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1.  Introduction 
 

1.1 This Business Plan which was developed and approved in 2016/17 and takes the 

organisation, strategically to 19/20, provides a comprehensive overview of Bridgewater 

Housing Association Limited (BHA) and the environment in which we operate.  This has been 

prepared by the members of the Board, the Leadership Team and the Staff.  Opportunities 

have been provided to key stakeholders such as Renfrewshire Council, other local Housing 

Associations and customers to influence the direction of the plan and to help determine the 

strategic direction of the organisation over the medium term to achieve our long-term 

mission. 

 

1.1.2 Our Business Plan is a key strategic document which communicates our vision and 

objectives, and how we will achieve those objectives.  The plan articulates the strategic 

direction and ambition of the Board as the governing body of the organisation.  It provides a 

framework for action which communicates to customers and staff and key stakeholders what 

the organisation aims to achieve over the 3 years of the plan.  It also provides an overview 

of where we want to get to and how we will get there via our three-year Delivery plan16/17 

to 19/20 

 

 

1.2 The Business Plan Process 

 

1.2.1 The Association approved a Business Plan for 16/17 to 19/20 early in 2016.  This followed 

comprehensive work to review the vision, mission and objectives of the Association and to 

determine the future outlook for the organisation.  The opportunity is being taken now to 

refresh the Business Plan in order to prepare it within the context of the Scottish Housing 

Regulator’s Recommended Practice for Business Planning of December 2015 and the 

Regulatory Standards of Governance and Financial Management.  This refreshed plan also 

allows us to take on board the views of Board members and staff from the 2016 away day, 

the Board Strategic Day in November 2017 and to take account of more up-to-date customer 

satisfaction information and financial planning assumptions from our consultants. 

 

1.2.2 It is anticipated that the Business Plan will be refreshed annually and rolled forward every 

year.  This will ensure we always have a current Business Plan which sets out: 

 

 Our strategic ambitions for the remaining years 

 The up-dated 30 year financial projections to establish and test our long term financial health 

and future viability 

 The 1-year Summary Delivery Plan for the coming year. 

 

1.2.3 Every three years we will conduct a comprehensive review of the strategic plan with the next 

due in 2018/19.  This will include a strategic options appraisal to test that our current form 

is still the best vehicle to deliver maximum benefit for our customers. 

 

 

 

 

 

 

 

 

 

 

 



 
 

2. MISSION, VISION AND VALUES 
 

2.1 Mission Statement 

 

 
 

 

2.1.2 Vision 

 

 

 
 

2.1.3 Values 

 

 The following values will shape how we do business to achieve our mission, vision and the 

strategic objectives set out in this plan.  They underpin all the work that we do. 

 

Doing what matters most, with and for, our customers – We are 

committed to providing quality, not just in the homes we build and maintain but also the 

services that we deliver.  We believe that our customers want excellent homes and 

environments, value for money and a good experience when dealing with their landlord and 

we aim to deliver this, in partnership with them. 

 

Putting customers first – We believe that this should permeate everything that we 

do, whether it’s in procuring the best repairs and maintenance contract or redesigning a 

service to better meet our customers’ needs or removing the obstacles which prevent us 

from doing what they want.  Our Board as the governing body and our Leadership Team will 

provide strong leadership and oversight, ensuring tenants and other customers are protected 

and at the forefront of all that we do. 

 

Getting it right first time – We will ensure a consistent approach to service delivery 

and strive to make sure that our customers experience is a “one stop” one.  This means 

delivering excellent customer service which we can be proud of and that our customers can 

expect as a matter of course.  It means making the right decisions at the right time and in 

our repairs service specifically not having to come back to “fix things” that have gone wrong 

with a repair that we have completed. 

  

Get it Right for Every 

Customer 

 

A customer focused organisation which delivers 

the best affordable housing and services to 

people who need them most. 



 
 

3. EXECUTIVE SUMMARY 
 

3.1 The Business Plan aims to ensure that we focus on providing excellent housing and 

environments, Care and Repair Services, Housing Support Services and on repairing and 

maintaining our properties to a high standard in line with the targets set by the Scottish 

Government.  We will ensure the long term financial health and viability of the organisation 

and will drive a greater focus on efficiency and value for money. 

 

3.2 The Association is currently classed as low engagement with the Scottish Housing Regulator.  

Our Board are determined to see through the objectives and plans set out in this Business 

Plan to continue the confidence of the Regulator and other key stakeholders in us being a 

learning and continuously improving organisation, proactive in our approach to driving up 

standards in service delivery, and within a value for money context. 

 

3.3 The plan aims to ensure that the programme of continuous improvement is implemented 

effectively to support the excellent services which customers have become used to.  To 

achieve this our Board have established a set of strategic objectives, underpinned by clear 

delivery plans over the life of the Business Plan.  These fully reflect the opportunities and 

threats in the evolving external environment in which we operate and the current internal 

strengths and weakness of the Association.  These are: 

 

 

 
 

 

 

 

 

  

Increase, as well as manage and 

maintain, high quality affordable homes. 

Increase tenants’ opportunities to

 

Deliver high quality, cost efficient,

services. 

Protect the environment and the

value of our assets. 

Provide a challenging, supportive and 

rewarding work environment for staff

and Board members. 



 
 

4.  WHO WE ARE AND ACHIEVEMENTS TO DATE 
 

4.1 Our History 

 

4.1.1 The origins of Bridgewater Housing Association lie in the decision by the UK Government 

during the 1980’s to divest Scottish Homes, (formerly the Housing Corporation in Scotland 

and the Scottish Special Housing Association – SSHA), of its landlord role in Scotland.  In 

December 1997, tenants of Scottish Homes in Erskine voted to support the transfer of 

ownership and management of their homes to Bridgewater Housing Association Ltd.  A newly 

formed group of local people who were supported by Scottish Homes to prepare a business 

case for the transfer and who ultimately formed the first Board of Bridgewater Housing 

Association.  On 15 April 1998 the transfer of 946 houses and flats, together with 499 

garages into community ownership took place. 

 

4.1.2 Bridgewater also took ownership of and responsibility for the maintenance of 32 hectares of 

green open spaces, over 18 miles of unadopted footpaths, over 250 unadopted car parking 

areas and several small unadopted roadways.  In this respect the Association’s ownership of 

these “non- housing assets” makes it unique in Scotland.  The Association’s open spaces 

and particularly green spaces, contribute significantly to the popularity and amenity of the 

area for residents of all tenures.  Their effective maintenance and management have a 

systemic influence over the reputation of the Association and have a positive effect on the 

value of the stock generally. 

 

4.2 Our Stock 

 

4.2.1 Bridgewater’s Large Scale Voluntary Transfer (LSVT) stock is contained within the 3 main 

estate areas of Bargarran, North Barr and Park Mains, where 3391 houses and flats were 

built by the Scottish Special Housing Association between 1974 and 1983.  Up to the time 

of the stock transfer, 2445 properties had been sold under the Right to Buy, (RTB) legislation.  

Between 1998 and 2015 Bridgewater sold a further 303 LSVT properties under RTB.  During 

the same period a total of 62 former SSHSA properties were acquired by the Association 

through the Rental off the Shelf (ROTS) scheme and Mortgage to Rent (MTR) initiative, 

utilising available grant and the Association purchased one property using its own resources.  

The Association also purchased an additional garage in 2006 bringing the total number of 

garages in its ownership to 500.  The garages are predominantly located in Bargarran and 

North Barr with smaller numbers located in Park Mains. 

 

4.2.2 In early 2000, Bridgewater began the process of increasing its stock numbers through the 

development of new build social rented property.  Renfrewshire Council’s Local Housing 

Strategy and Strategic Investment Plan identified the need for Extra Care and Amenity 

housing within the Erskine area.  This requirement was concomitant with the Association’s 

strategic ambition to increase stock numbers and to meet the demand from residents who 

wished to remain in the areas as their lives progressed and their housing needs potentially 

progressed from mainstream, to sheltered and then to extra care housing.  By 2008, 46 Extra 

Care flats and 9 wheelchair accessible and amenity flats had been built at Clayson House, 

(Blantyre Court) and Robertson House, (Rashielee Drive).  Consistently high demand for 

mainstream housing led to the development of a further 92 mainstream houses and flats at 

Barholm Drive and Barholm Crescent in 2012/13, increasing the Association’s total stock 

available for rent to its current number of 853 units. 

 

4.2.3 Bridgewater’s sheltered housing stock comprises 94 sheltered houses and flats divided into 

3 separate complexes located at Cullen, Blantyre Court and Mains Drive, which together with 

2 houses used as staff and community facilities were included in the stock transfer from 



 
 

Scottish Homes.  One of the community flats was converted back to a mainstream housing 

unit in 2011 as part of an ongoing process to streamline housing support services costs. 

 

4.2.4 Mainstream and Extra Care housing accounts for 89% of the Association’s housing stock and 

all property types in all locations are in consistently high demand.  The remaining 11% of the 

stock, or 97 units including community houses, is sheltered housing which was created by 

Scottish Homes in the mid-1980s through the partial conversion of mainstream housing.  

This process of partial conversion was not entirely successful and involved several significant 

compromises which have had a detrimental effect on lettability.  In particular, many of the 

properties do not meet modern accessibility criteria, effectively eliminating applicants with 

mobility issues, resulting in lower demand from precisely the frail/elderly group that it is 

intended to house.  Solutions for improving accessibility have proven to be financially 

unfeasible and consequently Bridgewater considers its sheltered housing to be cause for 

concern stock.  Although strategies to mitigate the impact of low demand have been devised 

and implemented, its future viability looks uncertain. 

 

4.3 Care and Repair 

 

4.3.1 In 2001, the Association took over, from Paisley South Housing Association, responsibility for 

delivering the Care and Repair Service as managing agent for Renfrewshire and East 

Renfrewshire Councils.  The service was grant funded by Scottish Homes, (Revenue) and 

both Council’s (capital).  With the abolition of Scottish Homes, all grant funding came from 

the Councils.  In 2014 grant funding ended and the Association won a competitive tender to 

provide Care and Repair Services for three years to 2017.   The Service was re-tendered in 

2017 and the Association again won the contract, though the Councils have yet to finalise 

the contract documentation and the Association continues to provide the service on the basis 

of an exchange of letters.  

 

4.3.2 The Care and Repair service provides vital assistance to home owners, private and social 

renters aged 65 and over (or 60 and over with a disability or long term illness) with a free 

small repair and handy person service.  It also covers help with carrying out adaptations from 

agreeing specifications to applying for local authority grants and project management of 

works.  This vital service helps older people and those with disabilities to live independently 

within the community.  On average, annually Care and Repair deal with; 

 

 Disabled Adaptation Cases 

 Small Repair Cases 

 Handyperson Cases 

 

4.3.3 The service employs 10 people and spends £1m per year on vital works.  This has been a 

very successful collaboration both for the Councils and the Association and so long as the 

ethos of the service fits with the Association’s charitable objects and adds value to what we 

do, one which we wish to continue. 

 

4.3.4 The service has also provided the Association with an opportunity to extend its influence and 

to provide services outside of its own operational boundaries.  We have provided services to 

Antonine Housing Association, Lomond and Clyde Care and Repair Service and Dalmuir Park 

Housing Association.  This is seen as an expanding “arm” of the Care and Repair Service and 

one which can enhance the reputation of the Association and bring in extra income. 

 

4.4. Our Board 

 

4.4.1 We are controlled and led by a voluntary and unpaid Board.  The Board is made up of tenants, 

other service users and individual who have an interest in what we do.  The Board make the 



 
 

key decisions about the Association and provide challenge and oversight over our staff team 

to ensure that all decisions and activity are in the best interests of our tenants.  There are 

many “good governance” arrangements which our Board Members are expected to adhere 

to however principle amongst these are the Scottish Housing Regulator’s Regulatory 

Standards of Governance and Financial Management.  In summary these are: 

 

1. The governing body leads and directs the RSL to achieve good outcomes for its tenants and 

other service users. 

 

2. The RSL is open about and accountable for what it does.  It understands and takes account 

of the needs and priorities of its tenants, service users and stakeholders.  And its primary 

focus is the sustainable achievement of these priorities. 

 

3. The RSL manages its resources to ensure its financial well-being and economic effectiveness 

 

4. The governing body bases its decisions on good quality information and advice and identifies 

and mitigates risks to the organisation’s purples. 

 

5. The RSL conducts its affairs with honesty and integrity. 

 

6. The governing body and senior officers have the skills and knowledge they need to be 

effective. 

 

4.4.2 The members of our Board have a range of skills developed over many years as employees, 

service users, managers, elected members, parliamentarians’ civil servants and Board 

members of other organisations.  They are currently: 

 

Hugh Cameron.  Hugh is the Chair of the Association.  He worked in shipbuilding in his early career 

and although he is now retired he also previously was a small Business Man, owning and running a 

Wild Life Park in Inverary.  He is a tenant of Bridgewater Housing Association. 

Alastair Morris.  Alastair is the Vice Chair of the Association.  He is a tenant of the Association.  

Although retired now, he was formerly a Civil Servant with the UK Government.  Alistair chairs the 

Association’s Scrutiny Sub Committee. 

Heather Stirling.  Heather is the registered Secretary of the Association.  She is a tenant and works 

for the National Health Service as a Hospital Clinic Receptionist. 

Angela Westrop.  Angela has previously served as the Chair and Vice Chair of the Association.  She 

owns a home in Erskine and is a recipient of the Association’s Factoring Service.  She has worked in 

the Housing Sector with the Scottish Federation of Housing Associations and currently is a senior 

manager with the Care Inspectorate. 

William Robertson.  William is a tenant of the Association and is the longest serving member of the 

Board and was the Chair of the Steering Committee which established the organisation and the 

Association’s first Chair.  He is a tenant of the Association and is a qualified electrician working in 

the Shipyards in Govan, for Local Authorities and in the car manufacturing industry.  He is now retired 

but ended his career as a Personnel Officer. 

Robert McNally.  Robert was first nominated to the Board as a Renfrewshire Council representative.  

At the end of his term as a local councillor, Robert remained as a Board Member in his own right.  He 

is now retired.  He is a recipient of the Association’s Factoring Service.  Robert chairs the 

Association’s Audit and Risk Sub Committee. 



 
 

Frank Bradley.  Frank was a local planner with Renfrew District Council when Erskine was being 

“master planned”.  He remained in local government service with Renfrewshire retiring as a local 

planner some years ago.  Latterly he worked for SEEPA the Scottish Governments Environment 

Protection Agency although he is now retired.  Frank is not a recipient of any of the Association 

services.  He is a home owner living in the adjacent town of Bishopton.  Frank chairs the Association’s 

Land and Property Management Sub Committee. 

Jim Sheridan.  Jim was co-opted on to the Board in 2017.  He is a former Renfrew District Councillor, 

representing Erskine and a former Member of the UK Parliament.  He is currently the local Councillor 

for the Houston, Crosslee, Linwood ward and is a recipient of the Association’s Factoring Service. 

John Paterson.  John is a tenant of the Association.  He currently works in the Care Sector and has 

worked abroad as well as working with the Civil Service for the UK Defence Department.  John chairs 

the Associations Housing Support Services Sub Committee. 

Aileen Naismith.  Aileen is a tenant of the Association and works in the Care Sector. 

