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EXECUTIVE SUMMARY
2016 saw the Association continue to build on its strong reputation – gaining great results in our Tenant Satisfaction Survey, delivering new homes to satisfied tenants, and responding to tenant feedback to ensure that we continued to deliver quality services.
In 2016 we worked positively with our Tenant Focus Groups and our Customer Review Groups to drive our tenants to think differently about us and the services we offer and how and where these can be improved.  This approach has enabled us to move forward during our 20+ years and helps us determine our direction for the future.  We have already had concrete recommendations from our Customer Review Groups about ways in which we can improve our services and we look forward to working with them in 2017 to make more changes.
We want to provide all of our customers with the very best Social Housing experience.  That means offering them a Repairs service that is responsive to their needs, new homes that are energy efficient and fit for the future, Housing staff that listen and understand.  
Our actions and activities are underpinned by a genuine desire to achieve value for money in all that we do – this aim was further supported in 2016 by our revised procurement strategy, enabling us to procure goods and services in a more efficient and cost effective manner, the results of which will be seen as we move forward.  By ensuring that we operate in an agile manner, we are able to invest more where our customers see the greatest value.
In 2016 we were proud to achieve unprecedented levels of customer satisfaction as evidenced by our Tenant Satisfaction Survey.  We will continue to build on these results, delivering quality services and homes throughout 2017 and beyond because we believe that everyone deserves exceptional service, and we are constantly looking to improve on what we do for our customers.
Our values are important to us – they guide how we do business and keep us focussed on why we are here. Our people identify with our values, and understand and appreciate the challenges faced by those who use our services.  Our customers want, and expect, to see action.  And so our people work hard every day to ensure that we meet the needs and expectations of those who use our services, turning our values into practical actions and solutions.
AHA has always been a business that believes in, and strives for, better.  We want to be a landlord that our tenants can put their trust in.  We will continue to create opportunities for growth and pursue them with energy, passion, and commitment for the benefit of our customers, our people, and our communities.
Our strategy will enable us to deliver improved services, greater efficiency and deliver a stronger, more robust and sound business, now and for the future.
We are Positively Almond.

OUR ORGANISATION – FOCUSSING ON THE FUTURE
In this, year three of our current five year plan, we are pleased to acknowledge our achievements and progress towards our stated objectives.  

We know that social housing offers a vital service to those in need, and in 2016 we were able to release 9 homes for rent to Almond tenants as a result of the successful completion of our Deans development, adding to the numbers of social housing available within West Lothian.
We also ‘broke ground’ at another new development site in Livingston which will see more homes available for social rent to Almond tenants.

We were approached during the year by The Rock Trust and also by Women’s Aid seeking aid and assistance as they furthered their respective commitments to providing safe and secure housing for young, vulnerable people in the West Lothian area, as well as those who may be fleeing domestic violence with their families.  During the period of this plan we will continue to partner with these groups, and others, to see how best we can work with them to ensure that those in need are supported to find and sustain tenancies in the local area.
As well as providing homes for people who want to rent them, we also maintain and improve them and 2016 saw us invest over £1.7 million in Capital Projects work to ensure our properties are sustainable in the long term.
Going forward we will be investing £2.2million in ensuring our houses become warm, inviting and safe homes, with a key focus being on meeting our SHQS targets.  We’ll be building new homes in Craigshill, and we’ll also be providing development services to Kirknewton Community Development Trust to assist in the provision of new housing for older people, enabling them to stay in the Kirknewton community.
Housing Management faced challenges as the roll out of further welfare reforms in the form of Universal Credit hit West Lothian.  The impact of Universal Credit will continue to grow, but we have taken a number of steps to make sure that our tenants are aware of how Universal Credit will affect them personally, and what actions they can take.  
But there’s still more for us to work towards. 

There is increasing pressure on tenants in social housing, and resulting challenges for the way that Social Landlords respond to these pressures.  How we will do that is detailed in this plan where we set out details of what our responses will look like, how we will deliver on our strategic aims, and the benefits we believe we can bring to our customers.

Our focus continues to be to ensure that our actions remain inclusive of quality, value for money and a positive experience for our customers.  We have already broadened the services we offered to provide support and value to our customers in different ways, and we will continue to do so because we know, from our customers, that they benefit from this approach.

Our insights into the changing needs of our customers, our strong relationship with our partners, and our improving ability to adapt to and embrace change means that we continue to push ourselves forward.  We have the structures, management and people in place to enable us to make the right decisions and invest for the future, for the benefit of our customers now, and going forward.
Our strategy for 2017/18 is to continue to broaden our business, offering a more holistic range of services to our tenants and improving and adding new ways for our customers to communicate and engage with us.  At the heart of how we will do this is our key approach to how we do business – we will listen to those who use our services, listen to their comments and feedback and their suggestions for how we go forward.

Our Customers
We believe in a customer-centric approach, putting our customers at the very heart of what we do.  We will continue to build on the services we provide to our customers, launching our new core IT system which will offer an associated new mobile way of working, allowing and encouraging our frontline staff to be more responsive and accessible than ever before.

The ways in which our customers want to interact with us is also changing and we will continue to react to that, with increased digital interaction leading to improved and more meaningful customer engagement. In 2016 we developed new social media platforms, encouraging customer feedback and greater communication.  In 2017/18 we’ll continue to build on that, further developing our website and transforming our customer experience and allowing more customers to interact and engage with us in ways that suit them.

We know that acting responsibly and with our values at the heart of what we do ensures our work has a meaningful impact on our tenants.  This has given our group of scrutiny volunteers confidence and motivation to help us spot where our services can be improved and what changes we can make to positively support our customers.

This improved communication, along with the partnership with our Customer Review Groups, allows us to get a better picture.  Combining understanding and knowledge of our customers’ needs to influence the range of services we offer, aiming to provide not just a house, but the tools to support our tenants to make a house a home.
As part of this aim, 2016 saw us launch our Starter Pack project – a fully supported initiative to provide essential goods and services to new tenants at point of need.  We’re proud to be able to continue this project in 2017/18, ensuring that tenants have the best possible chance at sustaining their tenancy.
We will continue to deliver strong customer results as our tenants continue to respond to the increasing range of services we provide.
We want our customers to have the very best experience when dealing with us, we are therefore focussed on delivering excellent customer services.  We are proud of this record and pleased to note the highest ever levels of customer satisfaction in our latest Tenant Satisfaction Survey.  We believe that we offer standout service, and were pleased to see this recognised in our results.  

We’re now working on an action plan to set out how we can continue to meet the needs, and expectations, of our customers in key areas and will keep our customers advised of our progress.  It’s this focus, on the areas that matter to our customers, that drives us to be the best that we can be.
Our People

Our people are fundamental to our success going forward.  Our people want to do their best and to be their best and we want to support them in achieving this, creating an inclusive and creative workplace that facilitates new ideas and improved, joined up working practices.  
2016 saw us bid a fond farewell to our previous Head of Housing Management, Tony Paterson.  Tony headed up the Housing Management section since 1994 when Almond was originally set up and his experience and knowledge of the area contributed greatly to the success of the Association over the last 22 years.  He passed the baton on to Sandy Young, who brought with him a great deal of experience as our long standing Housing Manager.  Sandy shows great enthusiasm for the challenges ahead as we, and other Social Landlords, look at how we can support our tenants in the face of ongoing welfare reforms.
Following Sandy’s promotion, we also welcomed two new managers to the team here at Almond – Tracey Rogowski, our new Housing Support Manager, and Jonathan Bertram, our new Housing Manager.  Tracey leads our newly designed Housing Support team as they provide frontline services to our customers, supporting them beyond traditional housing needs with signposting and practical advice on a wide range of issues.  Jonathan will be working closely with our well established team of experienced Housing Officers as they work with our tenants to meet the challenges presented by Universal Credit and other welfare reform measures.
In 2016 we were also able to secure the services of an experienced Communications Officer, Brita Ingebrigtsen.  Our customers increasingly want to interact with us online and Brita has worked with us tirelessly to get our social media streams up and running and we are pleased to note that in the course of 2016 we managed to engage informally with many, many tenants via Twitter and Facebook.  In 2017 we’ll be doing more to engage with our customers online, and we’ll also be seeing the results of Brita’s efforts in bringing our website up to date with a fresh, modern look that we hope will be more responsive and will encourage greater usage.  

The entire organisation will benefit from the implementation of our new core IT system, allowing us to share resources in a way that has not previously existed, accelerating our progress and encouraging our ambitions.
We will also continue to support our managers to develop and grow into future leaders, taking ownership and responsibility for business critical operational issues.  In 2016/17 we initiated a programme of Quarterly Business Reviews (QBRs) – a forum for our managers to evidence their progress against key strategic objectives.  These QBRs will continue in 2017/18 and will be supported by further activities to improve and increase the people, planning, and operational skills of our middle managers.
We are working together to become more efficient and more effective, building a better and stronger organisation for the future, supported by excellent customer service, because these are the things that are really important to our people and our customers.
Our Communities

We value the opportunity we have to reach beyond our business to make a positive impact on the communities we serve.

Making our communities places where people feel safe, comfortable and proud to belong is central to this and we will continue with our digital and financial inclusion activities to support this to become a reality.

In Positively Almond 2015-2020 we spoke of our intention to focus on digital inclusion as a specific area of work.  To date we have made significant inroads with digital classes, drop in surgeries, partnerships with West Lothian College, Reuse IT, and others providing a range of education, equipment and accessibility solutions.  We believe that connecting people to the digital world makes life better for them and we are committed to making this happen for as many of our customers as possible.

