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1. Introduction 

 

1.1 This Business Plan sets out Lochaber Housing Association’s purpose and direction 

over the period 2018/19 to 2020/21. It sets out our mission and strategic objectives, 

providing a framework for what the organisation wants to achieve over its lifecycle, 

building on the success of our previous 3 year plan.  

 

1.2 The plan reflects our understanding that the wellbeing and stability of Lochaber HA 

is crucial and will be underpinned by good governance. This is achieved by effective 

leadership of the Association by the Board of Management, supported by the senior 

staff team. The strategic context and direction of the plan have therefore been 

informed by our Board, staff and management team. The plan is reviewed on a six 

monthly basis, updated annually and rolled forward by one year so that the plan 

goes forward on a three year continuous cycle. We will carry out a further strategic 

business planning review involving our Board and staff group in late 2020/early 

2021. 

 

1.3  The plan has been prepared in accordance with the Scottish Housing Regulator’s 

Recommended Practice for Business Planning (December 2015) and the 

Supplementary Advice (August 2020).  

 

2. Mission  

 

2.1 Our mission is to facilitate the provision and maintenance of good quality, truly 

affordable housing opportunities and services for our customers in their preferred 

communities, thereby helping to sustain and develop thriving communities 

throughout Lochaber.  

 

3.      Core Values 

 

3.1 The following core values inform and direct our strategic objectives. They are the 

basis on which we conduct our affairs, and they provide us with the direction needed 

to achieve our mission.  

 

o We are committed to supporting communities  

o We remain true to our charitable purpose 

o Our services are cost-effective, efficient and reliable 

o We are accountable and transparent  
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o We are prudent in our decision-making 

o We are outward looking and evolving in our approach to business  

o We are enterprising when considering direction and solutions 

o We are creative and innovative in our problem solving 

 

4. Executive Summary 

 

4.1 Our mission statement clearly positions the Association as a champion of new 

affordable housing supply, as a direct provider and through partnership. Our focus 

remains on working with our partners to deliver local and relevant affordable 

housing solutions and in assisting to meet the supply targets set by the Scottish 

Government and the Highland Council. It is, therefore, the objective of LHA to play 

a lead role in developing affordable housing in Lochaber. We will do this by 

continuing to develop our own affordable housing in conjunction with our 

development agents, the Communities Housing Trust and fulfilling our partnership 

with Link HA at the Upper Achintore site in Fort William and this is covered in 

further detail in section 6 of the plan.  

 

4.2 It is one of the key objectives of our business strategy to strive for excellence in the 

provision of management and related services. Fundamental to this is the need to 

continually monitor our performance across the key performance indicators and 

support continuous improvement through staff development and training as well as 

quality assurance reviews through internal audit, value for money benchmarking 

and service accreditation.  

 

4.3 We are committed to ensuring that we conduct our affairs within a governance 

framework of the highest standard, mindful of the requirements of the Regulatory 

Standards of Governance and Financial Management. We have reviewed our group 

structure and decided to continue to retain a maintenance subsidiary and, while it 

is inevitable that our group structure makes governance arrangements more 

complex, we believe that the services delivered through this subsidiary can flourish 

more strongly under the direction of its own Board, albeit with the support that can 

be provided within the housing association fold. However, our review also concluded 

that it may be to the benefit of Lochaber Care and Repair for it to be brought within 

the ambit of the housing association in order to protect its services and to gain 

efficiencies. 
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4.4 Our tenants are our most important stakeholders. This plan continues, therefore, to 

prioritise tenant engagement. Tenants provide most of our income through paying 

their rents: it is important that we listen to what they think in terms of the way we 

deliver our services and how much these cost. While we have always prioritised the 

health and safety of our tenants the current pandemic is bringing additional 

challenges which we have been addressing through additional protocols. 

 

4.5 Our roots have always been firmly based in the communities of Lochaber. We believe 

that we need to continue to support our communities and this will be achieved in 

the current environment through community engagement underpinned by and 

connected to our development strategy; participation in the Lochaber  Community 

Partnership; the opportunities presented through the Community Empowerment 

(Scotland) Act 2015, the Land Reform (Scotland) Act 2016, the Rural Housing Fund 

and the Scottish Land Fund; and partnerships and collaboration with community 

councils and community development companies.   