Ken Macintosh.  Ken is a resident of Erskine but not a recipient of the Association’s services.  He is 

retired from a long career with Glasgow District, (now Glasgow City), Council and latterly, Glasgow 

Housing Association as a Senior Architect. 

4.5 Our Staff 

 

4.5.1 Bridgewater’s senior officer is its Chief Executive.  This is currently Ian McLean.  Ian has a 

Diploma in Housing Studies from Glasgow University and is a Fellow of the Chartered Institute 

of Housing, the professional body for people working in the housing sector.  He leads a small 

leadership team of 4 who are responsible for Corporate Services, (including Care and Repair), 

Technical Services, (including Factoring), Housing Services, (including Housing Support) and 

Financial Services, (including external audit). 

 

4.5.2 The Association employs 18 members of core staff.  The other 14 members of staff are 

funded from income from sources other than rental income.  Details of the Association’s 

Leadership Team are as follows and a Staff structure is appended to this plan. 

 

Ian McLean is the Association’s Chief Executive.  Prior to joining Bridgewater 20 years ago as its first 

senior officer, he spent most of his career with Glasgow District/City Council in various posts, leaving 

the council at local government reorganisation in 1996 to join the newly created Dumfries and 

Galloway Council, where he led the team providing housing services to the former Wigtown and 

Stewartry Councils.  He is a Fellow and a former Chair of the Chartered Institute of Housing in 

Scotland 

 

Margaret Grant is the Association’s Housing Services Manager.  She has a Diploma in Housing 

Studies from Glasgow University and is a Fellow of the Chartered Institute of Housing.  The majority 

of Margaret’s housing career has been with Bridgewater and its predecessor organisations, Scottish 

Homes and the Scottish Special Housing Association, after a short “spell” in local government. 

 

Gary Stapleton is the Association’s Technical Services Manager.  He has been with Bridgewater 

Housing Association for 19 years following employment with Dumfries and Galloway Council.  He has 

a Diploma in Housing Studies from Stirling University and is a Member of the Chartered Institute of 

Housing.  He started his career in private practice and has extensive knowledge and experience of 

Quantity Surveying. 

 

Scott Currie is the Association’s Corporate Services Manager.  He has an HNC in Architectural 

Technology and joined the Association as its Care and Repair Manager when the project transferred 



 
 

from Paisley South Housing Association to Bridgewater in 2001.  His post was re-defined to include 

Corporate Services in 2017.  Prior to undertaking this role, he led the Care and Repair team for 8 

years having previously worked as an Architectural Technologist in private practice, including a period 

as a partner in his own business. 

 

Angie Kennedy is the Housing Association’s Head of Finance.  She has worked with Bridgewater for 

18 years following a period of teaching Business Studies and IT in Secondary Education.  Previous 

to this Angie had spent 10 years working in accountancy for both private practice and for other 

housing associations. Angie has an HNC (Business Studies), B.A. in Accounting and a Post Graduate 

Certificate in Secondary Education (Business Studies).  She has previously been a member of the 

GTC for Scotland and is a Current Member of the ACCA. 

 

 



 
 

5.  Customers, Affordability and Demography 

5.1 Understanding Customers 

  

5.1.1 The Association’s business is very much about providing housing and services to people – 

our customers.  It is important therefor if we are to plan for continuing to provide what people 

want, that we understand our customers’ needs and aspirations. 

 

Resilience 

5.1.2 During 2014 the Association commissioned Atlas Research to carry out some research into 

the attitudes of our customers and to some extent examine the issue of resilience in our 

community.  The survey looked at: tenant involvement, wealth, health, crime, value for 

money, repairs and complaints and gave us some insight into what our customers were 

worried about, both financially and in the community.  It also provided an opportunity to test 

the levels of poor health in the community which might affect housing need in the future. 

Tenant Involvement 

5.1.3 A previous survey by the Association indicated that the Association needed to become better 

at involving customers in decisions that affect them.  The Association was keen to validate 

the figure and discovered that over 70% of people surveyed agreed that we should do more 

to get people involved in decisions that affect them.  Customers were asked to provide 

examples of ways in which the Association could improve.  Responses included newsletters, 

letters, more surveys and meetings.  This is a challenging area for the Association since 

attendance at meetings is consistently very poor and resources are not always readily 

available to involve people in decision making.  However, the Board has acknowledged this 

and embraced the need to help people become more involved in our strategic decisions.  One 

concrete way of doing this has been to adopt the objective of – “increase tenant’s 

opportunities to influence change”. 

 

Wealth 

5.1.4 Only 50% of customers who responded to the survey thought that their income was enough 

to live a reasonable lifestyle without having to worry about it.  When we asked them how 

much additional income they would need the mean average amount was just over £250 per 

month.  This is perhaps not surprising since over 50% of our customers qualify for full or 

partial housing benefit.  This question is also related to our desire to find out what our 

customers think about the value of renting from the Association.  Interestingly, although a 

large percentage of tenants do not think they receive value for money for their rent, only 11% 

of customers thought they received little value for money when they discovered how much it 

cost to rent privately.  

 

Health 

5.1.5 Only 38 % of customers thought that their health was good with most people saying their 

health was fair or bad and 6% of customers saying their health was bad.  Compared with the 

previous year, 30% said their health was worse and just under 30% said it was the same.  

However, 80% of people can access health services easily and just under 80% have family 

members who can provide them with support.  Around 60% of customers talk to their 

neighbours often with 35% talking to their neighbours occasionally, indicating that there is a 

significant degree of “neighbourliness” in Erskine.  However, there is also a sense of people’s 

health deteriorating which may have a direct effect on their ability to stay in their own home 

without support and consequently, on their long terms housing needs. 



 
 

 

 Crime 

5.16 Some 24% of people are worried about crime and most of these are worried about break-ins.  

Fewer than 40% are worried about young people behaving badly and about more serious 

crime.  Just under 70% of customers think that relevant agencies are doing enough about 

dealing with crime.  Nevertheless, that means that a significant number of people – one in 

every three- do not.  This may have implications for the work that we do with our partners, 

particularly when dealing with anti-social behaviour but also our environmental maintenance 

works and engagement with people in Erskine. 

 

 

 Customer Aspirations and Needs 

5.1.7 In terms of the housing product that we provide, we have extensive information on customer 

aspiration.  A detailed analysis can be found in the Association’s Annual Lettings Plans.  

However, in summary: Transfers consistently account for only a small percentage of the 

overall housing list. 

 

 Around 20% of applicants on the housing list have no assessed need under the terms of our 

allocations policy so, the status of these applications is purely aspirational. 

 Applicants with general housing needs consistently make up the majority of the housing list. 

 

5.1.8 The turnover of our empty properties (on average 66 per year) means that demand for our 

housing far outweighs housing supply, particularly for new applicants and consequently we 

cannot meet the aspirations of the majority of our applicants.  This has consistently been the 

case since 1998 and is projected to continue. 

 

Disability and Ill Health 

5.1.9 The ability to accommodate the needs of households affected by ill health, disability or 

impaired mobility is an important factor in sustaining tenancies.  The average age of 

Bridgewater’s tenants is 56 and more than a quarter are 71 or older.  This results in a 

significant number of requests for medical adaptations particularly, although not exclusively, 

from older tenants.  For tenants and their households, remaining in the family home rather 

than moving to alternative types of housing is often their first choice.  Bridgewater is 

responsive to the needs of tenants in these circumstances and supports the principle that 

tenants and their household should continue to live in their own homes for as long as is 

practical and desirable. 

 

5.1.10 The table below illustrates the significant number and value of medical adaptations carried 

out to Bridgewater properties on behalf of tenants following an assessment of a households 

needs by an occupational therapist.   

 

YEAR 

 

COMPLETED ADAPTATIONS VALUE OF WORK 

2010-11 33 £45,354 

2010-12 22 £59,000 

2012-13 48 £52,330 



 
 

2013-14 43 £45,565 

2014-15 45 £52,332 

2015-16 34 £58,987 

2016-17 38 £50,555 

2017-18 29 £36,434 

TOTALS 292 £400,557.00 

 

 

5.1.11 The value of adaptations carried out between 2010 and 2018 has remained consistent over 

the period, with the substantial majority of funding provided through Stage 111 Housing 

Association Grant from the Scottish Government.  With the average age of Bridgewater’s 

tenants set to increase, the current scale of adaptations may continue for the foreseeable 

future. 

 

5.1.12 It should be noted however that Bridgewater’s capacity to continue with this scale of 

adaptations remains heavily dependent on grant funding.  Where possible the Association 

works with health and care providers to design and install bath/shower rooms and kitchens 

under capital contracts to reduce costs and improve general levels of accessibility.  Just 

under £30,000 has been earmarked for 18/19 by the Scottish Government. 

 

Right to Buy 

5.1.13 Our June 2011 Customer Satisfaction survey (256 face to face interviews) included an 

aspirational question on whether tenants had the desire to acquire their home under the 

Right to Buy.  Some 15% of tenants interviewed stated that they would exercise their right to 

buy at some point in the future and 20% were undecided.  Of these tenants, the majority 

were unsure when they would do this.  If 15 % of people exercised their right to buy, this 

would equate to just under 130 properties and would have been a significant risk to 

Bridgewater’s future viability. 

 

5.1.14 Between 2011/12 and 14/15 14 properties were sold, with the highest number of sales in 

13/14.  A sustained increase in RTB activity had been projected as a result of the abolition 

of RTB in the Housing (Scotland) Act 2014 (effective date August 2016) however this did not 

materialise.  Right to Buy has now been abolished. 

 

 

 



 
 

 
 

 

 

5.2 Affordability and Demography 

 

Affordability 

5.2.1 A key objective of the Association is to “deliver high quality cost efficient services” (Strategic 

Objective 3).  This means that it is important that our customers can afford to rent and to live 

in our homes.  Consequently, affordability is an important element in our decisions about 

rent increases. 

 

5.2.2 In August 2014, the Association commissioned Arneil Johnston, consultants to undertake an 

affordability analysis of our rents.  The Association is critically aware that providing homes 

for affordable rent is the core business for housing associations in Scotland and has 

consequently sought to obtain tenant’s views on affordability through annual rent review 

survey; and targeted telephone surveys through independent research companies. 

 

5.2.3 The striking conclusions of the report were: 

 

 A third of respondents were spending more than 30% of their household income on their 

housing costs. 

 Where 25% of a household’s income was spent on housing costs, an average of 55% of BHA 

tenants cannot afford our rents; and 

 Where households devote 30% of their income on housing costs, 42% of BHA tenants cannot 

afford our rents. 

 

5.2.4 In order to establish the income profile of households (to assess the affordability of housing 

tenures), the consultants analysed the 2012 CACI Paycheck Income Data.  The CACI data 

provides household income data for every post code in the UK.  On this basis, the income 

profiles for Erskine take into account households across all housing tenures rather than 

simply Bridgewater tenants. 

 

5.2.5 This data enabled the consultants to understand the level and distribution of incomes by 

standard income bandings.  The outcomes of their analysis are shown on the following chart: 

 

 When do you aim to exercise your RTB? 56.8% 

16.2% 
18.9% 

5.4% 

0.0% 2.7% 



 
 

 

 

  

 

 

5.2.6 The graph illustrates that there has been an increase in the proportion of households within 

the lowest income bandings in Erskine from 17% in 2010 to 22% of households in 2012.  

There has also been an increase in the number of households within the highest income 

banding from 27% in 2010 to 29% in 2012.  This results in an ever-increasing income 

inequality level within households in Erskine. 

5.2.7 As part of the rent affordability analysis, the Association also commissioned Atlas Research 

to carry out a telephone survey in October 2014 and included 151 respondents – 94 of these 

had been interviewed in the June 2014 telephone survey. 

5.2.8 The survey also set out to profile current household circumstances and the proportion of 

income devoted to housing costs both current and at preferred levels. 

5.2.9 The respondents to the survey were mixed in terms of household profile, with the greatest 

proportion being single adults aged 65 or over, which accounted for almost a third of tenants 

that participated, (31%).  Most of the remaining participants were distributed relatively evenly 

between single adults aged under 65 (15%), single parent families, couples aged 65 or over 

and couples where at least one adult is under 65 (all 13% respectively) and two parent 

families (11%).  The remaining participants (6%) were categorised as “other”. 

5.2.10 In terms of the participant’s employment status, half of the respondents were retired.  This 

is perhaps unsurprising given the high proportion of respondents who were 65 and over.  

Almost a fifth of tenants were in full or part time employment (18%) and slightly less have a 

disability or long term illness (17%).  Some 10% of participants were unemployed. 

5.2.11 In terms of tenant’s income profiles, participants were asked to provide estimated household 

income and also the welfare benefits which they receive.  On this basis the gross income of 

each respondent was calculated.  The graph below shows the proportion of tenants within 

each of the income bandings. 



 
 

 

5.2.12 As the graph shows, approximately half of the tenants surveyed earn less than £15,000 on 

an annual basis (49%) and more than a third earn between £15,500 and £25,000 annually 

(37%).  The remaining participants earn above this; the majority of whom earn between 

£25,000 and £30,000 annually (8%). 

5.2.13 Whilst the CACI Paycheck data shows that the greatest proportion of households in Erskine 

earn more than £50,000 on an annual basis, the considerable proportion of households 

earning less than £15,000 is evident in both income profile data sets.  Nevertheless, more 

recent work carried out by the SFHA on affordability suggests that all of the Association’s 

properties should be affordable to people who would qualify to be allocated a suitable 

property by the Association. 

5.3 Demography 

5.3.1 Tenant profiles have been captured in our Lettings Plans since 2003/04 and reveal that 

single females and families with a female head of household consistently represent the 

majority of households living in our properties. 

 

Age band No. of tenants/occupants % of Tenants Occupants 

16-25 35 4% 

26-30 59 7% 

31-40 133 16% 

41-50 159 19% 

51-60 116 13.5% 

61-70 117 13.5% 

71-80 125 15% 

81-90 77 9% 

91+ 31 3% 

Total 852 100% 

Average age 56  

 

5.3.2 Our sheltered and extra care housing comprise 141 properties, so it is likely that the majority 

of tenants in the 81 plus age bands are living in these properties, in addition to some younger 

tenants in the 61 to 80 bands.  Some 11% of tenants are aged 30 and under with 45% of 



 
 

tenants aged up to 50.  The age band with the majority of tenants is 41-50.  Lettings Plan 

data also shows that our tenants are predominantly white. 

5.3.3 This data is important for asset management and housing management purposes as with a 

large aged tenant profile at one end of the spectrum comes the need for adaptations, 

discussed elsewhere in the plan and a slightly larger younger population at the other end of 

the spectrum comes additional support and management needs. 

5.3.4 Generally our tenancies are well sustained and we have stable communities across our 3 

developments in Bargarran, North Barr and Park Mains.  During 17/18, our highest turnover 

of empty properties related to our supported sheltered and extra care properties.  This is not, 

perhaps, unsurprising in light of the age of our older population. 

  



 
 

6. Partners 

6.1 The Association recognises that in order to achieve its objectives and make its plans a reality, 

it cannot work alone and there are a number of partners and stakeholders who have an 

active part to play in the success of the organisation. 

6.2 Customers 

 

6.2.1 We recognise the support of our tenants, especially those who are longstanding residents 

and those who have or currently serve on our Board.  We work across the whole of Erskine 

and engage with people when and where we can but historically we have no active tenants 

group, (there was an owners group for a while but this has since been disbanded due to lack 

of interest) to engage with.  We have engaged in the past in mystery shopping which has 

involved customer volunteers and this has proved to be very rewarding for them and useful 

for us.  However, we wish to do more in relation to more meaningful engagement with our 

tenants and owners. 

