temporary accommodation into permanent
homes.

Life Cycle Costing (LCC)

Local Housing Allowance (LHA)

Loch Lomond and Trossachs National Park
(LL&TNP)

Low-Cost Home Ownership (LCHO)

Multi Agency Public Protection Arrangements
(MAPPA)

Mid-Market Rent (MMR)

Mission

Options Appraisal

Performance Management Framework

PESTLE

Private Finance
Procurement
Rapid Rehousing Transition Plan (RRTP)
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Registered Social Landlord (RSL)

A landlord providing or managing social rented
housing that is registered and regulated by the
Scottish Housing Regulator.
A measure of inflation published monthly by the
Office for National Statistics. It measures the
change in the cost of a representative sample of
retail goods and services.
The process of identifying and analysing risks and
deciding the most appropriate action to minimise
and mitigate these risks.
A forum of members from the Scottish
Federation of Housing Associations (SFHA) with a
particular focus on issues and challenges facing
remote rural and island communities in Scotland.
The members of the RSG comprise the parent
body Rural Stirling Housing Association and its’
subsidiary Venachar Ltd
A process of examining and determining possible
events that can take place in the future.
The representative organisation for Scotland’s’
Housing Association sector.
A learning and development organisation for
Scotland’s housing associations and cooperatives.
A minimum quality standard for all of Scotland’s
social homes which RSLs were to have achieved
by 2015.
A consortium of local authority and housing
association landlords working together to drive
up performance and deliver quality services by
means of benchmarking, self-assessment, and
practice exchange.
The regulatory body for Registered Social
Landlords in Scotland.
The Scottish Government's official statistical tool
to identify areas of multiple
deprivation in Scotland.
Free-to-use procurement framework agreements
used by Local Authorities, Housing Associations,
Social Landlords, and other Public Sector Bodies.
The final stage for complaints about public
service organisations in Scotland.
The Scottish Social Housing Charter (SSHC) sets
out the outcomes and standards that all social
landlords should achieve for their customers. It
includes a set of standards and outcomes that
encourages landlords to work closely with their
tenants and other customers to deliver high
quality services.

Retail Price Index (RPI)

Risk Management

Rural and Islands Housing Association Forum
(RIHAF)

Rural Stirling Group (RSG)

Scenario Modelling
Scottish Federation of Housing Associations
(SFHA)
SHARE

Scottish Housing Quality Standard (SHQS)

Scottish Housing Network (SHN)

Scottish Housing Regulator (SHR)
Scottish Index of Multiple Deprivation (SIMD)

Scottish Procurement Alliance (SPA)

Scottish Public Services Ombudsman (SPSO)
Scottish Social Housing Charter (SSHC)
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Sensitivity Analysis

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

Single Procurement Document

The Single Procurement Document or SPD
contains questions used at the selection stage of
a procurement exercise i.e. it allows
procurement officers to ask questions to identify
suitably qualified and experienced bidders for
their procurement. This is to ensure that public
money is spent with lawful, capable, and stable
suppliers.
Any person or organisation using or affected by
our services or actions or having an interest in
our activities - an interested party.
Plans prepared by local authorities to set
out strategic investment priorities for affordable
housing over a 5-year period to achieve the
outcomes set out in the local housing strategy.
A solution to move from where you are now to
where you want to be including a plan of action
A target that an organisation should achieve to
make its strategy work.
A test that looks at the impact on an
organisation’s business plan of a major change in
one or more variables to see what impact this
would have.
An analytical tool used to identify and categorise
internal and external factors.
A standard aimed for that will help to achieve
objectives.
TIS provides independent advice, training, and
support to tenants, communities, and housing
organisations to work together more effectively.
The national tenant and landlord participation
advisory service for Scotland.
Obtaining the maximum benefit with resources
available.
An aspirational description of what our
organisation would like to achieve in the mid to
long-term future. It provides us with a clear road
map or guide for choosing current and future
courses of action.

Stakeholder

Strategic Housing Investment Plan (SHIP)

Strategy
Strategic Objective
Stress Test

SWOT
Target
Tenant Information Service (TIS)

Tenant Participation Advisory Service (TPAS)
Value for Money (VfM)
Vision
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