 

4.6 This plan continues to direct our strategic purpose and ambition to serve the 

communities of Lochaber and drive continual improvement in our services for 

existing and future tenants and other service users. It does this through six strategic 

objectives (which are outlined in detail in section 6 of this plan). 

 

4.7 Strategic Objective 1 - we will facilitate the provision of high-quality affordable 

housing solutions throughout Lochaber. This will be achieved by working with our 

development partners, Communities Housing Trust and Link HA, to increase the 

number of affordable housing opportunities, prioritising homes for social rent but 

including the provision of LIFT shared equity housing, mid-market rent homes and 

other innovative models, such as Rent to Buy or Discounted Plot sales. 

 

4.8 Strategic Objective 2 – we will develop and manage a high-quality range of affordable 

services that meet the needs and preference of customers. This will be achieved by 

providing locally controlled accessible and friendly services; by ensuring that our 

customers can occupy their homes within safe, secure and pleasant environments; 

by achieving high levels of customer satisfaction; improving levels of effective 

customer participation; improving and expanding our digital offering; and by 

improving our knowledge and understanding of our housing stock, using this to 

manage our assets more effectively.  
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4.9      Strategic Objective 3 - we will ensure that we manage and govern our affairs 

effectively and prudently and in doing so will operate accountably and openly in all 

that we do. This will be achieved by cementing and developing an active partnership 

between the Board, Management Team and wider staff group in the furtherance of 

our objectives; putting in place and maintaining the highest standards of governance 

in relation to the conduct of our business; supporting and developing our Board in 

acquiring the appropriate skills and knowledge base; and organising quality 

assurance measures. All of this has been enhanced by our investment and use of 

technology to allow remote participation of Board and Staff members. 

 

4.10      Strategic Objective 4 – we will ensure that our financial management and planning 

will deliver medium and long-term financial viability. This will be achieved by 

ensuring financially sound planning and decision making processes; continually 

monitoring our financial performance; effectively managing all of our resources; and 

maximising our income and controlling our expenditure through the effective 

management and monitoring of processes across the organisation’s activities. 

 

4.11      Strategic Objective 5 – we will support, train, and develop our staff team in the 

furtherance of our objectives. This will be achieved by investing in training and 

professional development for our staff; continuing to provide modern apprenticeship 

opportunities; running a performance management system; and maintaining 

effective communication with all staff. Underpinning this we have been successfully 

working remotely throughout the pandemic and this positive experience will allow us 

to develop these working arrangements going forward. 

 

4.12  Strategic Objective 6 – we will support and guide our subsidiary company LHAPS, to 

provide services that meet the requirements of the housing association and its 

tenants. This will be achieved by partnering with LHAPS to ensure the skills and 

services are available to undertake the maintenance of a growing number of houses 

that will required to be serviced through  our own internal growth and the 

partnership with Link HA.  

 

4.13  Operational Delivery Plan 

 

4.14 These strategic objectives are rendered into operational activities, which are set out 

in an operational delivery plan. It is these targets, set out in Appendix 1, with 

associated timescales and ownerships, through which our strategic aims are 
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delivered. The delivery plan will be continuously monitored by the management team 

and reviewed by the Board on a regular basis.  

 

5. Our Past and Present  

 

5.1 Lochaber Housing Association is a Scottish Charity (SCO 30951), a registered Society 

under the Co-operative and Community Benefits Act 2014 and is registered with The 

Scottish Housing Regulator (Registered Social Landlord No.151).   

 

5.2 The Association is a non-profit making organisation, established in 1988 to address 

an identified chronic housing need in Lochaber’s rural communities and to 

contribute to meeting the perpetual and considerable housing need in Fort William. 

This need is just as acute now, notwithstanding the work of the Association, The 

Highland Council and other agencies in the intervening period.  

 

5.3 The Association’s principal objective since 1988 has been to provide good quality, 

affordable housing opportunities and services throughout Lochaber, achieving this 

by accessing public funding, mainly through the Scottish Government as well as 

private sector lending facilities, to develop and manage housing, mainly for rent but 

also through low cost home ownership accommodation and other initiatives. 

 

5.4 Over the past 32 years we have provided approximately 800 new housing 

opportunities for rent and low-cost home ownership. In 2014 the Association 

returned to the direct provision of new build affordable housing opportunities in 

partnership with the Communities Housing Trust following a moratorium on new 

build development after the global financial crash in 2008. In early 2018 the Board 

resolved to enhance our capacity to deliver more affordable housing in Lochaber by 

entering into partnership with Link HA at the Upper Achintore site in Fort William 

(see section 6).   