 

6.3 Local Authorities and Government 

 

6.3.1 We work closely with Renfrewshire Council and East Renfrewshire Council and deliver their 

Care and Repair services on their behalf.  We do not, by agreement, have a nomination 

agreement with Renfrewshire Council however 30% of our allocations are made to homeless 

applicants nominated by the Council.  We have been successful in 16/17 and 17/18 in 

attracting grants from Renfrewshire Council to support energy efficiency work in our homes 

and also from the Scottish Government to support disabled adaptations work.  We are an 

active member of Renfrewshire Council’s Housing Providers Group as well as the Strategic 

Planning Group of the Health and Social Care Partnership in Renfrewshire and our Chief 

Executive was invited to become a member of the Renfrewshire Poverty Commission which 

was established to assist the council to deal with child poverty in Renfrewshire.  We will 

continue to cultivate good relations with both Councils, the Partnership and the Scottish 

Government to maximise opportunities for the Association and grant funding and to play a 

part in delivering and influencing national policy. 

 

6.4 Lenders 

 

6.4.1 We have enjoyed a very good relationship with the Nationwide Building Society who provided 

the funds for the initial stock transfer and who, through a refinancing initiative, also provided 

funds for our first new build Extra Care development.  We have been proactive in sustaining 

this relationship and have consistently met all of our covenant requirements over the past 

20 years. 

 

6.5 Regulators 

 

6.5.1 The Association is a highly regulated organisation.  Our main Regulator and the one which 

we have the most engagement with is the Scottish Housing Regulator, (SHR).  However, we 

are also regulated by the Office of the Scottish Charities Regulator (OSCR), the Care 

Inspectorate and the Financial Conduct Authority, (FCA).  The Scottish Housing Regulator has 

currently decided, following an assessment of the financial and governance risks which face 

the organisation, that they will have Low engagement with the Association.  The Association 

continues to provide OSCR and the FCA with the annual and quarterly returns which they 

require and adheres to the required timescales.  The Housing Support Services which the 



 
 

Association provides to its Sheltered Housing tenants and under agreement with 

Renfrewshire Council is periodically inspected by the Care Inspectorate.  The last inspection 

in November 2017gave the Service an overall score of 6 (out of 6). 

  



 
 

7. Performance 
 

7.1 The Association is a member of three groups which allows it to benchmark its performance 

against other Housing Association’s, some of which are a similar size to Bridgewater.  These 

are the Quality and Efficiency Forum which has 30 members across mainly the west of 

Scotland, the Glasgow and West of Scotland Forum of Housing Associations, with over 50 

members located in Glasgow and the West of Scotland and the Federation of Local Housing 

Association’s in Renfrewshire which comprises all of the local Associations in Renfrewshire 

and East Renfrewshire.  These are; Linstone, Paisley, Williamsburgh, Barrhead and Ferguslie 

Park, (re-joined 2017). (FLAIR) The Association tends to publish Benchmarking information 

in relation to the Annual Return on the Charter with the local Associations. 

 

7.1.2 The following table provides benchmark information relating to 2016/17 and is derived from 

the FLAIR Customer Satisfaction Survey conducted by FLAIR and related to the SHR ARC 

Indicators. 

 

Scottish Housing Regulator indicators - Tenant Satisfaction Survey 2016 

 Charter Indicator 
Bridgewater 

HA 
Linstone 

HA 
Ferguslie 
Park HA 

Williamsburgh 
HA 

Barrhead 
HA 

Paisley 
South 

HA 

FLAIR 
Average 

ARC 

Scottish 

Average 

2015/16 

RR 
Ave 

2016 

1 - Percentage 

tenants satisfied 

with overall 

service provided 

by landlord 

98% 94% 91% 94% 94% 93% 94% 89% 92% 

3 - Percentage 

tenants who feel 

landlord is good 

at keeping them 

informed about 

services and 

decisions 

100% 100% 99% 100% 99% 97% 99% 91% 95% 

6 - Percentage 

tenants satisfied 

with 

opportunities 

given to them to 

participate in 

landlords 

decision making 

98% 99% 100% 100% 96% 91% 97% 81% 93% 

10 - Percentage 

tenants satisfied 

with quality of 

home 

98% 89% 88% 94% 92% 94% 93% 86% 91% 



 
 

16 - Percentage 

tenants satisfied 

with repairs 

service 

92% 88% 86% - 82% 95% 88% 90% 87% 

17 - Percentage 

tenants satisfied 

with 

management of 

neighbourhood 

96% 97% 95% 85% 91% 90% 92% 86% 90% 

29 - Percentage 

tenants who feel 

rent for their 

property 

represents good 

value for money 

92% 94% 93% 92% 94% 95% 93% 79% 87% 

 

 

  



 
 

8. Analysis of our operating environment 

 

8.1 In this section of the plan, we consider current or future issues in our external operating 

environment and what implications they might have for the organisation.  At our original 

strategy day held in 2015, we looked internally at our strengths and weaknesses and 

considered how these can, as appropriate, be built upon and/or improved.  Finally, we 

reviewed the risks we face and considered how best to address these in terms of being able 

to avoid, mitigate or manage each key risk.  The aim is to align the organisation to the 

changing environment so that we manage threats and take advantage of opportunities that 

further our Strategic Objectives.  At the staff and board away day in 2016, and the Board/Snr 

staff away day in 2017 we took the opportunity to expand on some of this initial work. 

 

  



 
 

8.1.1 Political, Economic, Social and Technical (Pest) Analysis 

 

 

 
 

8.1.2 Political 

 

8.1.3 The Westminster election in 2015 produced a majority Conservative Government with a clear 

agenda and mandate to continue to drive through its wide ranging welfare reform 

programme.  The 2017 election, whilst not so decisive for the Conservatives promised more 

of the same.  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 therefore ensure that we fully 

understand our tenant base and their changing needs and help them prepare for the future 

including how they will pay for their rent.  We must also proactively counsel prospective 

tenants in the same way and work to keep rents affordable.  This will be a top priority going 

forward.  Our Board has agreed a Welfare Reform Strategy, the aim of which is to help the 

Association understand the implications of welfare reform and to plan for its implementation 

and mitigation. 

 

Gov target for 50,000 homes 

Procurement Regulations 

Welfare Reform 

SHQS and EESH 

SHR Regulatory Framework 

Brexit/Scottish Referendum 

SHAPS Pension Scheme 

ONC Plans on reclassification 

Housing Scotland Act 2014 

Local elections 2017 

General Election 2017 

 

Deflation leading to 
recession 

Austerity 

Unemployment 

Inequality 

SHAPS Pension Valuation 

Interest Rates 

House Price Inflation 

Climate Change 

Rising Energy prices 

Value for money 

VAT/” stealth taxes” 

  

 Technological 

Demographic changes and 

growth in older/younger 
tenants 

Rising consumer 

expectations 

Need for greater partnership 

working 

Demand for social and 

affordable housing 

Development Opportunities 

Poverty levels 

Digital by default 

Digital exclusion 

Home/mobile working 

ICT requirements for front 
line staff 

Innovations in energy 
efficiency 

Improved performance 
Management systems 

Increased use of social 
media 



 
 

8.1.4 In the summer budget of 2015 the UK Chancellor announced plans to reduce rents in social 

housing in England by 1% for 4 years.  This created widespread challenges for the sector in 

England and whilst “noise” from the UK government about rents is currently more sensitive 

to the social sector’s needs, resources remain tight.  Additionally, although rent policy in the 

social rented sector is a devolved matter in Scotland, indications are that the UK government 

will be looking at ways to ensure that proportionate savings are achieved across the whole 

of the UK.  The Scottish Government have made public that they would not support such 

changes in Scotland given that current social rent levels are lower than our English 

counterparts.  However, the Scottish Housing Regulator is increasingly concerned about rent 

levels and rent increases in particular and is seeking Association’s to make rent increase 

decisions with more of a mind to affordability and value for money.  That said, any change in 

thinking about rent policy would be a major concern to the viability of any housing 

association.  The risk associated with this is anticipated to be low at this stage but remains 

a potential outside pressure on our thinking. 

 

8.1.4 In terms of our physical assets we have seen the welcome commitment of Scottish 

Government to secure the delivery of 50,000 new affordable homes by 2020.  Renfrewshire 

Council has its own Local Housing Strategy, together with a Strategic Housing Investment 

Plan to support this.  Housing Associations are expected to play their part to support delivery.  

Consequently, some opportunities exist for Bridgewater to become involved.  However new 

build development comes with particular risk considerations and also a skills set which we 

do not have directly.  Nevertheless, we will watch the landscape closely and enter into 

discussions about new provision where this fits with our objectives.  Any new initiatives will 

be assessed against the SHRS newly published Risk Assessment Criteria guidance for new 

build development and we would engage with an external partner who does have the skill set 

required for development. 

 

8.1.5 We have also seen the detail forming around the Energy Efficiency Standard for Social 

Housing (EESSH) which aims to improve energy efficiency of social housing in Scotland by 

2020.  Based on our current knowledge and emerging intelligence of our stock we will have 

some work to do to ensure our houses all meet this standard by the deadline.  However, we 

have already started this process by securing an interest free loan of just less than £1m to 

embark on some of the major works. 

 

8.1.6 In 2016 we received the publication of the second triennial actuarial pension valuation 

carried out in 2015.  Whilst this saw some improvements and we have seen, more recently, 

additional improvements in relation to the performance of the scheme, the outlook remains 

challenging with payment to meet our share of the deficit still factored into our long term 

funding assumptions. (over 30% of our staffing costs relate to pension costs).  Performance 

of the SHAPS pension scheme is a key risk factor for housing association members and will 

remain an area that we must continue to monitor closely.  The Association’s Board will seek 

independent advice during 18/19 to consider any decisions that they need to make. 

 

8.1.7 On 23 June 2016, the UK voted to leave its membership of the European Union.  This was 

despite quite a different outcome in Scotland and other UK jurisdictions.  This has led to the 

Scottish Government continuing to threaten to conduct a second referendum ballot on 

Scotland leaving the UK.  Whilst exit will take several years to both negotiate the detail of and 

then implement, there will be clear impacts for housing Associations from both Brexit and if 

Scotland were to leave the UK, e.g. outlook for the economy, migration levels, impact on 

demand and services and procurement arrangements to name a few.  The Association’s 

Board has already considered a comprehensive report on the potential impact of BREXIT and 



 
 

we will keep all of this on our strategic agenda and map the impacts and plan responses 

accordingly as this debate unfolds. 

 

8.1.8 The local council elections took place in May 2017.  This has meant a fairly radical redrawing 

of the political landscape, at least at a local level, across the country.  In Renfrewshire, the 

Labour Party has lost overall control of the council and the SNP are now the largest party and 

have formed the administration.  This is already meaning a rethinking of old policies and 

strategies and a new direction in housing policy terms.  This will have an impact on the work 

of the Association although the extent of it is unknown at this stage.  From an Erskine point 

of view, there are three new local members for us to work and engage with and to develop a 

relationship with. 

 

8.2 Economic 

 

8.2.1 The economic outlook has been shaped by the austerity agenda but more so, by the outcome 

of the BREXIT vote and the unknown dimensions that the US election outcome has created.  

Whilst the UK has not suffered the economic disaster that some commentators predicted 

after the BREXIT vote, there are global forces which could undermine the progress to date. 

 

8.2.2 House price inflation which is predicted to continue to rise and the ability of low income 

families to access mortgage finance mean that demand for social housing will remain strong. 

 

8.2.3 Poor global economic performance and quantitative easing have generated a very low bond 

yield which mean the pension deficit is unlikely to improve dramatically in the medium term.  

This will almost certainly put further demand on costs going forward. 

 

8.2.4 Spending cuts has continued to place pressure on public and voluntary services creating 

increasing challenge on local projects and their future sustainability.  This puts Bridgewater 

and other housing providers under pressure to support services no longer funded by the 

state.  However, it does also create opportunities to work with Renfrewshire and East 

Renfrewshire councils and local RSL partners to create complimentary services that we can 

share to best effect.  The Association is already experienced in this area with the Benefit 

Advice service and the Care and Repair Service and the IT services which we are providing to 

Ferguslie Park Housing Association. 

 

8.2.5 Shifts in Energy usage and costing are inevitable.  These will continue to increase demand 

for improvements in energy efficiency and fuel poverty advice. 

 

8.3 Social 

 

8.3.1 The big social challenge going forward for Bridgewater, in common with the whole of society, 

is the changing demographic landscape.  This has a number of implications.  Firstly, the 

customer base will get older and generate new demands as the NHS changes its models of 

care with greater emphasis on keeping people at home.  We will need to consider developing 

new relationships with health and voluntary agencies and what new services are required to 

support people to stay in their homes.  Our role in Care and Repair provision will be important, 

but set against budget pressures for Renfrewshire council and East Renfrewshire council, 

although the next two years are secure, there is uncertainty beyond that. 

 

8.3.2 Although the ageing demographic will be a huge challenge for the Association, so too will 

rehousing increasing numbers of younger people and younger families, many of whom have 



 
 

greater expectations in terms of service provision and assistance to manage their home, as 

well as challenging financial circumstances.  This is not something which has been a feature 

of the Associations Housing Management service but is increasing. 

 

8.4 Technological 

 

8.4.1 Customers behaviour in engaging with service provision has changed dramatically over the 

past decade.  More and more simple transactions (paying rent etc.) are being handled on 

line with people of all ages using an array of IT devices and happy to do business in this way.  

Accessible phone contact can handle more complex issues but there is still a place and a 

need for face to face interaction on complex queries/needs.  This shift in the channels by 

which modern consumers engage means that we must adapt our approach.   

 

8.4.2 We have widened our on line “offering”, including developing our own bespoke app and 

providing the facility for customers to pay rent through the web site, but still provide the 

means to speak to us directly in a cost effective and accessible way, either on the phone or 

in person.  The technology needed to get our service on line will be important to meet 

consumer needs, but can also be a cost reduction driver.  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 do their own business, e.g. home working, hand held devices to take 

the service into the customer’s home. 

 

8.4.3 As well as rethinking how we offer services; we are 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 on line to get cheaper products and service, to learn and to 

access jobs and training. 

 

8.4.4 We therefore must make sure we play our part to make it easier for tenants to get on line 

confidently to engage and carry out business with us and others. 

 

  



 
 

9. Strengths, Weaknesses, Opportunities and Threats 

(SWOT) Analysis 
 

9.1 A scan of the internal and external environment is an important part of the strategic planning 

process.  Environmental factors internal to the Association usually can be classified as 

strengths or weaknesses and those external to the organisation can be classified as 

opportunities or threats.  Such an analysis is referred to as a SWOT analysis.  The Board of 

the Association and the Leadership Team carried out a SWOT analysis to determine the 

environmental factors which will influence our ability to achieve our objectives and to help in 

developing our implementation plan.  Although the Association has many strengths, and 

some opportunities for growth, at the same time, there are weaknesses in our operating 

environment and threats to the success to the organisation.  During the Board and Staff away 

day in 2016, the opportunity to build on this analysis was taken and this was further 

developed at the Board Away day in November 2017. 