We will continue with our ambitious digital inclusion programme throughout 2017/18, reaching as many of our customers as we can.
In 2017 we will also continue to focus on broadening out our services to offer more to our customers and address more of their needs, going beyond traditional housing provision services and further supporting our aim of becoming a landlord that is trusted and supported by those who use our services.
Early in 2017 we will work with partner agencies to develop funding bids to secure a financial inclusion service for our customers.  We have previously been successful in this area, working with CAB to deliver a Scottish Legal Aid Board (SLAB) funded service since 2015.  Now the challenge is on to see how we take the lessons learned forward into a new and different project that can meet the changing needs of our customers.
As the pressures on our customers have increased we, and other local community organisations, have tried to respond via sponsorships and donations.  This has proven to be hugely valuable to local groups and good causes and so 2017 will see us formalise arrangements for how we distribute these funds to help address some of the problems faced by those in need.
OUR STRATEGY AND PRIORITIES 2017 - 2018
Our consistent, long term performance is the result of a clear strategy, and the combined efforts of the whole AHA team.
Our strategy is focussed on ensuring that AHA remains at the forefront of social housing in West Lothian.  Providing homes for those in need, as well as valued and valuable services to support our customers with others aspects of their lives  to ensure that they can remain in a home that is warm, safe and secure for as long as they wish.
In ‘Positively Almond’ we set out our strategic priorities for the period 2015 – 2020 (appendix d).  We will continue to strive to achieve these targets, and the steps we’ll take in 2017 are detailed in the various Operating and Action Plans attached at appendix a.

FINANCIAL REPORTING

The success of our approach is demonstrated in the sustained financial performance and strong financial management of the organisation.
This section provides some background detail to the 2017/2018 budget and the financial forecast for the following four years – 2018/2019 to 2021/22.

Key Assumptions

Developments

During the 5 years of the forecast there are 5 developments projected to be on site, with all completing during the period.  This represents 115 new properties to let.  This includes 2 developments that we will undertake for our partners in the WLDA (36 properties).  The capital spend for all projects is £14.238m with £7.433m of public subsidy and £6.805 of cash/private finance.

Staffing

During 2017/18, the Association is projecting no recruitment of additional new staff, however will continue with temporary staff cover for staff seconded onto our IT project.

Scottish Housing Quality Standard (SHQS) and Energy Efficiency Standard Social Housing (EESSH) – revenue costs

We are assuming that we will spend £1.895.1m on maintaining the SHQS standard / component replacements for all stock and will continue to improve our stock in preparation of the Energy Efficiency Target of 2020.  The Association will continue to report healthy surpluses during the period of an average 155% interest cover.  This level allows an element of headroom over our loan covenant over the period, and provides sufficient funds for future investment in our stock.

Pensions

Within the plan period it is also assumed that the SHAPS past service deficit will increase resulting in an additional payment of £50k per annum increasing at each triennial valuation. 

Core IT System replacement
It has been assumed that the implementation of the QL project will occur on 1 October 2017.  

5 Year Financial Forecast

Statement of Comprehensive Income

	Statement of Comprehensive Income


	2017/18

£000
	2018/19

£000
	2019/20

£000
	2020/21

£000
	2021/22

£000

	Turnover
	11,691
	11,903
	12,389
	12,775
	13,230

	Operating costs
	9,872
	10,119
	10,642
	10,984
	11,516

	Operating surplus
	1,819
	1,784
	1,746
	1,792
	1,714

	Interest
	912
	949
	921
	952
	965

	Net Surplus
	907
	835
	825
	841
	749


The fluctuations in surplus are due to movements in both the planned maintenance programmes and also the cyclical works programmed to be undertaken.  When these variances are removed the Association’s operations remain relatively static during the period.

Statement of Financial Position

	Statement of Financial Position

Extract
	2017/18

£000
	2018/19

£000
	2019/20

£000
	2020/21

£000
	2021/22

£000

	Net Property [net of depreciation]
	69,015
	70,177
	71,103
	70,293
	68,036

	Cash 
	5,915
	5,334
	4,305
	3,182
	5,343

	Grant
	25,792
	26,949
	28,426
	27,754
	27,055

	Loans
	29,548
	28,400
	26,827
	25,485
	24,190

	Net Assets
	17,242
	18,077
	18,903
	19,743
	20,492


The balance sheet extract highlights increased property values with the developments completing.  The continued management of stock and the on-going surpluses generated to ensure adequate cover for loan covenants and on-going stock improvements increase our net asset position.

Statement of Cashflows

	Cashflow extracts

[cash outflows are shown in brackets]
	2017/18

£000
	2018/19

£000
	2019/20

£000
	2020/21

£000
	2021/22

£000

	Development Spend
	3,083
	3,099
	5,232
	1,967
	107

	Grant
	1,780
	1,757
	3,896
	-
	-

	Sale of developments
	704
	-
	-
	-
	1,358

	Major works / stock condition
	2,591
	2,650
	2,348
	2,271
	2,584

	Loan drawdown net
	-


	-
	-
	-
	-

	Loan repayment incl. interest
	2,011
	2,119
	2,513
	2,309
	2,275


Over the next 5 years it is anticipated that the revolver facility will be available.

Loan Covenants

	Loan Covenant
	2017/18
	2018/19
	2019/20
	2020/21
	2021/22

	RBS
	
	

	Gearing
	45%
	45%
	44%
	43%
	43%

	Maximum permitted
	60%
	60%
	60%
	60%
	60%

	Asset cover
	2.6
	2.6
	2.8
	3.0
	3.2

	Minimum permitted
	1.1:1
	1.1:1
	1.1:1
	1.1:1
	1.1:1

	(operating cash + dep’n)/ borrowing costs
	4.1
	3.9
	4.1
	4.1
	4.1

	Minimum permitted
	1.1:1
	1.1:1
	1.1:1
	1.1:1
	1.1:1

	Nationwide /Dunfermline BS
	
	

	Surplus / interest payable
	165%
	155%
	156%
	156%
	145%

	Minimum permitted
	110%
	110%
	110%
	110%
	110%


During the 5 year period there are no covenant issues experienced.  From a review of our 30 year plan, using our long term assumptions again there are no issues experienced with the loan covenants in place.

Key Assumptions

	Key Assumptions
	2017/18
	2018/19
	2019/20
	2020/21
	2021/22

	Inflation
	2.8%
	2.9%
	3.0%
	3.1%
	3.3%

	Libor (interest rate benchmark) avge.
	0.57%
	0.93%
	1.57%
	2.36%
	2.96%

	Increases above / below inflation
	
	
	
	
	

	Rent
	0%
	-0.5%
	-0.5%
	-0.5%
	-0.5%

	Salary earnings
	0%
	0%
	0%
	0%
	0%

	Maintenance costs
	0%
	0.5%
	0.5%
	0.5%
	0.5%

	
	
	

	Voids
	0.35%
	0.35%
	0.35%
	0.35%
	0.35%

	Bad debts
	1.79%
	2.45%
	3.04%
	3.42%
	3.5%


Unit Costs

	Unit costs
	2017/18
	2018/19
	2019/20
	2020/21
	2021/22

	Rent per unit per week
	£83
	£85
	£88
	£89
	£92

	Re-active maintenance
	£550
	£574
	£634
	£656
	£684

	Cyclical / planned maintenance
	£832
	£919
	£861
	£859
	£953

	Major repairs incl capitalised 
	£270
	£432
	£590
	£674
	£752

	Management cost per unit*
	£1,403
	£1,357
	£1,485
	£1,514
	£1,530


* Management costs increased due to the increased costs of bad debts in relation to the introduction of Universal Credit.

Sensitivity Analysis
In preparing both the annual budget and longer term plans the Association has considered a number of sensitivities in both income received by the organisation and expenditure incurred.  Key areas reviewed were: rent increase levels, maintenance costs, general running costs, salary costs, loan interest rates, pension scheme deficit movements, levels of bad debts and arrears, property sales.

The review of these sensitivities together with the levels of agreed expenditure to achieve the Business Plan objectives during the short term enabled the Board to agree a level of rent increase for 2017/18 of 2.8% plus the phasing of rent harmonisation, which it is felt will allow our rents to remain affordable for our tenants, whilst ensuring that the Association remains financially viable.

Key Financial Risks and Scenario Planning

Major Repairs expenditure incl. SHQS and Energy Efficiency Standards
The value of major repairs expenditure programmed for the 30 year plan will be increase above inflation by 1%.  

Subject to other factors, the Association would need to manage its spending on other areas to facilitate this level of increase together with increases in Rental income above the levels included within the plan (current plan assumes only CPI increases (RPI-0.5%)) without affecting the loan covenants over the planning period.  

Interest rates

Interest rates incurred are higher than projected.  

The plan assumes a LIBOR rate within the short, medium and long term based upon information obtained from our treasury advisors Murja.  The Association’s loans are either at fixed rate or LIBOR plus associated margins applicable to the loans.  Subject to other factors the Association could accommodate increases in LIBOR rates above the levels predicted without affecting loan covenants.  This is due to the planning assumption that the Association’s interest rate exposure is managed by implementing fixed rates during the current year which will be fully converted by 2020.

Rental Growth
The levels of rental growth may be less than projected.  

When reviewing our 30 year plan we considered an assumption of rental growth of RPI-0.5% whilst costs were increasing by RPI.  This resulted in some loan covenant breaches, therefore we required to re-phase expenditure to manage the levels of surpluses each year. If further costs were identified by our stock condition survey in 2017/18 then we would require to control costs and revisit our levels of rental growth.

Welfare reform impact on revenue and arrears

Arrears are significantly higher than projected.

In 2014/15 57.63% of our tenants are in receipt of housing benefit.  With the introduction of Universal Credit, this income will no longer be received directly by the Association and will need to be paid by the tenants.  Should a significant proportion of these tenants not remit these funds to the Association this will have a significant impact on the operating cash flow and will increase the level of rent arrears, and subsequently the levels of bad debt.

Increases in the levels of arrears and bad debts have been incorporated within our budget and long term plans which result in increasing the arrears and bad debts.  When reviewing our 30 year plan, should income recovery from those in receipt of Universal Credit drop by a further 10%, this would result in a reduction in cash flow of around £0.5m.  This would increase borrowing during the planning period, however it is not envisaged that this would result in loan covenant breaches.  Increased levels of bad debts have been assessed to establish what can be sustained without resulting in loan covenant breaches.