 

5.5 However, we also believe that it is as important for us to maintain and improve the 

quality of our management and maintenance services. This Business Plan outlines 

how we intend to continue to improve our performance across key areas; how we will 

engage with tenants to improve the quality of services; how we will ensure the 

continuing improvement of our governance arrangements; how we will plan and 

resource the maintenance and improvement of our tenants homes; how we will 

manage and maintain our stock effectively through our Asset Management Strategy; 

and how we will ensure that the organisation’s financial future is secure. 
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5.6 There is breadth and scope to the group of companies within the LHA family that 

means that we have never regarded our valuable role over the years in supplying 

affordable housing as the only means through which we would deliver a social 

impact. The Association also operates and provides services through Lochaber Care 

& Repair which operates a free advisory service to assist older and disabled people in 

their own homes to manage improvements, repairs, and adaptations to their 

properties.   

 

5.7 In 2009 we set up LHA Property Services CIC as a non-charitable subsidiary company 

in order to carry out activities that the Association, as a charity, could not and was 

established too as a Community Interest Company (CIC). This meant that the 

Association could protect the company’s surpluses for the benefit of the community 

and for the provision of training and employment opportunities. The company 

provides a comprehensive reactive, cyclical and planned maintenance service for the 

Association and its tenants as well as delivering a similar service to our partners Link 

HA and the Communities Housing Trust. 

 

Our Membership and Board 

 

5.8 We are a community based organisation and, as such, we seek to grow our  

shareholding membership from individuals and organisations who have the aims and 

objectives of the Association as their prime motivation for applying and who are also 

able to make a positive contribution to the furtherance of the Association’s objectives. 

The Association welcomes and encourages applications for individual or corporate 

membership from: any Lochaber resident over the age of 16 years; any community 

council or similarly elected and democratically accountable body based in or 

operating in Lochaber; or any individual who lives or works in Lochaber, or who has 

another well-established connection with Lochaber, and who can demonstrate a clear 

commitment to the aims and charitable objects of the Association. No dividend is 

payable on shares and no member receives a personal benefit for their services.  

 

5.9 Responsibility for running the Association lies with a voluntary Board of 

Management, which is elected from a broad membership of people drawn from a 

diverse range of backgrounds, as described at 5.8 above. The Board is responsible 

for providing the strategic leadership and direction of the Association, and leads in 

the planning, governance, monitoring and control of the delivery of services to our 

tenants and service users.   
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5.10 Our subsidiary, LHA Property Services is governed by a Board of Directors. The 

relationship between the LHA parent and the subsidiary is set out in an Intra-Group 

Agreement. LHA has established Sub-Committees to support its effective governance. 

The delegated responsibilities and authority of the Sub-Committees is set out in our 

Standing Orders and Sub-Committee Terms of Reference. 

 

Our Staff 

 

5.11 The Board works closely with an executive management team to achieve these aims. 

This team is led by the Chief Executive and has operational responsibility for running 

the LHA Group.  There is a staff team of 20 employed by Lochaber HA (15 full-time/4 

part-time/1 apprentice); 20 employed by LHA Property Services (14 full-time/1 part-

time/5 apprentices); and 11 staff members engaged with Lochaber Care & Repair (4 

full-time/4 part-time). This is a total staff complement of 51(or 48 FTE).  

 

 Our organisational structure chart is at Appendix 2. Our Chief Executive is retiring, 

and the Board has initiated a strategic appraisal to consider the succession options. 

An organisational review has also been approved by the Board to be undertaken with 

the support of external expert advice. Biographies of our Board Office Bearers and 

Management Team members are attached at Appendix 3. 

 

5.12 We have supported our objectives through the effective management of our human 

resources by operating a performance management system based on continual 

improvement; supporting a training and development budget; achieving Gold status 

in the healthy working lives programme; and managing individual as well as 

corporate training plans. The Covid-19 pandemic has not prevented us from investing 

in and managing our staff. We are also committed, whenever appropriate, to meeting 

our need for human resources through the recruitment of apprentices and trainees 

drawn from the local population of young people: we presently have six modern 

apprentices, in the Group. We reward staff through a competitive remuneration and 

benefits structure supported through our membership of Employers in Voluntary 

Housing (EVH). 