 

  



 
 

STRENGTHS 

• Continuity of Staff 

• Local Knowledge 

• Quality Product 

• High demand for product 

• Committed, experienced and skilled staff 

• High investment value in stock 

• Accessible Office 

• Low engagement by the SHR 

• Good Customer Satisfaction 

• Good reputation in the sector 

• Sound financial platform on which to provide services 

• Membership of FLAIR and IFLAIR 

• Wider partnership working 

• Robust internal systems and processes 

• Low crime and anti-social behaviour rate 

• Stable community 

• Good relationships with Renfrewshire and East 

Renfrewshire Councils 

• Proven track record 

• Knowledge about GDPR 

• Board Development 

• Good relations with the Care Inspectorate 

• Welfare Reform Mitigation Strategy 

• Connect for Renfrewshire 

• Learning from poorer organisations 

• Membership of other organisations EVH, SFHA GWSF 

etc 

• Code of Conduct 

• IFLAIR Procurement Framework 

• Robust IT management system and security 

• Fundable 30-year business plan 

• Change in government 

 

OPPORTUNITIES 

• New Reactive Repairs Contract 

• Increase in new build subsidy from the 

Scottish Government 

• Positive independent analysis of the financial 

plan by Arneil Johnstone 

• Remodelling of office space 

• Potential for ROTS 

• New Care and Repair Contract 

• External service provision (Care and Repair, 

IT) 

• Mainstream work for Care and Repair Team 

• Finance Team vacancies 

• Technical Team vacancies 

• 50,000 new homes target 

• Procurement savings (IFLAIR) 

• Financial expertise on the Board 

• Board influence of agendas 

• Reserves to increase stock numbers 

• Digital media strategy 

• Availability of other procurement frameworks 

• Partnership arrangements with other 

organisations 

• Care and Repair providing other services to 

RSLs 

• IT providing services to other RSLs 

• Staff structure review 

• Change in government 

 

WEAKNESSES 

• Poor customer engagement 

• Poor relationship with some vocal owners 

• Reliance on Housing Benefit to pay for rents 

• Reliance on Grant funding to pay for new build 

• Inability to meet the high demand for housing in the 

area 

• Inability to attract new committee members on to the 

Board 

• Drying up of future development opportunities 

• Largely restricted to working in Erskine 

• There is too much legislation which is swamping staff 

and committee members 

• There is a risk to our Housing Support Service and 

consequently our Sheltered Developments 

• The costs associated with running the office are high 

and increasing 

• No fines construction types (affordable warmth issues) 

• Rent affordability 

• No financial expertise on the Board 

THREATS 

• Universal Credit 

• Increasing staff costs/pensions 

• Increasing/Decreasing inflation 

• The affordability of our product both for 

tenants and owners 

• Loss of Care and Repair income 

• Loss of Board members 

• Loss of Housing Support Funding 

• The possible loss of the Chief Executive or 

other Leadership Team members  

• Other Welfare Reform proposals 

• Increasing owner’s debt 

• Complacency 

• Potential for rising arrears 

• Sometimes poor local authority services which 

impact on Bridgewater either in terms of our 

reputation (people thinking we are 

responsible) or the environment generally 

(bulk uplift, Cleansing) 



 
 

• Sheltered housing not fit for purpose 

• Supporting People grant 

• Staff structure 

• Health and Social Care Partnership 

 

• Increased workload and pressure on staff 

• Rising customer expectations 

• Loan covenant breach 

• IT failure (hacking) 

• Rising Inflation 

• Brexit and procurement 

• GDPR non compliance 

• Climate Change 

• Government change 

• Austerity 

• Freedom of Information 

• ONS classification 

 

 

9.2 Strengths 

 

9.2.1 In essence our biggest strength should be that we are small and local.  Our staff know our 

customers well and have built up a good trusted relationship with high levels of customer 

satisfaction being recorded in our surveys.  Our board and staff team are committed to take 

the organisation in the right strategic direction that enables the best outcomes for our 

tenants and other customers.  We have good stakeholder relationships, particularly with the 

local authorities on whose behalf we provide services and in addition the basic economics of 

our business are sound with historic loans being paid off, (interest and capital), good cash 

flows and a 30-year financial forecast which is healthy and particularly healthy after the first 

ten years.  In short the Association is viable over the short, medium and long term, based on 

current predictions. 

 

9.3 Weaknesses 

 

9.3.1 Our biggest weakness is the perceived unaffordability of our rent levels.  They are high 

compared with our peer comparators, though we have taken steps to harmonise our rent 

structure to make it fairer and so that we can explain why certain properties attract certain 

rents.  The board will need to balance the needs of our investment programme with our 

customers’ ability to pay rent in the future.  It should be noted however that despite 

“perceptions” the recent work conducted by the SFHA looking at affordability would suggest 

that our rents are affordable within the context of their model. 

 

9.3.2 Additionally, we have not been good at engaging in a formal way with our customers and 

although we have embarked on a range of activities to find out our customer’s views, we 

have not been able to engage meaningfully and in a more formal way.  We would like to 

change this in the future.  This may have contributed to the lack of interest by tenants in 

joining our board and we know that we need to do some work in relation to succession 

planning for the future.  Dealing with our weaknesses will be part of delivering on our 

objectives throughout the life of this plan and one of the core challenges for us will be to 

maintain the high levels of performance which we have enjoyed as we make changes to the 

way we work. 

 

9.4 Opportunities 

 

10.4.1 The Association’s Chief Executive has been the lead officer for a Renfrewshire Council funded 

rent affordability study examining rents across the social rented sector in Renfrewshire.  We 



 
 

have utilised the information from this study to inform a new rent policy which will help us to 

demonstrate fairness in our rents and value for money.  Although there is a threat to the 

organisation if it does not win any future Care and Repair contract, the current successful 

outcome is an opportunity to enhance our reputation and services to the most vulnerable 

groups across the two local authorities and the focus of the Scottish government in achieving 

their 50,000 target of new affordable homes means that the Association can continue to be 

opportunistic in its view about how it can help in delivering on this target. 

 

9.5 Threats 

 

9.5.1 The impact of welfare reform is seen by the Board as the most significant risk facing the 

Association.  Over half of our tenants receive help with their rent either through full or partial 

housing benefit and the movement towards Universal Credit, both threatens the 

Association’s income and the living standards of our tenants, but more crucially their ability 

to be resilient to changes in their finances and circumstances.  The Association will continue 

to pursue its mitigation strategy and provide help and assistance where it can.  Oher threats 

can be aligned to the weaknesses in the business such as our inability to attract new board 

members or our rent levels etc.  The board are mindful of these in assessing the risks to the 

business and agreeing steps to deal with them. 

  



 
 

10. Risk 
 

10.1  Background 

 

10.1.1 Throughout this Business Plan, it is evident that the Association is aware that the delivery of 

public services remains a challenging prospect for many organisations.  Despite a modest 

improvement in the country’s economic position, it remains fragile and financial uncertainty 

and austerity has meant an increase in the need for support for customers, particularly the 

vulnerable.  It has also decreased the funding resources available to meet growing 

expectations.  Social housing in particular is facing an ever increasing range of demands and 

threats from the drive for increased value for money and efficiency to the requirements of 

the SHR’s Regulatory Framework, the SHQS, the EEESH, the Scottish Social Housing Charter 

etc.  It is a hard “ask” of social housing organisations, who are increasingly expected to be 

innovative community leaders and “place makers” as well as excellent asset managers and 

providers of services. 

 

10.1.2 All social housing providers, no matter their size or geographical location, increasingly have 

to critically review the way they work and the services they provide.  Crucial to this is 

effectively managing the key business risks they face, whether these are long-standing issues 

or new, emerging risks.  Bridgewater’s context is unique and our perception of risk will be 

different from other organisations in the sector.  However, what is the same, is that key 

people in the organisation understand and effectively manage the fundamental risk of today 

and the future. 

 

10.1.3 Bridgewater’s Board believes that good risk management creates an environment where 

there are few surprises.  It is a crucial element of effective management and Corporate 

Governance and it must be an embedded mainstream activity which informs strategic 

decision making.  This means developing a practical plan to identify, deal with and minimise 

the adverse effects of the expected and the unexpected on the organisation. 

 

10.1.4 In the context of the activities of Bridgewater Housing Association, risk management is about 

forward planning and acknowledging that it pays to plan for the unexpected.  Every day events 

from a burst pipe to an IT system crash, not only affect our business, but also our tenants, 

employees and partners too.  More significant events such as a contractor going out of 

business or a major incident, have the potential to not only place the organisation in major 

jeopardy and disrupt our tenant’s lives but also to undermine our relationship with partners 

and affect their reputation as well as our own and the social housing sector as a whole. 

 

10.2 Regulatory Standards 

 

10.2.1 Corporate Governance, risk management and effective control have always been the concern 

of Bridgewater’s board and Leadership Team, even if the language has changed over the 

years.  The Scottish Housing Regulators Regulatory Standards has prompted a change in 

focus towards finding the most useful and effective means of implementing a comprehensive 

and dynamic risk management process.  Standard 4 states: 

 

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

identifies and mitigates risks to the organisations purpose” 

 



 
 

10.2.2 Bridgewater’s Risk Management Strategy sets out what risk management means for the 

Association.  It defines the appetite that the Association has for risk and explains the common 

risk language that we adopt across the organisation.  It specifies who is responsible for 

managing risk and the process that we undertake to embed risk management into the 

Association’s culture. 

 

10.2.3 Additionally risk consideration and management will be an integral part of our strategic 

planning.  For new initiatives, projects and ongoing monitoring, risk analysis shall be used to 

inform our decision making processes. 

 

10.2.4 Whilst our Risk Register will be overseen by our Audit and Risk Sub Committee each quarter 

and annually by our Board, through the Business Plan process, we will promote the 

integration of risk management in the governance and management of our business. 

 

10.2.5 Appended to this plan is the Key Risk Analysis capturing the major risks presently facing 

Bridgewater and the action we have taken or plan to take to mitigate/manage/avoid them. 

 

  



 
 

11. Strategic Objectives 
 

11.1 Strategic Analysis 

 

11.1.1 This Business Plan aims to ensure the programme of continuous improvement is 

implemented effectively to support sustainable and excellent services for our customers as 

well as providing the strategic direction for a successful organisation. 

 

11.1.2 Having reflected on our mission, vision and values and reviewed our customers, physical 

assets, performance, stakeholder expectations and scanned our external/internal 

environment and the key risks that we face, we have brought all of these elements together 

to update our strategic objectives. 

 

11.1.3 Using the strategic analysis tool of a TOWS Matrix the Association has been able to clearly 

map the key threats, opportunities, weaknesses and strengths and as a result formed 5 

interlinked strategic objectives for the life of our Business Plan.  These reflect the 

opportunities and threats in the evolving external environment in which we operate and the 

current internal strengths, and weaknesses of the organisation 

 

Objective 1 – Increase, as well as manage and maintain, high quality, affordable homes. 

 

11.1.4 In summary, we will; 

 

 Procure a new contingency repairs contract.  The repair and maintenance of their homes is 

the most fundamental service that we provide for tenants.  It is the one thing that, time and 

time again, people say is important to them.  The Scottish Housing Regulator has even stated 

that it is important in the discussions they have with tenants.  We have an opportunity to 

refresh our Repairs Service and to improve on service levels on quality and on timescales 

with the tendering of a new Repairs Contract and the possibility of a new contractor with new 

ideas and new facilities. 

 

 Develop an annual Repairs Strategy.  The chance of a new contractor and a new contract 

also opens the possibility of thinking differently about the way we deliver our repairs service 

in order to provide better value for money and to ensure that we are spending tenant’s 

money, proportionately on the right repair items.  A strategy will allow us to target expenditure 

and focus on the areas that matter most to tenants. 

 

 Develop the use of the Small Repairs Workers in mainstream work.  Our Care and Repair 

Small Repairs Workers Service has been extremely successful, meeting all of their targets 

and providing excellent customer service to very vulnerable owner occupiers.  

Notwithstanding the fact that we would like to build on this anyway, the possibility of losing 

the Care and Repair contract during 17/18 means that we need to develop a contingency if 

TUPE doesn’t apply and this type of work “dries up”.  We should aim to build on the success 

of this service in order to mainstream, at least part of it and at the same time, minimise any 

expensive redundancy situation. 

 

 Report on the implementation of the Asset Management Strategy.  The Association has 

developed a comprehensive Asset Management Strategy which has already been considered 

by the Scottish Housing Regulator.  This provides information about the nature and quality of 

our stock and the environment in which it is located.  The Association needs to refresh its 

Asset Management Strategy in light of, meeting the Scottish Housing Quality Standard, new 



 
 

legislative requirements and up-to-date information on the quality of our housing stock and 

the extent of maintenance required to the environment. 

 

 Carry out significant improvement works.  The Association knows that it spends around, on 

average, £1,000,000 each year on improvement works.  We are committed to maintaining 

our housing to a high standard and although when the Association was established, our 

forward plan was to “replace like with like” we are more ambitious for the quality of the 

improvements that we want to make.  In particular, throughout the life of the plan we will; 

renew our gas maintenance contract, carry out work to lock up doors, renew kitchens and 

bathrooms and carry out re-roofing works, as well as increasing our SHQS compliance and 

delivering on EESH targets. 

 

 Deliver a programme of Disabled Adaptations.  The Association is aware that many of its 

tenants require adaptations in order to live independently in their own homes.  This is good 

“business” for the Association in that it helps us to help our tenants sustain their tenancies, 

but it is also good in terms of the public purse where tenants don’t have to move to more 

expensive accommodation.  The Association will continue to press the Scottish Government 

for increased levels of grant to help fund this work and will provide its own funding to support 

the grant funding. 

 

 Respond positively to opportunities.  In the past the Association has responded positively to 

opportunities which have presented themselves, (largely out of the blue) and this has 

resulted in the Association developing two Extra Care developments and building the first 

mainstream social housing new build development in Erskine for 30 years.  The Association 

will continue to respond and be opportunistic about developments whilst at the same time 

maintaining a close eye on risks and ensuring that current tenants interests are safeguarded. 

 

 Participate in the Mortgage to Rent Scheme.  The Association will continue to participate in 

the Mortgage to Rent scheme run by the Scottish Government.  Our participation in the past 

has been successful.  It has allowed us to increase our stock, albeit modestly.  While at the 

same time service a need for people who are struggling in the owner occupied sector, may 

lose their homes and may, as a result become homeless. 

 

11.2 Objective 2 – Increase Tenant’s opportunities to influence change 

 

11.2.1 In summary, we will; 

 

 Increase our customer intelligence.  The Association understands the importance of knowing 

our customers as best as we can.  We will facilitate this in a number of different ways, 

including mystery shopping, telephone surveys and ad hoc surveys.  However, the main way 

in which we will increase our knowledge about what our customers want and what they think 

of us is though our main Three Year Customer Satisfaction Survey.  We will, along with the 

other FLAIR Associations, embark on a new satisfaction survey which will cover all of the 

satisfaction questions required by the ARC, together with other questions which will provide 

deeper information about our customers and which will help us design and redesign services. 

 

 We will refresh the Association’s Web Site, social media presence and utilise new 

technologies for our customers to engage better with us.  Our Web Site is one of the main 

platforms where our customers can both obtain information about us and the services we 

provide, but also where our customers can contact us and interact with us.  They can ask us 

questions, pay their rent and link to other providers and services.  We will improve the 

opportunities for this interaction including providing ways in which customers can report 

repairs.  We will review the use of our App and fully embrace new technology and social media 

to interact with our customers. 