RPI being zero over the short term

Rental income growth less than budgeted
We have considered the impact on our rental income stream should inflation be zero in the short term (years 2 and 3).  This results in income stream reducing from budget by circa £99k and £235k respectively.  There would be reductions in cost growth to compensate part of this loss of income, however AHA would require to review the phasing of some parts of its major repairs work and ensure continued value for money is obtained from all areas of expenditure to achieve the anticipated surplus levels.  
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HOUSING SUPPORT OPERATING PLAN 2017 - 2018
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Making Almond houses great homes to live in: Our Housing Support contribution

We will…

· Work with our Asset Management colleagues to ensure that void periods are minimised

· Continue to develop the West Lothian Housing Register so that our customers are provided with a wide range of information on the housing options available to them, ensure that the service is robust and providing the appropriate range of Housing Options for applicants

· We will develop robust ways of supporting victims rather than allowing perpetrators to remain in properties

· Provide practical information, advice and guidance on a wide range of Housing Support matters which will support our customers to stay in their homes

· Be proactive in identifying and supporting tenants that are struggling to sustain their tenancies through annual home visits, pre allocation work, settling in visits and any tenant contact

Making Almond a great place to work: Our Housing Support contribution

We will…

· Ensure our staff are trained to the highest standards to deal with all enquiries effectively and efficiently  

· Fully develop team members to enhance their knowledge and job satisfaction

· Contribute to the new core IT solution for the organisation
· Communicate effectively with other teams, creating a greater organisation awareness which will enhance the experience of our customers and identify and support vulnerable tenants
Giving Back:  Almond’s contribution to the community

We will… 
· Explore and develop well-being and training opportunities for our tenants

· Promote the work of local groups and services which may benefit our customers and our local communities

· Develop partnership working with Women’s Aid and the Rock Trust to develop specific initiatives to support vulnerable members of our community

· Develop and implement the “Getting Ahead” programme for a group of identified tenants to support them to achieve routes out of poverty.    

HOUSING SUPPORT ACTION PLAN 2017 - 2018
	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	1. Making Almond houses great homes to live in
	1.1 Ensure that our properties are let within our void timescales of 18 days
	1.1.1 Housing Support Manager to meet quarterly  with CHR partners to highlight operational issues

1.1.2 Housing Assistants will allocate properties according to our policy and target timescales

1.1.3 Housing Support Manager to review all allocations and ensure that correct supports are in place at the start of the tenancy

1.1.4 Regular review meetings with Asset Management on void performance

	Housing Support Manager
	Housing Support Team, Housing Officers
	Ongoing
	Mar-18
	 

	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	1. Making Almond houses great homes to live in
	1.2  
Ensure that supports are in place for new tenants to achieve tenancy sustainment of 95%
	1.2.1  At matching stage, ensure that stated support needs are being met

1.2.2 Housing Officer discusses affordability and tenant needs at pre-allocation home visit and highlights any concerns to the Housing Support Manager who will carry out a support needs assessment and make appropriate referrals.                                                                                                                          1.2.3 At viewing the Housing Officer will discuss tenants needs and arrange for refferals for tenancy starter packs, Welfare Fund and Homeaid to ensure that these items have been applied for prior to the commencement of the tenancy.                                                                                              
	Housing Support Manager
	Housing Support Team
	Ongoing
	Mar-18
	 

	1. Making Almond houses great homes to live in
	1.3 Develop a vulnerable tenants strategy.
	1.3.1 Scope and develop a vulnerable tenants strategy to underpin tenant sustainability processes
	Housing Support Manager
	Housing Support Team
	3 Months
	Jun-17
	 

	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	1. Making Almond houses great homes to live in
	1.4 Ensure that supports are made available for existing tenants to achieve tenancy sustainment of 95%
	1.4.1 Housing Officers will make referrals to the Housing Support Manager for all tenants that are experiencing difficulties in sustaining their tenancies                                                                                1.4.2 The Housing Support Manager will undertake support assessments and ensure that the correct supports are put in place.                                                                                                                                                                                        1.4.3 Develop new operational processes to handle end of SLAB funded money advice project.
	Housing Support Manager
	Housing Support Team
	12 months
	Mar-18
	

	1. Making Almond houses great homes to live in
	1.5 Exit Interviews will be conducted with all departing tenants
	1.5.1 Housing Support team to set up exit interview with tenant, Housing Officer and Maintenance Supervisor

1.5.2 Housing Support team to record information received from interview

1.5.3 Housing Support Manager to collate information and report to SMT on Quarterly Basis


	Housing Support Manager
	Housing Support Team
	12 months
	Mar-18
	

	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	1. Making Almond houses great homes to live in
	1.6 Review all leases with partner agencies
	1.6.1 Review leases and ensure that they are current and fit for purpose meeting the needs of Almond HA and our partners
	Housing Support Manager
	Housing Support Team
	3 months
	Jun-17
	

	1. Making Almond houses great homes to live in
	1.7 To maintain and where possible improve current service delivery standards for our tenants
	1.6.1 Undertake internal self-assessment to ensure that we are meeting existing standards                                                                              1.6.2 identify any areas that require improvement and make recommendations to the SMT for their consideration
	Housing Support Manager
	Housing Support Team
	9 months
	Jan-18
	

	2. Making Almond a great place to work
	2.1 Performance monitoring and promote staff training and development
	2.1.1 During 1-2-1 look at staff members knowledge and understanding of organisation for shadowing opportunities

2.1.2 Use monthly 1-2-1s to identify useful learning and development opportunities, such as training events      

                                                                                           
	Housing Support Manager
	Housing Support Team
	Ongoing
	Mar-18
	

	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	2. Making Almond a great place to work
	2.2 Support the development and implementation of the new core IT system ensuring that the Housing Management modules are fit for purpose in advance of the agreed implementation date
	2.2.1 Ensure that the CRM module allows us to record changes and update tenant communication with Association

2.2.2 Ensure that the Allocation module allows us to adhere to our policy when letting properties

2.2.3 Work with AM team on repairs module so that it creates efficiencies for Housing Support staff
	Housing Support Manager
	Housing Support Team
	9 Months
	Oct-17
	 

	3. Giving back: Almond's contribution to the community
	3.1 Manage and evaluate the Getting Ahead Programme


	3.1.1 Identify tenants to take part in the Getting Ahead Programme in conjunction with Housing Officers and Housing Manager 

3.1.2 Co-ordinate the programme with Bridges out of Poverty 

3.1.3 Develop the on-going steering group
	Housing Support Manager
	Housing Support Team, Housing Manager and Housing Officers
	Ongoing
	Jun-19
	 

	3. Giving back: Almond's contribution to the community
	3.2  Develop operational projects to support vulnerable groups
	3.2.1 Develop partnerships with other support providers within West Lothian                                                                                                                       3.2.2 Support and develop projects to meet specific needs such as young homeless people.                                                                                   3.2.3 Develop projects to support the develop and well-being of our tenants such as Getting Ahead
	Housing Support Manager
	Housing Support Team
	Ongoing
	Jun-18
	 


HOUSING MANAGEMENT OPERATING PLAN 2017 - 2018

Making Almond houses great homes to live in: Our Housing Management contribution

We will…

· Support our customers to sustain their tenancies by encouraging strong and supportive interactions
· Work to prevent rent arrears and evictions by ensuring early intervention and quick referrals to support services
· Ensure that our tenants are equipped to deal with the ongoing challenges from Welfare Reform by communicating effectively with those directly affected

Making Almond a great place to work: Our Housing Management contribution

We will…

· Work with staff to identify opportunities that will support their learning and development
· Ensure our staff are trained to the highest standards to deal with all enquiries effectively and efficiently  

· Utilise 1:1’s to offer staff support and guidance and to identify opportunities for development

· Communicate effectively with other teams, creating a greater organisation awareness which will enhance the experience of our customers
· Support the development and implementation of the new Core IT system ensuring the Housing Management modules are fit for purpose
Giving Back:  Almond’s contribution to the community

We will…

· Work with the Asset Management team to ensure our estates are well managed and maintained

· Work to identify gaps in non-housing related service provision for individuals and signpost them to relevant agencies

HOUSING MANAGEMENT ACTION PLAN 2017 - 2018
	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	1. Making Almond houses great homes to live in
	1.1 We will engage with our tenants to contribute towards meeting Almond's Tenancy Sustainability target of 95%  for 2017-18
	1.1.1 Housing Officer completes 90% of Settling in Visits within the First 8 weeks of the tenancy

1.1.2  HO completes 'One year visit' for all new tenants between 9- 11 months after tenancy start date     

1.1.3 HO identifies through a Tenancy Sustainment Risk Assessment and refers to Housing Support Manager if tenant needs further help from specialist support services such as Energy Advice, Welfare Benefits, and Garden Aid etc.  
	Housing Manager
	Housing Officers/Housing Support Team
	12 Months
	Mar-18
	 

	1. Making Almond houses great homes to live in
	1.2 Maximise Rent Collection (Net rent arrears Target of 1.5% for 2017-18)
	1.2.1 Housing Officers to complete  Arrears Case Review on Monthly basis with Housing Manager    

1.2.2 Individual Rent Collection Targets set for all Housing Officer patches 

1.2.3 Promote Housing Officers using Callpay and promoting Allpay Payment App for tenants as an alternative payment option. 