 
 

 

 Increase customer participation.  The ultimate way customers can engage with us is by 

joining the Board and being in the best position to influence change.  We will promote Board 

Membership to tenants and encourage tenants to consider joining the Board.  We will provide 

support and mentoring to allow this to happen easily.  Other ways in which customers can 

engage with and participate in decision making is through freely available information.  There 

is a strong suggestion that the Scottish Government will extend the Freedom of Information 

legislation to Housing Associations within the next couple of years.  In anticipation of this we 

will develop our own publication scheme and develop systems to allow access to as much 

information as possible by our customers and others. 

 

11.3 Objective 3 – Deliver high quality, cost efficient services 

 

11.3.1 In summary, we will; 

 

  

 Review and develop proposals for the shape of the Technical Services team.  Changes within 

the team over recent years is providing us with an opportunity to look again at the shape of 

the team and determine what skills are needed now and in the future.  There is a need to 

stabilise the team given that 50% of the team are on temporary responsibility payments, 

while we consider a new structure.  This is complicated by the uncertainty over the Care and 

Repair team.  However once there is certainty about the tender for Care and Repair, more 

permanent arrangements can be put in place.  An opportunity will also be taken to review the 

staff structure as a whole to ensure that the team is “fit and ready” for future challenges as 

well as reviewing what external services we provide such as Housing Support, Care and 

Repair etc. 

 

 Review how we deliver certain aspects of the finance function, both for internal and external 

customers.  Throughout the lifetime of the plan we will review internal procedures to ensure 

that they are as streamlined as possible and that they “work” for colleagues and customers 

alike.  This will include increasing the methods by which customers can pay their bills and 

rent to us, as well as reviewing the cash collection arrangements and the information which 

Board Members receive about the accounts of the Association. 

 

 External Audit.  The Association will ensure that it is getting value for money from its external 

auditors and re-tender this work during the three years of the plan. This has resulted in the 

appointment of new auditors the Association will develop a working relationship with them 

that provides the Board with comfort about the finances of the Association and the policies 

and procedures which it adopts.  The Association will also continue to secure independent 

validation of its financial plan to ensure its continuing viability and the reasonableness of the 

underlying assumptions behind its financial decisions. 

 

 

11.4 Objective 4 – Protect the environment and the value of our assets. 

 

11.4.1 In summary we will; 

 

 Review our Asset Management Strategy.  During the lifetime of the plan, the Association will 

take the opportunity to review our comprehensive asset management strategy.  We will 

ensure that our assets work effectively for the Association and that we are doing what we 

can to protect the assets for current and future customers.  This will include all of the 

buildings that we own as well as our “people” assets and the substantial environmental 

assets which the Association either owns and or is responsible for. 

 



 
 

 Ensure efficiency in environmental maintenance.  The Association owns and manages a 

considerable bank of open spaces, woodland, paths, car parking spaces etc.  This requires 

considerable investment both in relation to the time to manage these assets but also in 

relation to financing repairs and improvements and securing contributions from owners.  The 

Association will take several steps to improve on the factoring service and ensure that it 

provides value for money both to the Association and contributing owners. 

 

 

11.5 Objective 5 – Provide a challenging, supportive and rewarding environment for staff and 

board members. 

 

11.5.1 We recognise the vital importance of strong and visionary leadership from the Board 

members, and senior team and the commitment of the staff team more generally.  In 

summary we will; 

 

 Provide opportunities for staff and board member development.  We intend for Bridgewater 

to be a “learning organisation” for everyone who leads and works for it.  Board members and 

staff will be provided with the maximum opportunity to attend learning events ranging from 

“tool talks” through to seminars, training courses and conferences, and even formal 

qualification.  This will help to challenge staff and Board members but at the same time help 

them to keep up-to-date with new thinking in policy development and practice and ensure 

continuous improvement in the services we provide. 

 

 Implement appraisal and development.  Tied to opportunities to develop and learn will be the 

Association’s Employee Development scheme and Board Member Development scheme.  

This will provide the environment to discuss strengths and weaknesses and determine future 

development requirements which are linked to the needs of the business as well as the 

individual development and progress of the staff and board member.  This will help to ensure 

continuity of staff and Board members as well as a useful tool in managing succession 

planning for Leadership Team and Board member positions. 

 

 Up-date job profiles.  A further linked activity will be to ensure that staff are clear about their 

role and function within the organisation and that they have clear guidance as to where their 

responsibilities start and finish.  We will therefor review staff job profiles to both ensure that 

they are accurate and appropriate and that they fall within the correct salary scale for the 

tasks they are responsible for. 

 

11.6 Appendix 3 provides further details of the ways in which the Association intends to meet all 

of these objectives over the course of the plan, together with an indication of when certain 

activities should be concluded by.  This will form the basis for the way in which the Board will 

monitor progress against each of the objectives.  

 

11.6.1 Progress against the Delivery Plan will be reported to the Scrutiny Committee on a quarterly 

basis. 

 

11.6.2 The annual business planning process will commence again in September 2017 to create 

the annual budget, review of the strategic objectives and the next annual plan for 2018/19 

to be fully considered and approved for April 2018 

 

11.6.3 To assist in this process, the Board has also agreed a set of 15 operational objectives around 

which the particular activities are gathered.  These are; 

 

 



 
 

 
 

  

Ensure 
continuous 

Improvement

Maximise the 
value of the 
Associations 

Assets

Appropriately 
invest in the 
Association's 

Homes

Ensure our 
homes meet 
the needs of 

everyone

Increase our 
knowledge 
about our 

customer base

Implement 
improvements 

to service 
delivery

Provide 
information

Strengthen 
tenant 

representation 
on the Board

Make it easier 
for customers 

to access 
services

Ensure 
efficiency in 

serviced 
provision

Limit the cost 
of services to 

tenants

Safeguard 
services

Improve 
service 

provision

Develop and 
support our 

staff

Develop and 
support our 

Board



 
 

12. Financial Resources and Analysis 
 

12.1 Resources 

 

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 Erskine. 

 

12.1.2 Arneil Johnston developed a comprehensive financial modelling platform for Bridgewater in 2015, 
this tool was designed to provide 30-year financial projections for the Association and to facilitate 
scenario testing on the synergies, efficiencies and risks associated with the business. To this end, 
the modelling tool provides key outcomes in respect of: 

 30-year cash flows; 

 Net Present Value; 

 income & expenditure profile and balance sheet; 

 30-year debt portfolio; 

 loan covenants; 

 minimum, maximum and average key output indicators; and 

 comparison of key assumptions including: rent levels, repairs and investment cost per unit, staffing 
numbers and management cost per unit. 

 

12.1.3 This summary sets out the 2017 financial position of the Association over a 30-year projections 
period, outlining its ability to deliver core business activities in respect of its current asset and 
customer base. 

Baseline Business Plan Analysis 

12.1.4 In order to ensure that the financial model was based on credible data and realistic assumptions; 
Arneil Johnston worked closely with the Bridgewater Leadership Team to assemble an accurate 
schedule of business plan inputs which reflects existing financial, operational and investment 
assumptions. These model inputs were developed from the following sources of information: 

 

 2017/18 detailed budget and previous 3 year outturns; 

 most recent management accounts & financial statements; 

 2017/18 detailed stock list and associated rental values (reconciled to budget); 

 2017/18 capital expenditure by component over the 30-year business planning period; 

 debt portfolio and associated lender covenants; 

 current business plan model and working assumptions; and 

 current staffing budget including title, FTE, salary, pension contribution and associated on-costs. 

12.1.5 To determine the basis of projected income, expenditure, performance and efficiency 
assumptions, Arneil Johnston reviewed baseline model assumptions in partnership with the 
Bridgewater Leadership Team between the period November 2017 to March 2018.  



 
 

12.1.6 As an outcome, Arneil Johnston developed a new 30-year financial projections tool for the 
Association, which: 

 is aligned to and reflects the Bridgewater HA budget structure; 

 delivers a full income and expenditure profile for the Association; and 

 provides outcome measures on the financial position of the Association including a balance sheet, 
covenant monitor, and schedule of financial statements. 

 

12.1.7 This Business Plan modelling tool will support Bridgewater HA to risk assess and scenario test 
the assumptions which underpin the business plan model. 

12.1.8 Using this tool, Arneil Johnston populated the new model with the existing Bridgewater HA 
Business Plan inputs and assumptions to test the viability of the Association’s financial position, 
scrutinising in detail the income profile of the Association; 

 

 revenue expenditure including: employee costs, offices and overheads, repairs and maintenance, 
etc.; 

 analysis of debt portfolio and charges; and 

 capital investment profile. 

Inflationary Assumptions 

12.1.9 Real inflation rates are applied to income and expenditure assumptions with assumptions 

outlined in detail in the relevant sections below. Elsewhere, the model assumes an inflation 

rate based on the HM Treasury CPI projection of 2% i.e. this inflation rate is applied to all 

income and expenditure unless otherwise stated. 

Stock numbers and rental income 

12.1.10 The Business Plan model reflects the Bridgewater HA stock profile of 855 units. The model is 

populated with the average annual rent (£4,397) for each property, with an average monthly 

rent per unit of £366 per calendar month. The rental increases applied within the model are 

held at 2% over the life of the plan. 

Year 1 of the business plan model is based on the 2016/17 budget and assumes annual 

rental income of £3,759,543. 

Benchmarking rents and rental affordability 

12.1.11 In order to benchmark BHA rent levels, comparative analysis was undertaken with other 

Renfrewshire/Inverclyde RSLs. 

12.1.12 Data was established from the most recently published Scottish Housing Regulator statistics on 

rent levels and the comparison is illustrated in the graph below:



 

 
 

 
Graph 1.1: Comparison of BHA rent levels to local RSLs within the BRMA

 



 

 

 

12.1.13 Graph 1.1 above illustrates that average Bridgewater HA rent levels sit at £390.87. In comparison to its peer 
group RSLs, the Association has the highest average rents with a difference of £35.62 to the second most 
expensive average rent – Barrhead HA. Bridgewater has the highest rents in all property sizes with the 
exception of 1 apartment.  

Voids and bad debts 

12.1.14 The Business Plan model adjusts total annual rental income for assumed void rent loss and bad debts.  It is 

assumed that in year 1, void rent loss is based on the budget assumption of 0.75% and a 0.25% contingency 

for bad debts is built in through the plan. 

Key Assumption:  Void rent loss levels are held at 0.75% along with a bad debt contingency of 0.25% 

throughout the life of the plan 

Other income assumptions 

12.1.15 Other income totalling £224k has been assumed in year 1 of the Business Plan model. This includes: 

 Garage rental income of £184k; and 

 Revenue grant income of £40k. 

12.1.16 Garage rental income is projected to increase in line with inflation (i.e. at 2% over the life of the plan), 

whereas, revenue grant income is removed from year 2+. 

Supervision and management costs 

12.1.17 The assumed supervision and management (S&M) costs in year 1 of the Business Plan model are reflective of 

the 2017/18 budget. These costs include employee costs and other administration costs, with total costs for 

year 1 equalling £1.3M. This equates to roughly £1,521 per unit (based on a total stock of 855 units). The 

table below breaks down the 2017/18 S&M expenditure profile in greater detail. 

Cost Heading  17/18 Per unit % of tenants rent 

Staffing Costs (including pension 

deficit) 
£915,532 £1,071 24% 

Overheads £259,992  £304 7% 

Property Insurance £46,000  £54 1% 

Housing Costs £79,000  £92 2% 

TOTAL £1,300,524 £1,521 34% 

Table 1.1: 2017/18 supervision and management breakdown 

12.1.18 The table illustrates that 35% of 2017/18 revenue expenditure is spent on supervision and management 

costs. This compares to a Scottish RSL supervision and management benchmark of 25-30%. On this basis, 

BHA  is spending more than 5% beyond the national average. 

12.1.19 For the life of the baseline plan a 2% inflation increase per annum has been applied from year 3+. 

Key Assumption:  2017/18 supervision and management costs equal £1. 3M, which equates to a 

£1,521 cost per unit. Benchmarking analysis suggests that this cost profile is up to 

5% higher than the national RSL average 

 

Maintenance cost assumptions 



 

 

13.1.20 Maintenance costs have been categorised as follows: 

 

Diagram 1.1: 2017/18 outturn on property maintenance expenditure by category 

12.1.21 The total spend on revenue maintenance (i.e. response & void repairs) per annum is £538 per unit (based on 

a total stock of 855 units in 2017/18). This equates to roughly 16k expenditure on revenue maintenance per 

unit over the 30-year life of the plan (in today’s money). 

12.1.22 Cyclical maintenance over the life of the plan is the revenue spend derived from the Association’s lifecycle 

costs. These include such items as landscape maintenance, cyclical painting etc. The costs per annum for 

cyclical vary and have been input over the 30-years. This equates to cyclical spend of £15k per unit by year 

30. 

12.1.23 Overall, the baseline revenue maintenance spend totals £31k per unit over the 30-years. 

Capital investment assumptions 

12.1.24 Bridgewater HA business plan assumptions includes expenditure on major component replacement works 

and other capital expenditure. Expenditure levels have been informed by the 30-year capital programme.  

Total future investment costs are assumed at £24M (excluding inflation) over the life of the business 

plan. 

Table 1.2 below provides a detailed breakdown of the assumed levels of capital investment across the 30-year life of 

the business plan model.  

Capital Investment (Excluding Fees & Inflation) Average per annum Year 1-30 

Major Component Replacement: 

Reflects investment in kitchens, bathrooms, heating systems, 

windows and all other major component replacement work 

£565K £17M 

Other Capital Expenditure: 

Reflects expenditure on roofs etc. 
£236K £7M 

Total Capital Expenditure £801K £24M 

Table 1.2: 30-year capital expenditure profile 

Table 1.3 below illustrates total expenditure on revenue maintenance and capital investment included in the plan. 

This equates to over £59k per unit of investment in the BHA stock over the next 30 years. 

Capital Investment (Including VAT & excluding Fees & Inflation) Year 1-30 

Total capital expenditure £24M 

Ave capital investment per annum £801k 



 

 

Capital investment per unit £28k 

Response, void & cyclical per unit £31k 

Total Investment & Maintenance per unit £59k per unit 

Table 1.3: Total stock investment per unit on revenue and planned maintenance 

Key Assumption:  The baseline Bridgewater HA 30-year Business Plan includes £59k per unit (in 

today’s money) of revenue maintenance and capital investment in the 

Association’s housing stock. This level of investment and maintenance sits within 

benchmarked levels of spend (£55k to £65k per unit) for stock with a similar stock 

and age profile to Bridgewater asset base. 

Debt assumptions 

12.1.25 The current loan facilities in place to fund BHA investment are as follows: 

12.1.26 The Association’s has debt outstanding of approximately £9.1m at 1st April 2017, with a projected draw-

down of an additional £900K in year 1 from the Energy Saving Trust facility. This creates a debt per unit of 

approximately £11k (based on a total stock of 855 units).  

12.1.27 An assumption has been made to incrementally increase the Libor rate on BHA loan facilities by 0.2% per 

annum. 

Key Assumption:  The Association currently has 3 loan facilities with a balance of £9.1M in year 1 of 

baseline Business Plan projections. An assumption has been made of £900k being 

fully drawdown from the Energy Saving Trust facility by the end of year 1. 

Fundability Review 

12.1.28 This section seeks to deliver an assessment of the business plan viability and sustainability. In essence, this 
section seeks to answer the question, “Is the Bridgewater Business Plan fundable, viable and sustainable?” 
There are a number of characteristics that are essential to a good Business Plan. A good Business Plan will be 
one which: 

 is based on accurate information and logical assumptions which are specific to Bridgewater activity and 
requirements; 

 sets out all available income over time; 

 sets out all areas of spending including management, maintenance and investment; and 

 measures the cash position over the 30 years and tests how much needs to be borrowed, ensures lending is 
affordable and prudent and measures if fundability is at risk if circumstances change. 

12.1.29 The baseline business plan has been predicated on the assumption of annual rent increases of 2% ONLY and 
Arneil Johnston has interrogated the Business Plan in order to assess the extent to which the plan is sustainable 
and viable. The outcomes of this are illustrated in the sections below. 

Financial Position 

12.1.30 In order to ascertain whether the business plan is fundable and sustainable over the next 30 years, we must 
assess the Business Plan in line with the following criteria: 



 

 

 

 
Diagram 2.1: Model Outputs Key Assessment Criteria 

12.1.31 It is important that a balance is achieved between the results associated with each of the key criteria. 
Understanding the relationship between the criteria and, in turn, how any decisions taken in relation to one of 
the key criteria impacts upon another, is essential to achieving this balance. 

Key Assessment Criterion 1: Financial Viability 

12.1.32 The key question in relation to this assessment criterion is: 

Is the baseline business plan fundable in the short, medium and long term? 

12.1.33 It is essential that Bridgewater HA retains positive cash balances throughout the life of the 30-year plan. The 

graph below illustrates a positive cash balance throughout the plan with a minimum cash balance of £1.6M 

in year 10 and all debt to repaid by year 11. It is worth noting the Association has set a Minimum Working 

Balance (MWB) of £2M and from this it can be seen the Association will fall below this threshold in year 10 

only. 

 
Graph 2.1: Bridgewater HA cash balances - Cumulative closing cash balance 

12.1.33 The key conclusion to be drawn from the cash flow projection above is that the baseline business plan is 
financially viable and fundable in the short, medium or long term.  



 

 

Key Assessment Criterion 2: Investment Levels 

Does the business plan include a sufficient level of maintenance and investment to ensure that BHA can 

meet and maintain the SHQS and EESH? 

12.4.34 In terms of total maintenance and stock investment, £49M (including fees, VAT & inflation) is profiled through 
the life of the baseline BHA business plan model. From this, a scenario was tested to smooth the capital 
profile from year 3 onwards and to apply a 5% efficiency on the capital programme. 

 
Graph 2.2: Bridgewater HA cash balances - Cumulative closing cash balance – Investment scenario 

 

12.4.35 The graph above demonstrates that the business plan includes around £47 million in investment and 
maintenance over the life of the plan.  

12.4.36 One of the key issues surrounding projected investment expenditure is the timing of investment. The timing 
and level of the investment spend can place significant financial pressure on cash balances and is a key 
contributing factor to the business plans cash position. As can be seen above by smoothing the capital 
programme spend it results in a healthier cash position to the baseline model and sits at a minimum cash 
balance of £2M within the 30-year plan. 

Key Assessment Criterion 3: Rent Levels 

12.4.37 The key question in relation to this assessment criterion is: 

Can the Bridgewater HA housing stock be managed and maintained at assumed rent levels? 

12.4.38 As demonstrated above the business plan model is fundable within the current rent structure. Throughout the 
life of the baseline business plan rents are assumed to increase at a modest 2% per annum. Two scenarios 
have therefore been tested below to test the financial viability of the plan for future rental strategies. The first 
scenario tests a 2.5% rent increase per annum for 5 years from year 3. 



 

 

 
Graph 2.3: Bridgewater HA cash balances - Cumulative closing cash balance – 2.5% rental increase for 5 years from year 
3 

12.4.39 From the above it can be seen that a rental strategy of a 2.5% rent increase per annum for 5 years from year 
3 improves the fundability of the Association and brings minimum cash balances to £2.3M - £300k above the 
MWB. This additional income may see the Association invest in current stock improvements or perhaps look 
to fund towards new build. 

12.4.40 The second scenario tested were if the Association were to freeze rents for a year from 2019/20 financial 
year. The graph below displays the outcomes of this scenario. 

 
Graph 2.4: Bridgewater HA cash balances - Cumulative closing cash balance – 2.5% rental increase for 5 years from year 
3 

12.4.41 From the results above it can be seen a rent freeze for a year from 2019/20 has an adverse effect to the 
fundability of the Association and brings minimum cash balances from the baseline position of £1.6M to just 
under £1M. From this, the Association will sit under £1M of its MWB it has set and a loss of income of £600k 
from the baseline plan in the current economic climate is a risk that could further put stress on the 
Association’s viability. 

Assessment Criterion 4: Benchmarking spend 

Can service delivery be maintained at required levels? 



 

 

How does Bridgewater HA compare to its peers?  

12.4.42 The table below illustrates the average proportion of tenants rent which is devoted to key components of 
expenditure and compares this profile to RSL sector average benchmark spend. 

Expenditure Heading 
Average CPU 

(Year 1) 

Average CPU 
Year 1-10 
(Inflated) 

Average % 
Tenants Rents 

Years 1-10 
RSL sector benchmark 

Supervision & Management  £1,521 £1,569 34% 25-30% 

Voids & Bad Debts £44 £48 1% 4% 

Debt Charges £252 £1,328 24% 23% 

Repairs and voids £538 £561 11% 

 

Cyclical  £505 £523 10% 

  
 

Total 80% 

% left to fund capital programme 20% 

Total expenditure on reactive & planned maintenance 41% 40-48% 

Table 2.1: Benchmarking expenditure 

12.4.43 From above it can be seen that BHA spends 4% more supervision and management costs than the RSL sector 

benchmark. On the contrary, the Association sits below the sector benchmark for voids and bad debts and 

compares comparatively well on debt charges and investment and maintenance spend levels. However, 

after year 11 its projected that the Association will have paid off all debt, which will result in an increased 

proportion of tenants rents being able to be devoted to investment and maintenance in stock. 

Risk & Sensitivity Analysis 

12.4.45 An integral part of the development of a Business Plan for BHA is the identification, and mitigation, of risk in 
the business plan framework. Effective organisations are aware of the risks that exist for their business and 
take action to deal with them appropriately. BHA has adopted a positive approach to risk management that 
involves: 

• identifying the current risks to Bridgewater HA associated with the provision of housing services; 

• identifying any additional risks arising or likely to arise in the lifetime of this plan; 

• quantifying and understanding the significance of these risks in terms of likelihood and impact, and therefore 
enabling prioritisation; 

• considering existing arrangements for avoiding risk where possible and managing risks otherwise; and 

• developing action plans to assist in mitigating/controlling these risks. 

Key Business Risk Factor 

12.4.46 As well as testing the parameters of financial viability, it is imperative that the Bridgewater HA Business Plan 
can demonstrate that it has sufficient capacity to withstand risk.  

12.4.47 To this end, full risk scenario analysis has been performed testing such variables as economic factors (e.g. 
inflation, pensions, lending conditions, investment costs and reductions in public subsidy). The following table 
provides a summary of the risk scenarios and the impact on the plan. 



 

 

 
Diagram 3.1: Impact of Risk Scenarios on Key Financial Indicators 

12.4.48 The risk analysis demonstrates that the baseline business plan generally has sufficient capacity to withstand 
risk and remain financially viable. However, it should still be noted the Association is operating under its £2M 
MWB. 

Conclusions 

12.4.49 The 30-year financial projections provide clear evidence that the Bridgewater Business Plan underpins a 
fundable organisation capable of executing core business activities whilst maintaining the ability to withstand 
likely risks. Key headlines are as follows: 

 

12.4.50 If the Association were to apply a rent freeze in 2019/20 (year 3), whilst the plan will remain financially viable, 
it does reduce cash balances by £600k and MWB fall below £1M for 1 year. Therefore, it is important to 
ensure that any decision regarding future rent policy does not jeopardize the financial viability of the plan. The 
Business Plan will be used to test the impact of future rental strategies to ensure that there is an appropriate 
balance between rent affordability, investment levels and financial viability. 
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BRIDGEWATER HOUSING ASSOCIATION LTD 

BUSINESS DELIVERY PLAN 

January, February, March 2018 

 

 

 

 

  

Increase as 
well as manage 
and maintain 
high quality 
affordable 

homes
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What is the Business Delivery Plan? 

 

The Association’s Business Delivery Plan has been developed following consultation with Board 

Members, customers, management and front line staff and derives from the Association’s 2016-19 

Business Plan.  It sets out the objectives and business deliverables for the three years of business.  It 

will be used to monitor activities and expectations in terms of business and service improvements 

which are the responsibility of specific members of staff. 

 

Bridgewater’s ambition is to be: 

 

A customer focussed organisation which delivers the best affordable housing 

and services to people who need them most. 
 

The Association has three values that we want our Board and staff to “live by” 

 

 Doing what matters most with and for our customers. 

 Putting customers first 

 Getting it right first time 
 

These can be encapsulated in our vision for the organisation which is to: 

 

GET IT RIGHT FOR EVERY CUSTOMER 
 

The plan reflects the fact that the Association’s core business is providing services to our customers.  It 

also takes into account the need to be clear about what is expected of the leadership and their teams 

who are responsible for delivering specific business improvements.  These improvements are captured 

within the Association’s five strategic objectives: 

 
 

Note: 

 

Every action where some work has been completed prior to its deadline is trafficked amber.   

Where work is complete prior to its deadline, this is trafficked green.  Where an activity has not 

been completed this is trafficked red.   If there is no traffic light, this means that the deadline has 

not passed yet and no work has been undertaken so far.  

Increase as well as 

manage and maintain 

high quality affordable 

homes

Increase tenants' 

opportunities to 

influence change

Deliver high quality cost 

efficient services

Protect the environment 

and the value of our 

assets

Provide a challenging, 

suupportive and 

rewarding work 

environment for staff 

and Board members



 

 

KEY CORPORATE OBJECTIVE 1 
 

A. Increase, as well as, manage and maintain, high quality 

affordable homes. 

    

   

  

Ref Purpose Actions Leader 16/17 17/18 18/19 Current 

Status 

Timeline/Update 

1. Ensure 

continuous 

improvement 

Procure a new 

repairs 

contract 

TSM x   
 

The new Reactive 

Repairs Contract 

started in April 17. 

2. Ensure 

continuous 

improvement 

Commission 

and report on 

new repairs 

contract 

TSM   x  This is being 

continuously 

reported to the 

Board, through the 

KPI reports to the 

Scrutiny 

Committee.  Board 

also had an 

opportunity to 

discuss the 

contract. 

3. Ensure 

continuous 

improvement 

Develop an 

annual repairs 

strategy 

TSM   x  The Board will 

consider a Repairs 

Strategy along with 

a report on the 

performance of the 

current contractor 

at the end of this 

financial year. 

4. Ensure 

continuous 

improvement 

Review and 

report on 

annual repairs 

strategy 

TSM   x  See above 

5. Ensure 

continuous 

improvement 

Develop and 

implement the 

use of the 

Small Repairs 

Workers in 

mainstream 

work. 

TSM/CSM  x  
 

We have secured 

the new C and R 

contract  so this is 

no longer  

necessary.  

However the Small 

Repairs Workers 

are carrying out 

work for other 

Associations. 

6. Maximise 

the value of 

the 

Association’s 

assets 

Report on the 

implementation 

of the Asset 

Management 

Strategy. 

TSM   x  The Business Plan 

has been 

independently 

reviewed and a 

follow up report on 

Asset Management 

will be provided to 

the Board in June 

18. 

7. Appropriately 

invest in the 

Associations 

homes 

Let a contract 

for Gas 

Maintenance 

TSM   x  Contract expires 

this year. 

8. Appropriately 

invest in the 

Let a contract 

for panterwork 

TSM   x 
 

Painterwork 

maintenance 



 

 

Associations 

homes 

to lock up 

doors 

strategy has been 

reviewed and a four 

year term contract 

has been awarded 

which includes all 

of the Association’s 

assets. 

9. Appropriately 

invest in the 

Associations 

homes 

Let a contract 

for kitchens 

and bathrooms 

TSM   x 
 

Work in 17/18 is 

complete and the 

procurement 

process has started 

for 18/19 

10. Appropriately 

invest in the 

Associations 

homes 

Let a contract 

for roofing and 

render 

TSM  x  
 

Work in 17/18 is 

complete.  (114 

properties).  Work 

in 18/19 will be 

subject to the stock 

condition survey. 

11. Appropriately 

invest in the 

Associations 

homes 

Let a contract 

for cyclical 

painting and 

fencing 

TSM   x 
 

Contract is about to 

be awarded 

12. Appropriately 

invest in the 

Association’s 

homes 

Let a contract 

for open space 

maintenance 

TSM   x 
 

Procurement 

process will start 

this year for 

implementation in 

July next. 

13. Appropriately 

invest in the 

Associations 

homes 

Increase SHQS 

compliance to 

100% 

TSM   x 
 

This has been 

achieved except for 

social abeyances. 

14. Appropriately 

invest in the 

Association 

homes 

Create a 

strategy to 

deliver EESH 

compliance by 

2020 

TSM  x  
 

All of our EPCs have 

been renewed and 

we are currently 

96% complete. 

15. Maximise 

the value of 

the 

Association’s 

assets 

Purchase  four 

property per 

year under the 

Mortgage to 

Rent Scheme 

FM   x 
 

We purchased two 

properties last 

financial year.  We 

have aborted two 

because of house 

condition issues.  

Financial preasures 

mean that it is 

unlikely that we will 

purchase any 

further properties. 

16. Maximise 

the value of 

the 

Associations 

assets 

Submit 

proposals to 

the Council for 

a ROTS 

programme. 

HSM  x  
 

The Council have 

received our SDFP.  

Initial discussions 

have taken place 

but no commitment 

to ROTS at this 

stage.   

17. Ensure our 

homes 

meets a 

variety of 

needs 

Submit 

proposals to 

the Council for 

Disabled 

Adaptations 

funding. 

TSM   x  The Association 

received an offer 

for Disabled 

Adaptations 

Funding which has 

been fully utilised.  

A bid will be made 

for 18/19 



 

 

18. Ensure 

continuous 

improvement 

Implement the 

use of “Fault 

Finder” 

software to 

improve fault 

diagnosis and 

first time fix 

performance 

TSM   x 
 

Now being 

implemented and 

being used by staff.  

Furthrer wider role 

out, (to customers) 

planned for 18/19.  

19. Ensure 

continuous 

improvement 

Develop the 

use of GIS and 

map assets 

electronically 

TSM  x  
 

This is likely not to 

be progressed 

because of costs. 

  



 

 

KEY CORPORATE OBJECTIVE 2 
 

B. Increase tenant’s opportunities to influence change. 

    

   

  

Ref Purpose Actions Leader 16/17 17/18 18/19 Current 

Status 

Timeline/Update 

1. Gather 

information 

about our 

customer base 

Carry out a 

customer 

satisfaction 

survey 

HSM x   
 

Satisfaction survey 

is now complete.  