1.2.4 Rent Collection Procedure reviewed to provide flexibility to Housing Officer to escalate actions within a timely fashion.
	Housing Manager
	Housing Officers
	12 Months
	Mar-18
	 

	1. Making Almond houses great homes to live in
	1.3 Tenancy Eviction to be the last option  (Target for 2017-18 Set: no more than 5)      
	1.3.1 HO’s will focus on making regular contact with tenants upon discovering rent arrears or tenancy issues to prevent escalation to legal proceedings.                                                        1.3.2 HO’s will refer tenants who require specialist support to Welfare/Money Advice Officer, Energy Advice Project and WLC HB Officer.  
	Housing Manager
	Housing Officers
	12 Months
	Mar-18
	 

	1. Making Almond houses great homes to live in
	1.4 Reduction in terminations through Abandonments (Target for 2017-18 Set: under 20 for year)
	1.4.1 HO's complete Regular Estate Walkabouts/Stairwell Inspections                                                     

1.4.2 Establish contact with tenant following discovering missed payment                                                                                                                 

1.4.3  Detailed investigation into whereabouts of tenant   

	Housing Manager
	Housing Officers/Housing Support team
	12 months
	Mar-18
	 

	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	1. Making Almond houses great homes to live in
	1.4 Mitigate the Impact of Universal Credit Full Digital Service rollout
	1.4.1 Annual Tenant Visit to be carried by Housing Officers for all tenants affected                                                      

1.4.2 Create a Universal Credit Mitigation Action Plan through consultation with West Lothian Council, Department of Works and Pensions (DWP) and AHA's Tenants Action Group to agree the corporate approach to mitigating the impact of UC for a minimum of 6 months before full Digital Service rollout.
	Housing Manager
	Housing Officers
	12 months
	Mar-18
	

	1. Making Almond houses great homes to live in
	1.5 Support the development and implementation of the new core IT system ensuring that the Housing Management modules are fit for purpose in advance of the agreed implementation date.


	1.5.1 Ensure that the Arrears module allows us to manage debtors quickly and effectively.

1.5.2 Ensure that the Estates Management module and FirstTouch facility allows HO's to manage their estates and work more effectively.
	Housing Manager
	Aareon Team & Housing Officers
	9 months
	Oct-17
	

	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	2. Making Almond a great place to work
	2.1 Promote Staff Learning and Development in response to business needs
	2.1.1 During 1-2-1 look at staff members knowledge and understanding of organisation for shadowing opportunities
2.1.2 Use monthly 1 to 1s to identify useful learning and development opportunities, such as training events

2.1.3 Look at identifying individual Housing Officers as "Champions" for key operational areas
	Housing Manager
	Housing Officers
	3 Months
	Jun-17
	 

	3. Giving back: Almond's contribution to the community
	3.1  Investment within our communities to improve communal areas to enhance the reputation of the area and resolve local estate issues (such as fly-tipping, dog fouling)
	3.1.1 Completion of 2016-17 works is required                                                                                                          

3.1.2 Publicise success 2016-17 through Social Media/Website and complete further consultation                                                                                                                                

3.1.3 Work jointly with Asset Management to agree a set criteria for the assessment of all potential environmental improvements and a process of approval from future projects against the set budget.                                                                                             


	Housing Manager/Repairs Manager
	Housing Officers
	3 months
	Jun-17
	 


RESPONSIVE REPAIRS OPERATING PLAN 2017 - 2018

Making Almond houses great places to live in: Our Responsive Repairs contribution 

We will….

· Ensure outcomes of property inspections are clearly notified to tenants at the time of the inspection.

· Action improvements in respect of the repair appointments system 

· Contribute to the establishment of the Almond Design Guide
· Deliver all winter property checks between 1.11.17 – 31.12.17

· Work with the housing support team to reduce overall average void times by 1 day 

· Deliver year one of a five year rolling programme of ventilation unit servicing. 

· Procure new arrangements for the testing and servicing of plant and equipment 

· Work with the corporate services team on various of tenant participation initiatives

Making Almond a great place to work: Our Responsive Repairs contribution

We will……

· Action revised administrative support activities within the Asset Management team 
· Implement the Aareon property management software system

· Provide training and support to develop team members to improve their knowledge and job satisfaction

Giving Back: Almond’s contribution to the community

We will ….

· In conjunction with the Community Engagement Officer identify and implement projects to deliver benefit to those communities in which Almond works.
RESPONSIVE REPAIRS ACTION PLAN 2017 - 2018
	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	1. Making Almond houses great homes to live in
	1.1 Respond quickly and effectively to customer complaints, taking responsibility to prevent repeat issues.
	1.1.1 Research every complaint to gather information to establish cause and remedy.                                      1.1.2  Identify lessons learned and monitor success of actions implemented to prevent repeat failures


	Repairs Manager
	• Housing Officers
• Housing Assistants
• Maintenance Supervisors
• Maintenance Assistants
	Daily
	Apr-17
	 

	1. Making Almond houses great homes to live in
	1.2 Outcomes of property inspections are clearly notified to tenants at the time of inspection
	1.2.1 Tenants to have written record of the outcome of property inspection findings    

	Repairs Manager
	• Maintenance Supervisors
	3 months
	Jun-17
	 

	1. Making Almond houses great homes to live in
	 1.3 Review landscape contract implemented  in 2016 in respect of value for money and positive customer experience
	1.3.1. Monthly performance review analysis  - actual - v - programme site activity , Actual cost - v - forecast                                           1.3.2  Monthly HO site review                                      1.3.3 Quarterly contract review         
                           
	Repairs Manager
	• Maintenance Supervisors
	4 months
	Aug-17
	 

	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	1. Making Almond houses great homes to live in
	 1.4 
Action improvements in respect of the repair appointments system
	1.4.1 Increase number of daily appointment slots offered by key suppliers and revise property management software                                                   1.4.2 Monitor  daily appointments not met       

	Repairs Manager
	• Maintenance Supervisors
• Maintenance Assistants
	1 month
	Apr-17
	 

	1. Making Almond houses great homes to live in
	1.5 Develop comprehensive asset management information to inform property investment decisions and contribute to the establishment of the Almond HA design Guide
	1.5.1 Analyse and identify high cost properties’ day to day repairs -area ,property type                                                                       1.5.2 Identify and quantify most frequently issued repair instruction - by type and component                                                           1.5.3 Identify high turnover / difficult to let  property

	Repairs Manager
	• Maintenance Supervisors
• Maintenance Assistants
	8 months
	Nov-17
	 

	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	1. Making Almond houses great homes to live in
	1.6 Deliver all winter checks between 1.10.17 - 31.12.17
	1.6.1 Agree programme for winter checks with Almond Enterprises                                                                      1.6.2 Monitor progress against agreed programme and report to monthly progress review meetings.    

	Repairs Manager
	• Maintenance Assistants

	8 months
	Sep-17
	 

	1. Making Almond houses great homes to live in
	1.7 Deliver all Envirovent and smoke detector servicing in accordance with agreed programme.
	1.7.1 Agree programme for checks with Almond Enterprises                                                                      1.7.2 Monitor progress against agreed programme and report to monthly progress review meetings.  
	Repairs Manager
	• Maintenance Assistants
	8 months
	Sep-17
	 

	1. Making Almond houses great homes to live in
	1.8 Implement void repairs procedure to reduce average void repair times by 2 days
	1.8.1 Property inspection and repair issued  within 24 hours of property keys in Asset Management          1.8.2 Weekly void review meeting  
	Repairs Manager
	• Maintenance Assistants
• Maintenance Supervisors
	1 month
	Apr-17
	 

	2. Making Almond a great place to work
	2.1 Ensure that appropriate development and training opportunities are available to equip staff to deliver first class services to customers

	2.1.1 Monthly 1-2-1 reviews  to identify immediate and long term development and training need
	Repairs Manager
	• Maintenance Assistants
• Maintenance Supervisors
	monthly
	Apr-17
	 

	2. Making Almond a great place to work
	2.2 Contribute to the implementation of the new core IT system
	2.2.1 Repairs team trained in respect of Aareon repair module                                                                            2.2.2 Operational report menu established for repair performance reporting  / monitoring                                                2.2.3  Aareon system implemented
	Head of Asset Management
	Repairs Manager

• Maintenance Assistants
• Maintenance Supervisors
	7 months
	Oct-17
	 

	2. Making Almond a great place to work
	2.3 Provide opportunities for staff to understand and develop service delivery to all internal customers
	2.3.1 Frontline staff to attend at least 1 monthly progress performance review meetings with key suppliers.                                                                        2.3.2 Maintenance team to observe  Aareon operation  in Finance / Housing/ Corporate services


	Repairs Manager
	• Maintenance Supervisors
• Maintenance Assistants
	9 months
	Dec-17
	 

	2. Making Almond a great place to work
	2.4 Provide support to all staff involved in the delivery of measured term repair and servicing contracts
	2.4.1  Quarterly refresher training in respect of :contract arrangements, S.o.R usage

	Repairs Manager
	• Maintenance Supervisors
• Maintenance Assistants
	3 months
	Jun-17
	 

	2. Making Almond a great place to work
	2.5 Implement  revised administrative support activities within the Asset Management team
	2.5.1 Daily contractor performance monitoring - overdue repairs - issue of due reports to contractor.  2.5.2 Daily review of job status reports, investigation of job status with contractor.                                       2.5.3 Daily  Review of repair orders                            2.5.4 Processing certificates                                         2.5.5 Actioning complaints


	Repairs Manager
	• Maintenance Assistants
• Maintenance Supervisors
	7 months
	Oct-17
	 

	3. Giving back: Almond's contribution to the community
	3.1 Develop criteria to identify, prioritise and action improvements to existing hard and soft landscaped areas.
	3.1.1 Identify sites                                                         3.1.2 Agree criteria for site prioritisation                  3.1.3 Establish programme for 2017/18


	Repairs Manager/Housing Manager
	• Maintenance Supervisors
• Housing Officers
	3 months
	Jul-17
	 

	3. Giving back: Almond's contribution to the community
	3.2 In conjunction with the Community Engagement Officer, identify and implement projects to deliver benefit to the communities in which Almond work
	3.2.1 Involve Community Engagement Officer to identify and deliver at least 3  potential projects : employment, learning, donation , with key  contracted service providers
	Repairs Manager
	Repairs Manager

Community Engagement Officer
	10 months
	Jan-18
	 


CAPITAL PROJECTS OPERATING PLAN 2017 - 2018

Making Almond Great Homes to Live In: Our Capital Projects Contribution 

We will… 

· Further develop and implement the Association’s strategy with regard to EESSH Compliance
· Develop and implement a strategy in conjunction with Housing Management for upgrading and meeting the needs of tenants who live in properties that currently fail SHQS standards
· Work in partnership with West Lothian Council to improve services to our tenants with regard to Social Work Adaptations
· Further develop our performance monitoring systems in partnership with our contractors including the review of KPI’s and the monitoring and learning from complaints
· Improve communications with our tenants through the use of a variety of media and ensure we obtain and use tenant feedback to improve and demonstrate improvement in service delivery
· Update stock condition data to inform our investment and longer term business plans.  

Making Almond a great place to work: Our Capital projects contribution 

We will…

· Promote a range of learning and development opportunities and develop existing staff skills and experience to support the team and organisational priorities.

· Continue to contribute to the development and implementation of the Associations’ new core IT system. 

· Examine and promote initiatives to improve the energy performance of the Association’s office. 

Giving Back: Almond’s contribution to the community. 

We will...
· Utilise our procurement processes to provide added value to our local communities including training and employment opportunities
CAPITAL PROJECTS ACTION PLAN 2017 - 2018
	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	1. Making Almond houses great homes to live in
	1.1 Further develop and implement the Association's Strategy with respect to EESSH Compliance
	1.1.1 Ensure IT improvements are completed to enable more effective reporting on the EESSH. 

1.1.2 Ensure adequate preparation for new Aareon IT system with respect to EESSH reporting. 

1.1.3 Prepare and Agree strategy with respect to EPC renewal including costs.

1.1.4 Agree Admin. support and arrange for EPC's to be updated, upload and administer as required. 

1.1.5 Procure and deliver agreed Energy Efficiency works programmes for 2017/18 and update EPC data following completion. 1.1.6 Review and agree strategy with respect to "cloning".

	Capital Projects Manager
	Capital Projects Surveyor, Head of Asset Management

Maintenance Assistant
	9 months
	Dec-17
	 

	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	1. Making Almond houses great homes to live in
	1.2 Develop and implement a strategy in conjunction with Housing Management for upgrading and meeting the needs of tenants who live in properties that currently fail SHQS standards and are "no access" with regard to Capital works.  
	1.2.1  Identify and review those properties that currently fail SHQS including tenants needs 1.2.2  Agree and implement strategy in conjunction with Housing Management for access/consultation and support of tenants. 

1.2.3 Prepare plan of works and timescales for implementation of further SHQS works. 

1.2.4 Work in conjunction HO's to tackle "no accesses" as planned maintenance works progress and contracts are completed.
	Capital Projects Manager
	Capital Projects Surveyor, Housing Manager, Housing Officers 
	6 months
	Sep-17
	 

	1. Making Almond houses great homes to live in
	1.3  Work in partnership with West Lothian Council to improve services to our tenants with regard to Social Work Adaptations
	1.3.1. Assess needs of our tenants with respect to adaptations. 

1.3.2 Discuss/ meet WLC at Senior OT level to discuss OT assessment timescales. 

1.3.3 Explore possibility of "self-assessment"/front funding of adaptations by Almond HA. 

1.3.4 In conjunction with Housing Support Manager, prepare paper for consideration by the SMT
	Capital Projects Manager
	Housing Support Manager 
	6 months
	Sep-17
	 

	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	1. Making Almond houses great homes to live in
	1.4 Further develop our performance monitoring systems in partnership with our contractors including the review of KPI’s and the monitoring and learning from complaints.
	1.4.1 Review and implement revised KPI's on a contract by contract basis. 

1.4.2 Develop and implement a "KPI reporting matrix" for each project for review on a monthly basis. 1.4.3. Develop and implement a "Complaints monitoring Matrix" for review, identification of lessons learned, trends on a monthly basis. 

1.4.4 Ensure complaints are linked to contract KPI's and are a standard items for discussion of lessons learned at contract site meetings.
	Capital Projects Manager
	Capital Projects Surveyor,
Clerk of Works,

Asset Management Officer
	1 month 
	Apr-17
	 

	1. Making Almond houses great homes to live in
	1.5 Improve communications with our tenants through the use of a variety of media and ensure we obtain and use tenant feedback to improve and demonstrate improvement in service delivery.


	1.5.1 Set up regular monthly meetings with The Association's Communication's Officer. 1.5.2 Publicise Investment Plans on Social Media and AHA Website 

1.5.3 Contribute to the update of the Associations new Website 

1.5.4 Ensure Tenant Satisfaction Surveys are reported, analysed and lessons implemented.
	Capital Projects Manager
	Capital Projects Surveyor

Asset Management Officer
	12 months 
	Mar-18
	 

	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	1. Making Almond houses great homes to live in
	1.6 Update stock condition data to inform our investment and longer term business plans.


	1.6.1 Finalise Stock Condition Brief 

1.6.2 Finalise data sampling requirements. 1.6.3 Tender Stock Condition Survey and Implement
	Capital Projects Manager
	Capital Projects Surveyor 
	9 months
	Dec-17
	 

	2. Making Almond a great place to work
	2.1 Promote a range of learning and development opportunities and develop existing staff skills and experience to support the team and organisational priorities


	2.1.1 Work with Maintenance Manager, Development Manager and Head of Asset Management to agree staff support across the Asset Management function. 2.1.2. Ensure staff are clear on roles and responsibilities and support staff to develop skills and experience e.g. EESSH compliance/EPC's, Stage 3 Adaptations, Contract administrative support, HO's involvement in PM programme.
	Capital Projects Manager
	Repairs Manager,

Development Manager,

Head of Asset Management

Capital Projects Surveyor,
Asset Management Officer

Maintenance Assistants
	12 months
	Mar-18
	 

	2. Making Almond a great place to work
	2.2 Continue to contribute to the development and implementation of the Association’s new core IT system
	2.2.1 Test Maintenance functions with respect to day to day repairs.  

2.2.2  Test system with respect to other areas; Stage 3 adaptations, raising contracts, upload Components, Stock Condition data,  

2.2.3 Ensure preparation for other areas e.g. EESSH Compliance
	Capital Projects Manager
	Head of Asset Management

Capital Projects Surveyor
	7 months
	Oct-17
	

	2. Making Almond a great place to work
	2.3  Examine and promote initiatives to improve the energy performance of the Association’s office
	2.4.1 Review completed energy audit and explore and report on alternative energy efficiency measures including Low Energy Lighting and Solar Energy.
	Capital Projects Manager
	Asset Management Officer
	6 months
	Sep-17
	

	3. Giving back: Almond's contribution to the community
	3.1 Utilise our procurement processes to provide added value to our local communities including training and employment opportunities
	3.1.1 Develop specific "added value" clauses for programmes and contracts in conjunction with HM and CS.
	Capital Projects Manager
	Capital Projects Surveyor, Housing Support Manager
	12 months 
	Mar-18
	 


DEVELOPMENT OPERATING PLAN 2017 - 2018

Making Almond houses great homes to live in: Our Development Team contribution

We will…

· Continue our partnership with Horizon Housing Association and Weslo Housing Management (the West Lothian Development Alliance) to jointly meet housing need in West Lothian

· Continue our strategic partnership with Scottish Government and West Lothian Council, working together to meet Scottish Government’s ambitious targets for the provision of new affordable housing

· Deliver the Almond and Alliance Strategic Housing Investment Plan sites and projects that have secured strategic support in the next 5 years
· Complete and handover 9 new one bedroom flats at Forth Drive, Livingston for Almond, addressing the shortage of one bedroom flats in Craigshill

· Commence, complete and handover 12 new one and two bedroom flats at Foulshiels Road, Stoneyburn for turnkey sale to our partner, Horizon Housing Association

· Update our Design Guide

Making Almond a great place to work: Our Development Team contribution

We will…

· Build on the work already done with asset management and housing colleagues to increase awareness, knowledge and understanding of development projects and provision of development agency services by Almond
· Work to embed the experience and knowledge of development gained by our Capital Projects Surveyor and other asset management staff during 2016/17

· Encourage skill sharing within asset management section to facilitate further integration of the section and the services offered to customers
Giving back: Almond's contribution to the community: Our Development Team contribution

We will…

· Deliver tendering opportunities through building contracts for Almond Enterprises, initially via the Forth Drive project

· Provide development services to our partner, Weslo Housing Management, to assist in the provision of affordable housing in Falkirk and Bo’ness
· Provide development services to Kirknewton Community Development Trust to assist in the provision of new housing for older people, enabling them to stay within the Kirknewton community

· Work with Scottish Churches Housing Action to explore possibilities for the redevelopment of redundant church property to provide affordable housing

DEVELOPMENT ACTION PLAN 2017 - 2018
	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	1. Making Almond houses great homes to live in
	1.1 Continue our partnership with Horizon Housing Association and Weslo Housing Management (West Lothian Development Alliance) to jointly meet housing need in West Lothian
	1.1.1. Provide all services as currently set out the  WLDA Development Agreement 

1.1.2. maintain existing close working relationships with HHA and Weslo through formal and informal contact, project meetings, Chief Executive monthly meetings, monthly and quarterly reports.


	Development Manager
	Head of Asset Management, Chief Executive
	12 months
	Mar-18
	 

	1. Making Almond houses great homes to live in
	1.2.Continue our strategic partnership with Scottish Government and West Lothian Council
	1.2.1. Continue working as part of and behalf of WLDA in all dealings with strategic partners. 1.2.2. Maintain existing close working relationships with Scot Gvt and WLC colleagues through formal and informal contact and quarterly tri-partite programme meetings. 

1.2.3. Explore all potential development opportunities and seek strategic support for same.
	Development Manager
	Financial Controller,

Head of Asset Management, Chief Executive,

Head of Finance, Head of Housing Management
	12 months
	Mar-18
	

	1. Making Almond houses great homes to live in
	1.3. Deliver the Almond and WLDA 5 year Housing Investment Plan sites and projects that have secured strategic support
	1.3.1. Programme supported projects identifying key stages and procurement requirements. 