And additional 

information 

gathered through 

the rent increase 

consultation. 

2. Implement 

improvements 

to service 

delivery 

Develop and 

implement 

action plan from 

results of CSS 

HSM  x  
 

There was little 

scope for 

improvement in 

terms of the cost 

benefit analysis of 

the results. 

3. Gather 

information 

about our 

customer base 

Undertake a 

further phase of 

mystery 

shopping 

HSM x   
 

This has been 

completed and 

reported to the 

Board 

4. Implement 

improvements 

to service 

delivery 

Develop and 

implement 

action plan from 

results of 

mystery 

shopping 

HSM  x  
 

This has been 

completed and 

being implementd 

5. Gather 

information 

about our 

customer base 

Further develop 

the Web Site 

ICTO   x 
 

Working group 

established. New 

web site developed 

and being tested. 

7. Provide 

Information to 

customers 

Develop series 

of 3 leaflets per 

year 

ITA  x  
 

IT Assistant 

completed leaflets 

8. Gather 

information 

about our 

customer base 

Collect 

information from 

customers to 

inform our Social 

Security Reform 

Strategy 

HSM   x 
 

This exercise is only 

partially complete.  

The Stirling 

University Intern  

completed some 

further work and a 

report was 

considered by 

August A and S 

Committee. 

9. Implement 

improvements 

to service 

delivery 

Review our 

Social Security 

Reform Strategy 

in light of 

information 

gathering 

exercise 

HSM   x 
 

This is ongoing.  

Quarterly reports 

being issued to 

Scrutiny Committee. 

10. Strengthen 

tenant 

Secure two new 

Tenant Board 

Members 

CE   x 
 

One Board Member 

secured.  One 

prospective Board 



 

 

representation 

on the Board 

member 

undertaking FLAIR 

Academy training 

11.  Make it easier 

for customers 

to access 

services 

Examine 

whether 

different venues 

should be used 

for tenants 

meetings 

HSM   x   

12. Make it easier 

for customers 

to access 

services 

Review methods 

of engaging with 

tenants and 

identify the 

barriers for 

different groups 

to engage with 

us 

HSM   x   

13. Implement 

improvemets to 

service delivery 

Establish a 

customer 

scrutiny panel 

HSM   x   

14. Provide 

information to 

customers 

Establish and 

publish a 

voluntary 

Freedom of 

Information 

Scheme based 

on the 

Information 

Commissioners 

model scheme 

CSM   x  
GWSF have 

produced a 

template for 

Associations to 

work towards and 

our intention is to 

use the template. 

         

 

  



 

 

KEY CORPORATE OBJECTIVE 3 
 

C. Deliver high quality cost efficient services. 

    

   

  

Ref Purpose Actions Leader 16/17 17/18 18/19 Current 

Status 

Timeline/update 

1. Ensure 

efficiency in 

service 

provision 

Review and 

develop 

proposals for 

the  shape of 

the Technical 

Services Team 

CEO/TSM  x  
 

This is now 

complete and the 

Technical Team 

are at full 

compliment. 

2. Ensure 

efficiency in 

service 

provision 

Undertake a 

survey of 

tenants of 

pensionable 

age and 

develop a 

support 

strategy 

HSM   x   

3. Limit the 

costs of 

services to 

tenants 

Review our 

Rent Poicy 

HSM/CE  x  
 

Reported to 

committee in 

November 17 

4. Limit the 

costs of 

services to 

tenants 

Seek approval 

from the 

membership to 

introduce a 

hardship fund. 

CEO  x  
 

Budget provision 

to be made for 

18/19 

5. Safeguard 

Services 

Review the 

operation and 

financial 

aspects of the 

Care and 

Repair 

Contract 

CEO/CSM  x  
 

Decision taken by 

Board to re-

submit a Tender 

proposal. 

6. Limit the 

costs of 

services to 

tenants 

Develop and 

report on a 

Value for 

Money 

Strategy/Plan 

CE/AFM/HSM   x   

7. Limit the 

costs of 

services to 

tenants 

Carry out a 

tendering 

exercise in 

relation to 

external audit 

CEO/AFM x   
 

This has been 

completed and 

reported to the 

Board 

8. Limit the 

costs of 

services to 

tenants 

Carry out a re-

evaluation of 

the 

Association’s 

stock in 

conjunction 

CEO/AFM x   
 

This has been 

completed and 

reported to the 

Board. 



 

 

with the 

Nationwide. 

9. Ensure 

efficiency in 

service 

provision 

Implement 

Texting 

Services 

ITC/HSM   x 
 

 

Information being 

gathered. 

10. Make it easier 

for customers 

to access 

services 

Review office 

opening hours 

and investigate 

whether 

weekend 

working would 

be appropriate. 

CSM x   
 

 

Current office 

lease extended 

until 2020.  Will 

review at the end 

of this period. 

11. Make it easier 

for customers 

to access 

services 

Develop 

greater use of 

Web Based 

Reporting 

ICT   x 
 

Use is increasing 

and we would like 

this to continue to 

increase 

12. Ensure 

efficiency in 

service 

provision 

Carry out a 

comprehensive 

staff structure 

review 

CSM   x   

14. Improve 

service 

provision 

Investigate the 

possibility of 

establishing a 

community 

business for 

some 

landscape 

maintenance. 

CE   x   

15. Ensure 

efficiency in 

service 

provision 

Review and 

agree job 

descriptions 

CSM   x 
 

Snr and some 

other staff 

complete.  To be 

rolled out to other 

staff. 

16. Ensure 

efficiency in 

service 

provision 

Streamline the 

production of 

the 

Management 

Accounts. 

AFM x   
 

This is now 

complete and 

preparation of the 

accounts has 

been simplified 

and more 

automated. 

17. Ensure 

efficiency in 

service 

provision 

Introduce All-

pay for owner 

payments 

AFM x   
 

Cards have been 

issued to all 

owners. 

18. Ensure 

efficiency in 

service 

provision 

Develop and 

implement a 

programme of 

streamlining 

work within the 

Finance 

Department 

AFM x x x 
 

On going on an 

annual basis.  

Approval of the 

Financial 

Regulations and 

Procedures 

during 2017 was 

a significant move 

towards achieving 

this. 

19. Ensure 

efficiency in 

Review the 

requirement 

AFM  x  
 

This has been 

completed and 

decisions taken 



 

 

service 

provision 

for office cash 

collection 

by the Board.  

Now 

implemented. 

20. Ensure 

efficiency in 

service 

provision 

Secure Extenal 

Auditors for 

financial year 

17/18 

AFM x   
 

This has now 

been 

accomplished 

21. Ensure 

efficiency in 

service 

provision 

Review all 

contracts 

associated 

with running 

the office  

AFM   x 
 

A number of 

these have been 

reviewed.  Other 

contracts with 

longer deals will 

be reviewed as 

appropriate when 

they fall due for 

renewal. 

22. Ensure 

efficiency in 

service 

provision 

Renew the 

Associations 

Insurance 

Provision 

FM x x x 
 

This was 

completed for 

16/17 and 

17/18. 

23. Ensure 

efficiency in 

service 

provision 

Review the 

provision of 

finance 

consultancy 

services. 

CE  x  
 

Review 

undertaken and 

new consultant 

appointed 

24. Ensure 

efficiency in 

service 

provision. 

Carry out a 

financial 

review of 

turning point to 

determine its 

value to the 

organisation. 

AFM   x   

25. Safeguard 

Services 

Develop the 

Care and 

Repair 

adaptations 

service to 

increase 

capacity. 

CSM   x 
 

Providing 

management and 

operational 

services to East 

Dunbartonshire 

and mat leave 

cover to Lomond 

& Clyde C&R.. 

26. Improving 

service 

provision 

Review Care 

and Repair 

Customer 

Service Pack 

CSM  x  
 

Complete 

27. Implement 

improvements 

to service 

provision 

Design and 

introduce 

bespoke Care 

and Repair 

Database 

ICTO  x  
 

 

Complete and 

rolled out to 4 

other C&R offices 

so far. 

28. Implement 

improvements 

to service 

Provision 

Design and 

introduce 

bespoke 

Electronic 

Complaints 

system 

ICTO   x 
 

Complete 

29. Implement 

improvements 

Review the 

Housing 

HSM   x   



 

 

to service 

provision 

Support 

Service 

30. Implement 

improvements 

to service 

Provision 

Review the 

Welfare Rights 

and Support 

Service 

HSM   x   

31. Implement 

improvements 

to service 

Provision 

Review the 

Allocations, 

Anti Social 

Behaviour and 

TP policy to 

ensure that 

they comply 

with the new 

Housing Act 

HSM   x 
 

Although draft 

guidance has now 

been issued, 

some time will 

have to be taken 

to consider its 

implications.  This 

is likely to be 

done this year.  

Nevertheless 

considerable work 

done to review 

the Allocations 

Policy. 

32. Ensure 

efficiency in 

service 

provision 

Obtain annual 

independent 

validation of 

our financial 

plan 

CEO x x x 
 

Independent 

consuntants 

carried out 

review. 

33. Ensure 

efficiency in 

service 

provision 

Review the 

provision of 

the Care and 

Repair Service 

CSM x   
 

Review 

undertaken, 

changes made 

and tender 

submitted. 

 

  



 

 

KEY CORPORATE OBJECTIVE 4 
 

D. Protect the environment and the value of our assets 

    

   

  

Ref Purpose Actions Leader 16/17 17/18 18/19 Current 

Status 

Timeline/update 

1. Implement 

improvements 

to service 

provision 

Develop an action 

plan from the 

recommendations 

of the internal 

Factoring audit 

TSM/FO   x 
 

This needs to be 

revisited and a new 

Action Plan 

developed  in 

conjunction with the 

new Property 

Maintenance 

Assistant. 

2. Implement 

improvements 

to service 

provision 

Review resources 

in the provision of 

the Factoring 

Service  

 

TSM x   
 

New post created. 

3. Implement 

improvements 

to service 

provision 

Develop the Web 

Site for Factored 

Owners 

ICT x   
 

complete 

4. Implement 

improvements 

to service 

provision 

Review 

arrangements for 

Landscape Clerk 

of Work Services 

TSM   x 
 

This will be 

procured in May 

18/19 

5. Implement 

improvements 

to service 

provision 

Investigate the 

possibility of 

including in the 

contract the use 

of local labour. 

TSM x   
 

We have explored it 

and it is included in 

the new IFLAIR 

framework. 

6. Implement 

improvements 

to service 

provision 

Investigate the 

implementation of 

a Keep Erskine 

Tidy strategy 

CE   x  Work already 

undertaken by the 

local authority and 

community groups. 

7. Implement 

improvements  

to service 

provision 

Investigate the 

implementation of 

a Pay up for 

Erskine Strategy 

FM   x   

8. Implement 

improvements 

to service 

provision 

Up-date our 

approach and 

strategy for 

inspecting and 

maintaining 

pathways and car 

parks.  A policy to 

encapsulate this 

requires to be 

agreed 

TSM   x 
 

This is ongoing and 

was precipitated by 

discussions with the 

council on pathways 

which were thought 

to be in their 

ownership and are 

actually 

Bridgewaters and 

vice versa.  Polilcy 

needs to be 

developed. 

 

  



 

 

KEY CORPORATE OBJECTIVE 5 
 

E. Provide a challenging, supportive and rewarding working 

environment for staff and Board members 

    

   

  

Ref Purpose Actions Leader 16/17 17/18 18/19 Current 

Status 

Timeline/Update 

1. Develop 

and 

support our 

staff 

Ensure that each 

member of staff 

attends on average 

two learning event 

CE x x x 
 

On going.  Reported to 

Board in November 

17 

2. Develop 

and 

support our 

staff 

Implement a 

comprehensive 

refurbishment of 

the Association 

offices 

CE   x  Discussions are 

ongoing with the 

landlord and the 

Association has made 

financial provision 

3. Develop 

and 

support our 

Board 

Complete the 

Board Active 

Governance 

Statement. 

CE x   
 

Complete and 

reported to the Board. 

4. Develop 

and 

support our 

Board 

Implement an 

action plan from 

the Board Active 

Governance 

Statement 

CE   x 
 

See above 

5. Develop 

and 

support our 

staff 

Carry out staff 

appraisals 

CE x  x 
 

All staff appraisals 

have been carried 

out.  Appraisals to be 

carried out this year. 

6. Develop 

and 

support our 

Board  

Carry out Board 

Member 

Development 

Interviews. 

CE   x  This is now complete 

for 17/18 and will be 

undertaken again for 

18/19 

7. Develop 

and 

support our 

Board 

Review the 

Framework of 

Governance 

CE  x  
 

Now complete and 

approved. 

8. Develop 

and 

support our 

Board 

Ensure that each 

Board Member 

attends at least 

one learning event 

CE x x x 
 

Reported to Board in 

November 2017. 

9. Develop 

and 

support our 

Board  

Develop and 

promote the use of 

a Board Portal for 

papers and other 

information. 

ICT   x 
 

Board papers being 

sent electronically but 

further work required. 

10. Develop 

and 

support our 

staff 

Obtain IIP CE x   
 

Confirmation has 

been received that 

the Association 

continues to meet the 

standard 



 

 

11. Develop 

and 

support our 

staff 

Obtain the next 

level of Healthy 

Working Lives 

CSM x   
 

The group have lost 

interest in pursuing 

this because of the 

beaurocracy involved. 

12. Develop 

and 

support our 

staff 

Review the 

pension provision 

and secure an 

acceptable way 

forward. 

CE   x  Board has agreed 

steps for next year.  

Independent advice is 

being investigated. 

13 Develop 

and 

support our 

staff 

Comprehensively 

review all the 

procedures within 

the Finance 

Department. 

FM x x  
 

Financial Regulations 

and Procedures 

approved by the 

Board. 

14 Develop 

and 

support our 

staff 

Put in place a 

mechanism for 

ensuring that 

procedures are 

kept up to date 

FM  x  
 

This has been 

incorporated into the 

Framework of 

Governance. 

15. Develop 

ans 

support our 

staff 

Review and up-

date Job Profiles 

for the Finance 

Team. 

FM   x 
 

Completed November 

17 

16. Develop 

and 

support our 

staff 

Review and up-

date Job Profiles 

for the Technical 

Services Team 

TSM   x 
 

Complete 

17. Develop 

and 

support our 

staff 

Review and up-

date Job Profiles 

for the Housing 

Management 

Team 

HSM   x   

19. Develop 

and 

support our 

staff 

Review and up-

date Job Profiles 

for the Housing 

Support Service 

HSC   x   

20 Develop 

and 

support our 

staff 

Review HR Policies CSM  x  
 

All existing policies 

have been reviewed 

and updated. 

21 Develop 

and 

support our 

staff 

Develop the HR 

Function 

CSM   x  Additional policies 

currently being 

prepared to improve 

HR and H&S 

functions. 

 
 

  



 

 

Presented to the Audit and Risk Sub Committee on 9 May 2018.  Risk Register January February March 2018 

 

 

Risk Register L = Likelihood.  I = Impact   
 

 Risk Description Gross Risk Controls in Place Net Risk Previous 
net 
risk/change 

Planned actions  and mitigation Target 
Risk 

Risk 
Owner 

1. Political/Financial 
uncertainties threaten 
future income e.g. transfer 
of powers from UK to SG. 

L 
 
1 

I 
 
5  

Total 
 
5 

 Close scanning of the 
external environment. 