1.3.2. Arrange site valuations and site investigations to facilitate land acquisitions. 

1.3.3. Project manage partially worked up projects to ensure target acquisition\tender approvals are secured. 1.3.4.Maintain a 'shadow' programme


	Development Manager
	Financial Controller,

Head of Asset Management,

Chief Executive,

Head of Finance
	6 months
	Oct-17
	 

	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	1. Making Almond houses great homes to live in
	1.4.Complete and handover 9 new one bedroom flats at Forth Drive, Craigshill, Livingston
	1.4.1. Hands on project management by Development Manager 

1.4.2. on site quality monitoring and inspections by Clerk of Works 

1.4.3. Clear communications and information sharing with housing allocations and management colleagues, adherence to contract and internal handover procedures 1.4.4. Defects recording, reporting and admin.
	Development Manager
	Development Manager, Clerk of Works, Capital Projects Surveyor, Housing Admin and Officers, Maintenance Supervisors, Maintenance Assistants, Housing Support Manager
	12 months
	Aug-17
	 

	1. Making Almond houses great homes to live in
	1.5. Commence, complete and sell on to HHA 12 new one and two bedroom flats at Foulshiels Road, Stoneyburn
	1.5.1. Hands on project management by Development Manager 

1.5.2. on site quality monitoring and inspections by Clerk of Works 

1.5.3. clear communications and information sharing with HHA housing allocations and management colleagues 

1.5.4. Adherence to contract and internal handover procedures 1.5.5. Adhere to all legal requirements of turnkey sale process including development of appointment and warranty documents and provision of all other relevant documentation 

1.5.6. Defects reporting and admin.
	Development Manager
	Development Manager, Clerk of Works, Capital Projects Surveyor, Housing Admins , Maintenance Assistants, Head of Finance & Finance manager
	8 months
	Dec-17
	 

	1. Making Almond houses great homes to live in
	1.6. Update our Design Guide


	1.6.1. Development Manager to review current document and  formulate proposals for formal update including incorporating information from tenant design surveys


	Development Manager
	Development Manager
	6 months
	Oct-17
	 

	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	2. Making Almond a great place to work
	2.1. Build on work already done with asset management and housing colleagues to increase awareness, knowledge and understanding of development projects and provision of development agency services to others
	2.1.1. Provide comprehensive information, verbally and electronically, to assist colleagues in carrying out relevant tasks and meeting deadlines 

2.1.2. Inductions and refresher training

2.1.3. site visits to projects 2.1.4.shadowing.


	Development Manager
	Clerk of Works,
Maintenance Assistants,

Asset Management Officer
	12 months
	Mar-18
	 

	2. Making Almond a great place to work
	2.2. Work to embed the experience and knowledge of development gained by Capital Projects Surveyor and other asset management staff during the previous year
	2.2.1. Identify specific hands on operational tasks to take forward
	Development Manager
	Head of Asset Management, Capital Projects Surveyor, Asset Management Officer


	4 months
	Aug-17
	

	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	2. Making Almond a great place to work
	2.3. Encourage skill sharing within the asset management section to facilitate further integration of the section and the services offered to customers
	2.3.1. Identify key areas of activity where skill sharing could add value 2.3.2. facilitate closer working 

2.3.3. Flexible roles 2.3.4. Provide necessary support and training.
	Head of Asset Management
	Development Manager, Head of Asset Management, Repairs Manager, Capital Projects Manager, Repairs Team, Capital projects Team
	12 months
	Mar-18
	

	3. Giving back: Almond's contribution to the community
	3.1 Deliver tendering opportunities through building contracts for Almond Enterprises
	3.1.1. Wider action clause included in tender documents requesting that AE are given the opportunity to tender for builders' and sparkle cleans.
	Development Manager
	Development Manager
	8 months
	Dec-17
	 

	3. Giving back: Almond's contribution to the community
	3.2. Provide development services to our partner, Weslo Housing Management, in Falkirk and Bo'ness areas
	3.2.1. Represent Weslo at strategic level 

3.2.2. agree housing need and options for sites 

3.2.3. carry out financial appraisals 3.2.4. Liaise with land owners, developers etc. 

3.2.5. Brief and instruct valuers. 3.2.6. Work up design briefs and specifications. 

3.2.7. Procure consultants and contractors. 

3.2.8. Project manage developments from site acquisition to making good defects stage.


	Development Manager
	Capital Projects Surveyor, Clerk of Works, Housing Admin, Maintenance Assistants, Asset Management Officer
	12 months
	Mar-18
	 

	3. Giving back: Almond's contribution to the community
	3.3. Provide development services to Kirknewton Community Development Trust (KCDT)


	3.3.1. Prepare comprehensive project brief based on all information provided by KCDT. 3.3.2. Engage consultants on behalf of KCDT to secure full planning consent. 3.3.3. Liaise with consultants, local authority and Scottish Government as required.
	Head of Asset Management
	Development Manager, Head of Asset Management
	6 months
	Oct 17
	 

	3. Giving back: Almond's contribution to the community
	3.4. Work with Scottish Churches Housing Action (SCHA) to explore possibilities for the provision of affordable housing where there is redundant church property
	3.4.1. Liaise with SCHA representatives. 3.4.2. Establish housing demand and options for housing mix. 

3.4.3. Secure strategic support. 3.4.4. Instruct land valuation. 

3.4.5. Obtain input from professional consultants as required.
	Head of Asset Management
	Development Manager, Head of Asset Management, Capital Projects Surveyor, Housing Support Manager
	5 months
	Sep-17
	


FINANCE AND ICT OPERATING PLAN 2017 - 2018

Making Almond houses great homes to live in:  Our Finance and ICT contribution

We will.....

· Continue monitor spend on annual cyclical and planned maintenance programmes via new system reporting and tools, advising key staff of financial constraints and freedoms at the earliest opportunity.

· Manage risk to ensure the continued financial viability of Almond via the ongoing preparation and delivery of useful and timely management information and statutory returns.

· Replenish our stock levels by purchasing and assessing viability of suitable properties appearing within our locality, both as part of our development programme as well as assessing any repurchases of factored properties.

Making Almond a great place to work:  Our Finance and ICT contribution

We will.....

· Continue to play a key role in the implementation of the new 'core' system, ensuring a smooth transition to the new system.

· Continue to prioritise, respond to and repair all IT and Telephony related issues as quickly and effectively as resources allow.

· Continue meet all deadlines in the preparation of financial information for other departments and make management information as understandable and meaningful as possible, by creating new reports to assist in budgetary control and reporting requirements.

· Assist colleagues to look for solutions not problems and encourage our colleagues to do the same.

· Prioritise, respond to and repair all ICT related issues as quickly and effectively as resources allow.

Making Almond a great place to work:  Our Finance and ICT contribution

We will.....

· Continue to deliver high standards of service quality by ensuring all transactions are processed timely and accurately, whilst reviewing processes to ensure these can be utilised when QL goes live.

· Continue to assist our subsidiary in defining, reviewing and meeting its financial targets providing an agency service for finance and payroll.
· Support our Community Engagement Officer in the submissions of grant funding applications by helping assess spend levels and methods of leveraging in matched funding.
FINANCE AND ICT ACTION PLAN 2017 - 2018
	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	1.Making Almond houses great homes to live in
	1.1 Develop new reporting systems to monitor and control spend in particular for annual cyclical and planned maintenance programmes, advising key staff of financial constraints and otherwise
	1.1.1 Budgetary control (short and long term forecasts)and Management Information Reporting
	Head of Finance
	Finance Controller
	12 Months
	Mar-18
	 

	1.Making Almond houses great homes to live in
	1.2 Manage risk to ensure the continued financial viability of Almond via the ongoing preparation and delivery of useful and timely management information and statutory returns.

Providing financial viability assessments on all new business proposals
	1.2.1 Management Information Reporting and Statutory Accounts preparation
	Head of Finance
	Finance Controller, Finance Officer
	12 Months
	Mar-18
	 

	2.Making Almond a great place to work
	2.1 Play a key role in the implementation of the new 'core' system, ensuring a smooth transition to the new system
	2.1.1 Systems review, testing and implementation. Training and Procedural reviews


	Head of Finance
	Finance Officer, ICT Officer
	9 Months
	Oct-17
	 

	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	2.Making Almond a great place to work
	2.2 Prioritise, respond to and repair all IT and telephony related issues as quickly and effectively as resources allow
	2.2.1 IT knowledge, skills and customer care
	ICT Officer
	ICT Officer, Finance Controller
	Daily
	Continuous
	 

	3.Giving back: Almond's contribution to the community
	3.1 Assist our Subsidiary in defining, reviewing and meeting its financial targets.
	3.1.1 Budget Setting, Payroll and Management Information Reporting
	Head of Finance
	Finance Officer, Finance Assistant
	12 Months
	Mar-18
	 

	3.Giving back: Almond's contribution to the community
	3.2 Support our Community Engagement Officer in securing grant funding and assessing spend levels
	3.2.1 Budget setting and Management Information Reporting
	Finance Controller
	Finance Officer, Finance Assistant
	12 Months
	Mar-18
	 


CORPORATE SERVICES OPERATING PLAN 2017 - 2018


Making Almond houses great homes to live in: Our Corporate Services contribution

We will…

· Continue to work with the Almond Tenant Focus Group to support our customers to be actively involved in our decision making processes 

· Ensure quality and value by continually monitoring the level of service we provide through complaints and the lessons we gather from them

· Enhance the customer experience and ensure that all our customers are kept up to date by developing our methods of external communications

· Support and develop the implementation of the new IT system ensuring processes are fit for purpose and geared towards customer service

Making Almond a great place to work: Our Corporate Services contribution

We will…

· Ensure effective engagement with staff by improving methods of internal communications

· Work with staff to look at development opportunities for non-Housing related support 

Giving back: Almond's contribution to the community: Our Corporate Services contribution

We will…

· Continue to look at ways to increase the level of digital inclusion in our communities by improving access, providing advice, support and training to help people achieve maximum personal, household and community benefit from the information and services available via the internet 

· Continue to increase financial inclusion in our communities by ensuring wide availability of information about, and assistance with, access to welfare benefits, suitable financial products and services, and budgeting skills 

· Forge strong links with partners and maximise funding opportunities to contribute to the social and economic well-being of the communities we serve

· Appeal to a wider group of tenants by raising our profile further across our communities, encouraging tenants to become more involved, and have a say in our service provision

· Contribute to the community by supporting our customers’ wider housing needs 

CORPORATE SERVICES ACTION PLAN 2017 - 2018
	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	1. Making Almond houses great homes to live in
	1.1 Develop the Almond Tenant Focus Group to support our customers to be actively involved in our decision making processes by having specific sub groups focus on individual areas of the business, identifying improvements and monitoring the implementation of these 
	1.1.1 Develop/revise the Tenant Focus Group section on the Almond website to provide clarity on the role of the group and to attract new members
1.1.2 Encourage and promote the attendance of Focus Group members at Board meetings in an observational capacity                                                                                                                                                                                                                                                                                                                                                   
1.1.3 Support the Focus Group to identify areas for improvement through a robust understanding of the services provided                                                                                                                                                                                                       1.1.4  Put mechanisms in place to monitor results of service improvement ideas


	Head of Corporate Services
	• Tenant Engagement Officer                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                               
• Corporate Services Officer - Communications
	9 months
	Dec-17
	 

	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	1. Making Almond houses great homes to live in
	1.2 Ensure quality and value by continually monitoring the level of service we provide through complaints and the lessons we gather from them; implementing a range of lessons-learnt service improvements that result in a reduction of complaints upheld to within agreed targets
	1.2.1 Produce an action plan that effectively monitors lessons learnt
1.2.2 Ensure necessary service improvements are made

	Head of Corporate Services
	• Corporate Services Officer - Quality & Performance
• Housing Management and Asset Management Managers
	6 months
	Oct-17
	 

	1. Making Almond houses great homes to live in
	1.3 Enhance the customer experience and ensure that all our customers are kept up to date by developing our methods of external communications; specifically an increased social media presence and improved website that will allow our tenants to interact with us in a modern, responsive way


	1.4.1 Maintain and review our social media presence (Twitter/Facebook)
1.4.2 Revise the website
	Head of Corporate Services
	• Corporate Services Officer - Communications
	6 months
	Sep-17
	 

	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	1. Making Almond houses great homes to live in
	1.4 Support and develop the implementation of the new core IT system ensuring processes are fit for purpose and geared towards customer service
	1.4.1 Ensure that the reporting module allows us to effectively monitor performance and adhere to regulatory requirements
1.4.2 Ensure that the complaints module allows us to monitor our services and customer satisfaction as well as implement service improvements
	Head of Corporate Services
	• Corporate Services Officer - Quality & Performance 
	9 months
	Dec-17
	 

	2. Making Almond a great place to work
	2.1 Ensure effective engagement with staff by implementing and supporting robust internal communications that allow staff to be aware of, and to contribute to, decisions being taken that relate to staff issues
	2.1.1 Produce and implement an internal communications strategy
2.1.2 Provide monthly updates to the staff following key meetings of the Board and Senior Management
2.1.3 investigate the feasibility of a staff intranet

	Head of Corporate Services
	• Corporate Services Officer - Communications
	9 months
	Dec-17
	 

	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	2. Making Almond a great place to work
	2.2 Work with staff to look at development opportunities for non-Housing related support, particularly in respect of digital and financial inclusion, as well as getting tenants more involved in the work of the Association, improving the services we deliver and the feedback we receive 
	2.2.1 Support managers to promote the work of the Association in non-traditional areas through methods of learning such as shadowing
2.2.2 Utilise monthly 1 to 1s to identify useful development opportunities and to talk through new ideas
2.2.3 Investigate alternative development opportunities that demonstrate value for money, e.g. peer learning
	Head of Corporate Services
	• Line Managers
	6 months
	Sep-17
	 

	3. Giving back: Almond's contribution to the community
	3.1 Continue to increase financial inclusion in our communities by ensuring wide availability of information about, and assistance with, access to welfare benefits, suitable financial products and services, and budgeting skills in advance of the wider roll out of Universal Credit
	3.2.1 Apply for funding to continue financial inclusion services

3.2.3 Apply for funding to deliver tenancy sustainment officer                                                                                                                     3.2.4 identify businesses we can work with to support financial inclusion initiatives for our tenants

	Head of Corporate Services
	• Community Engagement Officer
	8 months
	Nov-17
	 

	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	3. Giving back: Almond's contribution to the community
	3.2  Continue to look at ways to increase the level of digital inclusion in our communities by improving access, providing advice, support and training to help people achieve maximum personal, household and community benefit from the information and services available via the internet 
	3.2.1 Look for funding opportunities to secure a digital skills/outreach worker in partnership with other RSLs to mitigate the challenges of Universal Credit                                 3.2.2 In partnership with West Lothian College deliver a programme of computer and online basics courses for tenants                                                                                                                               3.2.3 Deliver a series of digital workshops to encourage tenant take up of digital devices/training                                                                                                                                                               3.2.4 Provide regular drop in sessions for tenants to receive one to one digital support

	Head of Corporate Services
	• Community Engagement Officer
	12 months 
	Mar-18
	 

	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	3. Giving back: Almond's contribution to the community
	3.3 Forge strong links with partners and maximise funding opportunities to contribute to the social and economic well-being of the communities we serve
	3.3.1 Look at local businesses and identify opportunities for AHA to tap into CSR policy initiatives (e.g. digital champions, community planting)                                                                                                                      3.3.2 Monitor opportunities for grant funding of community based projects that will deliver our stated aims (e.g. digital and financial inclusion)                                                                                                                                                                                                    3.3.3 Develop a Tenant Participation networking group to share good practice and develop ideas suited to partnership working


	Head of Corporate Services
	• Community Engagement Officer
	6 months
	Sep-17
	 

	Strategic Aim
	Operational Objective 
	Activities
	Lead Officer
	Staff Involved
	Timeframe
	Target Date
	Progress

	3. Giving back: Almond's contribution to the community
	3.4 Contribute to the community by supporting our customers' wider housing needs; offering support and practical advice and guidance which will support tenancy sustainment in line with agreed targets
	3.4.1 Develop an Almond funded in-house grant scheme
	Head of Corporate Services
	• Tenant Engagement Officer
 
	2 months
	Jun-17
	 


B) BOARD MEMBER PROFILES
	Andrew Saunders

Chair
	One of Almond’s founding members, Andrew has been on the Board for almost 20 years.  He was elected as Chair of the Board in 2013, and is currently CEO of a Housing Association based in Fife.

	Jane Marnie

Vice Chair
	Jane is a founder member of Almond and has served the Board in a number of capacities.  She is currently the Vice Chair.  Jane has been involved with several organisations serving the voluntary sector for over forty years.  

	Anne Gault

Board Member
	Anne has been an Almond tenant for over 20 years and has maintained her position as a Board Member for 16 years.  Anne worked at a local hospital for over 20 years before retiring a few years ago.

	Jeremy Hewer

Board Member
	Jeremy was elected to the Board in 2013.  He has worked in housing for a number of years, including as a housing manager for a housing association.  He is currently a Policy Adviser with the Scottish Federation of Housing Associations.

	Stuart Murray

Board Member
	Stuart is a qualified solicitor who provides corporate and commercial legal advice.  

Stuart has been a Board member for more than 10 years at Almond and has held a number of roles including Chair and Vice Chair. 

	Ann Wilson

Board Member
	Elected to the Board in 2013, Ann’s background is in affordable housing development, working within development teams for over 20 years.  Ann currently works for the National Galleries of Scotland. 

	Bridget Cameron

Board Member
	Bridget moved to the UK from Australia in December 2013. Bridget has previous experience in legal and policy management within the housing industry.  Bridget has held various voluntary committee positions, particularly in sports. 

	Martin Joyce

Board Member
	Martin is an experienced Project Director and Chartered Architect.  Martin currently works for Scottish Borders Council as Director of Property & Infrastructure.

	June Robertson

Board Member
	June spent most of her career working in the housing sector.  In 2015 June took semi-retirement and since then has been focusing on her voluntary role as a Magistrate.  June has recently been appointed as an independent member of the Services Scrutiny Panel at Octavia Housing.

	Joe Pinkerton

Co-opted Member
	Joe currently works in Transformational Leadership at East Dunbartonshire Council where he implements change management and leadership strategy.  Joe is experienced in stakeholder management, performance development and training delivery and has worked in both the public and private sector.

	Caroline Rodgers

Co-opted Member
	Caroline is currently a member of a leadership team at RBS, but previously spent many years as a management consultant, working mainly in the public sector including a number of housing associations and local authority housing departments.  

	Adam Turner

Co-opted Member
	Adam is currently an Assistant Director based in the Corporate Finance - Infrastructure & Government team at PricewaterhouseCoopers.  Based in Edinburgh, Adam focuses on the financing, procurement and development of business cases for infrastructure investment.
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Our Key Areas for 2017:


Tenancy Sustainment 


We believe that our customers benefit from having a wide range of frontline services available such as Well Being initiatives, Fuel Poverty Advice, Money Advice, foodbank provision, and Benefits Advice, and that improvements will be seen in tenancy sustainment as a result of these changes.


Staff Development and Engagement


During 2017 we will further develop individuals as champions of services such as digital skills, welfare benefits, fuel poverty and domestic violence. Team members will also develop specialist functions to ensure that tasks are undertaken to a high level of expertise, job satisfaction and performance monitoring. 