 Maintain close relations with 
elected representatives. 

 Budget setting and 
monitoring. 

 Financial reporting and 
Monitoring. 

 Business Plan stress testing 

 Welfare Reform mitigation 
strategy 

L 
 
1 

I 
 
5 

Total 
 
5 

  Lobby elected politicians directly 
through representative bodies. 

 Ensure good liquidity to manage 
short term cost pressures while 
longer term solutions are found. 

 Seek savings in operating costs 
to accommodate externally 
imposed cuts. 

 
 
5 

 
 
All 

2. Loss of rental income due 
to welfare reform, housing 
benefit changes or other 
external influences 
leading to higher arrears, 
increased collection costs 
etc. 

3 4 12  Mitigation strategy approved 
and in place. 

 Information being gathered 
about tenant’s circumstances. 

 Income maximization support 
in place. 

 Partnership working with RC 
and FLAIR. 

 Year 5 of rent harmonisation. 

2 4 8   Communication with tenants 
transitioning to UC. 

 Ensure payment methods include 
new innovations. 

 Conclude data gathering exercise 
and identify vulnerable tenants. 

 Use rent increase consultation to 
gather more data. 

6 HSM 

3.  Inability to provide 
statutory service to 
tenants. 
(e.g. Right to Repair and 
Gas) due to contractor 
liquidation or a contract 
being terminated. 

3 4 12  Procurement policy and 
procedure. 

 Close monitoring of contract 
operations. 

2 4 8   Incorporate necessary 
safeguards in new Reactive 
Repairs Procurement Strategy. 

 Develop Business Continuity 
Plan. 

6 TSM 

4.  Failure to comply with 
loan covenants. 

3 5 15  Develop and test Business 
Plan to ensure robustness of 
data and assumptions. 

2 5 10   Research future funding options 
with professional advice. 

5 HOF 



 

 

 Stress test the Business Plan 
annually. 

 Maintain close relationship 
with funders. 

 Obtain treasury and legal 
advice before entering into 
new loan agreements. 

 Obtain third party assurance 
on Business Plan 
assumptions and results. 

 Continually test the business plan 
and financial results against loan 
requirements.  

5.  Major Health and Safety 
or stock disaster incident. 

3 4 12  Health and Safety Policy. 

 Health and Safety Control 
Manual. 

 Staff Handbook. 

 Health and Safety Audit. 

 Risk assessments 

 Fire drills 

  

 Working at height/ladder 
training 

 IOSH training 

 Fire marshal training 

2 4 8   Keep Health and Safety Policy 
and Control Manual up to date. 

 Ongoing training for staff.  

 Review of risk assessment 
methods 

4 CSM 

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

3 5 15  Appropriate contractual 
arrangements established. 

 Robust process in place to 
monitor timescales.  

2 5 10   Regular Monitoring of Gas 
Contract performance and 
records. 

 CE receiving weekly information.  

5 TSM 

7.  Employer Pension 
contributions continue to 
increase and have a 
negative impact on BWHA 
finances. 

2 5 10  Pension contribution rates 
included in Business Plan. 

 Closure of Final Salary to new 
entrants. 

3 3 9   Ensure the Board receives 
independent advice and 
considers its policy on pensions 
periodically (next review due in 
2017. 

 Include pension scenario in 
Business Plan stress testing. 

6 CE 

8. Repairs and 
replacement/elements 
costs increase above 
levels allowed for in 
Business Plan. 

3 4 12  Actual and projected costs 
closely reviewed by 
management. 

 Assurance sought periodically 
from external consultants. 

 Consultant advice sought on 
suitability of prices for 
improvement programmes.  

3 3 9   Complete 100% stock condition 
survey and life cycle costings. 

 Review options for insourcing 
elements of the service. 

 Board and tenant consultation on 
proposals for revised service 
standards.  

6 TSM 



 

 

9.  Board and Staff lack 
capacity to deliver the 
Association’s strategy and 
operational targets and 
standards. 

3 5 15  Strong framework in place to 
ensure staff and Board 
competencies. 

 Policies and procedure, line 
management structure. 

 Internal Audit function and 
sub committee. 

 External professional advice 
obtained if required. 

 Extensive training. 
opportunities. 

 Annual Development 
interviews for Board Members 
and staff 

2 5 10   Performance management 
system to be implemented. 

 Continue to develop planning and 
performance management 
framework. 

 Training programme for Board 
Members through FLAIR. 

5 CE/CSM 

10. Fraud occurs in the 
Associations procurement 
and/or contract 
management process. 

3 4 12  Procurement policy and 
procedure. 

 Anti-Bribery Policy. 

 Financial Regulations and 
Procedures including 
payment authorization 
arrangements and approval of 
new contractors. 

 Insurance. 

 Internal and External Audit. 

 Risk Management Process. 

2 4 8   Maintain strong financial 
disciplines. 

 Implement issues arising from 
internal and external audit. 

 Develop appropriate training on 
cyber security. 

 Review Procurement Policy. 

 Review Financial Procedures. 

4 TSM/HOF 

11.  Failure to provide services 
through unreliable or 
unsuitable IT systems and 
networks in inadequate IT 
support. 

3 4 12  Current system and networks 
regularly reviewed. 

 Security measures in place.  

 Policy in place. 

 Bespoke Risk assessment in 
place.  

 In-house IT specialism. 

 External IT support. 

 Successful Disaster Recovery 
Test in August. 

 IT Insurance Policy 

2 4 8   Enforce service contracts with 
suppliers. 

 Maintain strong supplier 
relationship. 

 Review overall IT strategy as 
required. 

 Quarterly reporting to Audit and 
Scrutiny Sub. 

 Ongoing Disaster Recovery tests. 

4 CSM 

12. Failure to comply with the 
new General Data 
Protection Rules 

3 5 15  Audit undertaken by TC 
Young 

 Training given to all staff 

3 5 15   Policy to be written based on TC 
Young advice 

 Standard documentation to be 
amended to be GDPR compliant 

 Standard protocols to be agreed 

5 CSM 



 

 

 Garage to be cleared of old 
information 

 Current electronic and paper 
information to be purged 

13. Failure to meet tenant’s 
expectations. 

3 4 12  Tenant Satisfaction surveys. 

 Repairs and Maintenance 
feedback surveys. 

 Settling in visits. 

 Awareness campaigns. 

 Newsletters. 

 Complaint Handling 
Procedures. 

 Mystery Shopping. 

2 4 8   Maintain high levels of 
satisfaction. 

 Introduce additional methods of 
obtaining satisfaction. 

 Improve social media presence. 

4 ALL 

14. Failure to maintain 
financial viability. 

3 5 15  Long term financial planning 
and regular reporting of 
financial performance is in 
place. 

 Reserves Policy in place. 

 Independent assessment of 
Associations viability taken 
place. 

 Financial Modelling software 
in place.  

2 5 10   Continue to develop long term 
maintenance profiling and impact 
on financial projections. 

 Further develop use of Financial 
Modelling Software. 

5 CE/HOF 

15. Staff Safety compromised 
if placed in potentially 
dangerous situations. 

3 5 15  Systems ensuring that staff 
don’t visit alone where 
appropriate. 

 Out of office and lone worker 
policies in place 

 Incident recording and review 

 “Red Flag” system on SDM. 

3 5 15   Continually up-date H&S Policy. 

 Staff training. 

 Establish a H&S committee. 

 Review Unacceptable Behavior 
Policy. 

5 CSM 

16.  Unable to maintain 
appropriate skills mix on 
the Board. 

4 4 16  Annual Review process 
including skills audit and 
development needs. 

 Board membership promoted 
to all sections of the 
community. 

 Places available on Board for 
non-residents. 

4 4 16   Promote and advertise locally for 
Board membership. 

 Implement in-house training 
programmes for Board Members. 

 Be “succession aware” and keep 
under review the skill mix 
required. 

8 CE 

17. Breaches of Bridgewater 
policies on payments and 

3 3 9  Model policies adopted 
including code of conduct 

2 4 8   Declaration of interest form to be 
completed. 

4 HOF 



 

 

benefits and 
gifts/hospitality. 

 Special controls applied to 
payments and benefits. 

 Code of Conduct to be signed by 
new and re-elected members. 

 Tenancy, jobs and procurement 
procedures gather information 
about any connections to BWHA 
staff or Board. 

18. Increasing loss of rental 
income due to voids. 

2 3 6  Void letting procedures. 

 Quarterly KPI reports. 

 Future cash flows 

 Regular cross team 
discussions on performance. 

 Asset Management Strategy. 

2 2 4   Review Asset Management 
Strategy. 

 Review Local Letting Initiative. 

 Further develop Lettings Plan. 

4 HSM/TS
M 

19. Failure by Board to 
exercise sound 
governance, leading to 
Regulatory intervention.  

3 5 15  Code of conduct. 

 Standing orders and 
delegation. 

 Robust supporting policies. 

 Independent advice. 

 Regular and full reporting. 

2 5 10   Complete policy reviews. 

 Regular training and guidance for 
Board Members. 

 Complete the Board Mandate. 

 Self-Assessment carried out. 

5 CE 

20. Failure to meet energy 
efficiency standard for 
social housing (EESH) by 
2020. 

3 4 12  Some investment made in 
respect of Thermal Efficiency 
project. 

3 4 12   Assessment of future 
requirements to be made in 
18/19. 

 Further grant aided work 
planned. 

6 TSM 

21. Entering into procurement 
disputes. 

3 5 15  Compliance with Scottish and 
European Procurement rules. 

 Public advertisement of above 
threshold tenders where 
appropriate. 

 FLAIR Framework. 

3 5 15   Up-date procurement policy and 
procedures to reflect new 
Scottish procurement rules. 

 Increase use of frameworks. 

10 TSM 

22. External targeted fraud 
(e.g. mandate fraud 
telephone/internet fraud 
re bank account details 
for the Association, 
tenant’s suppliers. 

3 4 12  Financial Regulations and 
anti-fraud procedures. 

 Maintain relevant insurances. 

3 4 12   Regular briefing for finance and 
other staff. 

 Anti-fraud and bribery training to 
Staff and Board. 

 Bribery Policy has been 
reviewed. 

8 HOF 

23.  Failure to maintain stock 
to SHQS standards. 

2 4 8  All non-exempt stock 
complies. 

 Reported to Board and SHR 
through ARC. 

1 4 4   Ongoing compliance in future 
monitored through SDM. 

4 TSM 

24.  Poor report on our 
Housing Support Service 

2 4 12  Good current report. 1 4 4   Seek to secure long term funding. 

 Carry out review of the service. 

4 HSM 



 

 

by the Care Inspectorate 
leading to loss of the 
service and intervention 
by the SHR. 

 Committed and well trained 
staff. 

 Good supervision 

 Policies and procedures 

 Oversight by Sub Committee. 

 Seek to work with the changes 
anticipated with a review of Care 
Inspectorate. 

25.  Reductions in funding for 
or termination of the Care 
and Repair Contract. 

4 5 20  Currently exceeding targets. 

 Income from external 
services. 

 Qualified and experienced 
staff. 

 Diversification of services 

3 5 15   Identify other funding streams 

 Engage more with the HSCP. 

  

 Succession planning 

10 CSM 

26. Reduction in income 
because of failure of 
owners to pay their share 
of costs.  

4 4 16  Different ways to pay.  

 Compliance with the 
Factoring Act.  

 In house expertise. 

 Debt Recovery process. 

 Cost benefit analysis of works 
on flats. 

 Tendered landscape 
maintenance contract. 

4 4 16   Secure appropriate landscape 
COW services. 

 Strengthen the team’s expertise. 

 Carry out the recommendation in 
the Audit Report.  

12 TSM/HOF 

27.  Impact of the European 
Referendum result on the 
valuation of the 
Association’s assets. 

3 3 9  2016 Valuation completed 
and positive. 

 Additional stock availability for 
security if necessary. 

3 3 9   Monitor financial environment. 

 Report on any adverse effects on 
the property market. 

6 CE 

28. Impact of Brexit on the 
business of the 
Association. 

3 3 9  Research being done by 
others. 

3 3 9   Monitor negotiations and 
decisions and take appropriate 
action. 

 Follow advice from Professional 
bodies and Trades bodies.  

6 CE 

 

 

  

 

  



 

 

Appendix 4 

 

TOWS Matrix 16/19 
Tows Matrix Threats Opportunities 

Purpose: To map 

main SWOT findings 

and develop 

appropriate strategies 

to best respond to 

same 

1. Universal Credit 

2. Increasing staff costs/pensions 

2. Increasing/Decreasing inflation 

4. The affordability of our product both for tenants and owners 

5. Loss of Care and Repair income 

6. Loss of board members 

7. Loss of Housing Support Funding 

8. The possible loss of the Chief Executive or other senior staff 

9. Other Welfare Reform proposals 

10. Increasing owner’s debt 

11. Complacency 

12. Potential for rising arrears 

13. Sometimes poor local authority services which impact on 

Bridgewater either in terms of our reputation (people thinking we are 

responsible) or the environment generally (bulk uplift, Cleansing) 

14. Increased workload and pressure on staff 

15. Rising customer expectations 

16. Loan Covenant breach 

17. IT failure (hacking) 

1. New Reactive Repairs Contract 

2. Increase in new build subsidy 

from the Scottish Government 

3. Positive independent analysis 

of the financial plan by Arneil 

Johnstone 

4. Remodelling of office space 

5. Potential for ROTS 

6. New Care and Repair Contract 

7. External service provision (Care and Repair, IT) 

8. Mainstream work for Care and Repair staff 

9. Finance Team vacancies 

10. Technical Team vacancies 

11. 50,000 new homes target 

12. Procurement savings (IFLAIR) 

 

Weaknesses Strategic Responses 

1. Poor customer engagement 

2. Poor relationship with some vocal owners 

3. Reliance on Housing Benefit to pay for rents 

4. Reliance on Grant funding to pay for new build 

5. Inability to meet the high demand for housing in the 

area 

6. Inability to attract new committee members on to the Board 

7. Drying up of future development opportunities 

8. Largely restricted to working in Erskine 

9. There is too much legislation which is swamping staff and 

committee members 

10. There is a risk to our Housing Support Service and 

consequently our Sheltered Developments 

11. The costs associated with running the office are high and 

increasing 

12. No fines construction types (affordable warmth issues - SHQS 

Compliance, EEESH) 

1. Increase, as well as manage and maintain, high 

quality affordable homes. 

 

2. Increase tenant’s opportunities to influence 

change. 

 

3. Deliver high quality cost efficient services. 

 

4. Protect the environment and the value of our 

assets. 

 

5. Provide a challenging, supportive and 

rewarding environment for staff and board 

members. 

 

 
Strengths 

1. Continuity of Staff 

2. Local Knowledge 

3. Quality Product 

4. High demand for product 

5. Committed, experienced and skilled staff 

6. High investment value in stock 

7. Accessible Office 

8. Low engagement by the SHR 

9. Good Customer Satisfaction 

10 Good reputations in the sector 

11 Sound financial platform on which to provide services 

12. Membership of FLAIR and IFLAIR 

13. Wider partnership working 

14. Robust internal systems and processes 

15. Low crime and anti-social behaviour rate 

16. Stable community 

17. Good relationships with Renfrewshire and East Renfrewshire 

Councils 
18. Proven track record 



 

 

 