Support Provision


We will continue to encourage operational partnership working with a range of support providers in West Lothian, with a particular focus on the work of the Rock Trust and Women’s Aid.


In addition, we will develop a vulnerable tenants strategy to allow us to profile customer needs and to develop appropriate services and engage with appropriate support providers. This will be undertaken in conjunction with the tenant profiling that will take place via the annual home visits.








Our Team


Our Housing Support team is broadening its remit from being the first point of contact for our customers to the assessment and provision of support for new and prospective tenants to establish and maintain their tenancies.


The team’s main functions are to continue to offer our existing services: Repairs Reporting, Allocations and Customer Enquiries but we believe that the addition of Housing Support services will enhance the opportunities for our tenants and provide our team with increasingly diverse responsibilities that will enhance their job satisfaction.


The Housing Support team also assists in implementing new projects and services that will benefit prospective applicants and our community.


We continue to promote our commitment to community engagement by signposting our customers to other agencies and community organisations, where appropriate.








Our Key Areas for 2017:


Tenancy Sustainability


Our focus is to build on the professional relationship which already exists between the tenant and their Housing Officer and work with at risk tenants who will be impacted by future changes to their personal circumstances to empower them to take responsibility for managing their tenancies. We will work in partnership with the Housing Support Team and other partner support agencies to ensure that a range of support mechanisms are available to help with the changes introduced by the full digital rollout of Universal Credit.





Team Engagement & Development


Under the leadership of the new Housing Manager, the team will focus on delivering the outcomes detailed within the Action Plan for 2017-18.  


Changes to operational practices as a direct result of the Welfare Reform Changes, Housing (Scotland) Act 2014 and the implementation of the new IT system will be a driver for additional staff training and development in response to the changes introduced within 2017-18. 





There is an increased need for individual Housing Officers to be more accessible to community partners and their participation within local working groups will be a way to enhance their visibility.








Our Team





The Housing Management Team continues to provide a strong return in terms of performance in respect to rent collection and voids management.  Going forward we want to focus our efforts on enhancing the levels of tenancy support that the Housing Officers provide to support tenants to sustain their tenancies.


2017-18 will be focussed on how to mitigate the impact of Welfare Reform changes introduced by the Department of Works and Pensions (DWP), including the Universal Credit ‘Full Digital Service’ Rollout expected in February 2018 and the Local Housing Allowance (LHA) Cap in April 2019.


We will ensure that Housing Officers are more visible within their patches; building strong relationships with their tenants. This will include the introduction of an ‘Annual Tenancy Visit’ conducted by the Housing Officer, during which a tenancy review will be completed with the tenant, helping us to work together with our customers to identify and support needs they may have in order to successfully sustain their tenancy. 








Our Team





The Responsive Repairs team provides an essential service in respect of maintaining the Association’s property assets and delivering effective and efficient services to tenants and internal customers. The team will continue to develop those services during the year with particular emphasis on the implementation of the Aareon management software system. 





We will work with Almond’s Community Engagement Officer, partner organisations and community groups to deliver projects that benefit those communities Almond serves.








Our Key Areas for 2017:





Service Efficiencies


The repair by appointment service has proved a success with tenants and service providers. Working with our partner service providers we shall expand the number of daily appointment slots for those repairs that require access in to the home. The extension of the service will provide certainty for tenants and improve the efficiency of the repair service. 





Service Effectiveness                


During the year we shall procure services in relation to the maintenance and monitoring of specialist engineering installations so that the Association complies with its health and safety and landlord obligations.         


   


Systems Improvement


In 2017 we will contribute to the development and implementation of a new core IT system to improve the collection, access and sharing of robust property and service delivery information, improving the service we offer to our customers.  








Our Team








In 2017/18, we will build upon existing collaborative working between teams and within the Asset Management team. We will make the best use of our available resources to deliver the best possible service to our tenants. 





We will develop our role in assisting to identify and support our most vulnerable tenants to sustain their tenancies, improve their living conditions and quality of life.   





We will have a further focus on developing, understanding and utilising key data to inform investment decisions, compliance and performance.





Communicating more effectively with our tenants is of vital importance to us to ensure that we provide services that meet our tenant’s needs and demonstrate continuous improvement in service delivery.





Our contribution to the wider global agenda of reducing carbon omissions is considered small, but significant and will be a continued theme of our activities in 2017/18








Our Key Areas for 2017:








Staff development


We will invest in our staff by enabling further training and development opportunities, to ensure staff have the necessary skills to support and improve service delivery to our tenants. 





Tenancy Sustainment


We will contribute to the Association’s objectives with respect to tenancy sustainment by ensuring that all our properties will meet SHQS standards and utilise our procurement processes to add value to our local communities. 





Information and IT systems 


We will further develop our systems and data for performance management and reporting, managing our contractors and ensuring compliance with our key performance targets. 





Communication with our customers


We will ensure that we communicate our plans and priorities effectively with our tenants and ensure that we obtain and use tenant feedback to improve service delivery.





Energy Efficiency


During 2017/18, we will invest around £2.245m in our housing stock. We will have a continued emphasis upon Energy Efficiency programmes (value £947,000) and extend our energy efficiency programmes to our office assets. 








Our Key Focus Areas for 2017:


Working together


Facilitating closer working within the Asset Management section and across other teams was a key area for us last year. We have made positive progress towards more integrated working and service provision.


Customer Experience 


We believe that customer experience has been directly improved by more integrated working as noted above, particularly during the allocations, handover and defect repairs stages of our new developments at Whitdale Annex and Broomyknowe Court. We will continue to build on this improvement, also applying the lessons learned to the projects we undertake for our Alliance and other partners as development agency work forms an increasing part of our workload.


Delivering the development programme 


Strategic support has been secured for the majority of projects included in our SHIP proposals, either as main programme or shadow projects. We see this as a vote of confidence in the Alliance partnership and our ability to deliver high quality affordable housing where it is needed. A key focus for this year is therefore to secure the land for the projects identified either directly or in partnership with developer partners. 











Our Team





The Development team are responsible for all aspects of our new build programme from initial land acquisition through to handing over the completed properties for letting. We also have overall responsibility for ensuring that contractors deal with any defect repairs during the 12 months following completion.


Development work is very varied: we work closely with West Lothian Council and Scottish Government on agreeing suitable sites and the amount of grant funding to help us develop them. Once agreed, we are responsible for selecting design and cost consultants to help us work up the projects to enable us to invite contractors to tender. Our work on a daily basis involves many legal, technical and financial aspects.


In addition to building homes for Almond, we also build homes for our partners in the West Lothian Development Alliance – Horizon Housing Association and Weslo Housing Management, something that we take a great deal of pride in. Our development work with Weslo also means that we assist in the provision of affordable housing in the Falkirk and Bo’ness areas.


This year, in addition, we are exploring new areas, in particular working with Kirknewton Community Development Trust who will benefit from the new Rural Housing Grant.











Our Team


The Finance and ICT team continue to provide a critical business support service to the organisation as well as to our external customers, including: Data Input, Statutory and Regulatory compliance, Financial and Treasury Management, Planning and Control, Business Risk Mitigation and providing ICT support and assistance that enables our business to provide better services.


In 2017/18, the implementation of the new “Core” system, including the computerisation of the financial control processes of purchase ordering and receipting, together with the development of new reporting formats will be the key focus. This will be done whilst we continue our focus on maintaining our financial sustainability.


The new core IT will support us all to meet the demands of our customers, reduce costs and improve our service delivery, in the day to day processing of data.


We recognise that we need continue to improve and this plan sets out how we aim to fully contribute to the organisations objectives.








Our Key Area for 2017:


Implementation of new core IT system


ICT during 2016/17 undertook a clear lead in co-ordinating the teams to ensure a successful implementation of the new core IT system, due to software issues this objective will continue during 2017/18. 


In setting up the new system, we identified that we need to continue to focus on improving the flow of information through the organisation, and this will be the focus during the 2nd 6 months of the year. 


We will assist all teams to create ICT workflow actions to improve processes, create reports to allow monitoring of information for accuracy and completeness of records. This will assist us to be more efficient in dealing with enquiries and meeting our targets


Performance Management


All aspects of the team’s service delivery to the business will be monitored via new created and developed reports to ensure that services are delivered to a consistently high quality. 








Our Team





2017 will see the Corporate Services team continue to build on its previous successes, identifying and developing further projects to support our customers and our communities with projects that go beyond traditional housing services.


In 2016 we supported our Tenant Focus Group to develop 5 Customer Review Groups designed to carry out scrutiny activities on key functions within the organisation.  2017 will see us provide further support to these groups, allowing them to support us to make changes to the services we provide and the ways in which we provide them.


We’ll also be looking at new ways of delivering financial inclusion services.  2016 saw the end of our successful SLAB funded collaboration with CAB and so we’ll be looking to build on the success of that project with new initiatives that support our customers with budgeting and welfare advice.


We recognise that our customers want to communicate with us in a variety of ways, ways that are convenient to them.  In 2016 this led to us developing a social media presence and in 2017 we’ll continue with this as well as refreshing the look, feel and content of our website to ensure that our customers can keep up to date with our plans and engage with us.











Our Key Areas for 2017:





Performance Management


In 2017 we’ll be working to fully embed performance management at a strategic level, ensuring that our key business processes are monitored, analysed and evaluated to ensure that we’re delivering services in the best way possible.





Scrutiny


During 2017 we’ll continue to work with our Customer Review Groups to ensure that our frontline services are meeting the needs of our customers.  We’ll ensure that our tenants carrying out this work are fully trained and engaged with the organisation and are confident and competent to make recommendations on how we can improve the services we offer to our customers.





Financial Inclusion


In 2017/18 a key focus will be on financial inclusion.  The Scottish Index of Multiple Deprivation 2016 shows that low income, unemployment and poor health are issues that are affecting the communities we serve.  We will support tenants by ensuring there is adequate provision of income maximisation, benefits and money advice as well at looking at ways of providing assistance to those who need help to get back into learning, training or employment.    











2