 

We have developed, in partnership with the staff, a set of Company Values (Appendix 

4) (which sit alongside our Core Values, section 3.1). These values set out those 

internal issues that have been identified as being key in delivering our services – 
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teamwork, respect, commitment and communication - and establish the sorts of 

behaviours that complement those values. 

 

Our Area 

 

5.13 Lochaber occupies a space of 4,656 square kilometres, has a population of 19,930 

(8,598 households) and a population density of 4.3 persons per square kilometre1 

(only Sutherland in the Highlands has a higher level of rural sparsity). It is a growing 

population, with a 5.8% growth between 2003 and 20132. Update 2.8% decline 

scottish national records  

Our principal town is Fort William, the Highlands’ second largest conurbation, with 

a population of 10,4593.  

 

Housing Tenures 

 

5.14 The following table4 summarises housing tenure in Lochaber relative to the rest of 

the Highlands and Scotland: 

 

  Table 1 

 Lochaber Highland Scotland 

Owner Occupied 63.15% 67.2% 62% 

Council 14.7% 13.2% 13.2% 

Housing Association 9% 5.7% 11.1% 

Private Rent 7.85% 9.9% 11.1% 

Other 5.3%  4.0% 2.6% 

 

The table illustrates that Lochaber has lower levels of owner occupation than the 

Highlands as a whole and higher than Scotland but has higher levels of occupation 

in both Council and housing association accommodation than the rest of the 

Highlands. So, in relative terms, Lochaber is more dependent on its social sector 

housing provision than the rest of the Highlands. 

 

The incidence of second or holiday homes in Lochaber is much higher than in the 

Highlands as a whole and throughout Scotland: in Lochaber, 9.9% of the housing 

stock is either a second or holiday home, with the figures for the Highlands and 

Scotland being 5.7% and 1.5% respectively5. This accounts for some of the housing 

pressure in Lochaber.  

 
1 Source: Census 2011 
2 Source:  Census 2011 
3 Source: Census 2011 
4 Source: Census 2011 
5 Source: Census 2011  
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Our Economic Activity, Employment and Health 

 

5.15 The following table6 provides comparisons for Lochaber, the Highlands and Scotland 

in relation to a range of economic, employment and health indicators: 

 

  Table 2 

 Lochaber Highlands Scotland 

Economically active 16-74 year olds 69.4% 68.1% 65% 

Unemployment rate 2.35% 2.7% 4.0% 

Long term unemployment rate 0.8% 1.0% 1.8% 

Incapacity/severe disability claimant rate 3.8% 4.3% 5.1% 

Percentage of people with limiting long-
term illness 

18.1% 18.4% 20.3% 

Percentage of income deprived people 12.6% 12.5% 15.1% 

Percentage of households earning less 
than £10K p.a. 

18.1% 16.3% 16.5% 

 

The above table demonstrates that there are a number of positive statistics regarding 

the population of Lochaber; people are more economically active than the Scottish 

average; there are higher levels of employment; there is less dependency on benefits 

and this is despite the fact that income levels are lower in Lochaber relative to the 

rest of the country.  

 

5.16 The information from the Department of Work and Pensions (May 2016) illustrates 

that, while Scotland as a whole has 13.5% of its population in receipt of out of work 

benefits, again the figure for Lochaber is less negative at 9.7%. In addition, there are 

6.9% of children in Lochaber living in the 10 per cent of the most deprived area in 

the Highlands. The figure for the Highlands as a whole in relation to this measure is 

12%.7   

 

  Our Customers and Covid-19  

 

5.17 In March 2020, at the outset of the pandemic it was a clear possibility that the 

financial impact on our tenants could have consequences for our rental income. 

 

 
6 Census 2011; Department for Work and Pensions 2011; CACI Paycheck 2011; Scottish Index of Multiple Deprivation  
7 Source: National Records of Scotland 2015 (SAPE) & the Scottish Index of Multiple Deprivation (2016)  
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5.18 At the outside of the pandemic we took a decision not to furlough our finance and 

housing management staff under the UK governments job retention scheme. We also 

put in place digital working arrangements for all staff in order to maintain the 

services at a normal level as possible. We maintain contact with our tenants through 

our website and newsletters and tenants are able to contact any relevant member of 

staff by email, direct dial telephone or mobile telephone. 

 

5.19 Our Management Team and staff regularly attend training events, forums and 

briefings, as well as networking with the staff of other RSL’s within the Highlands 

and Islands, ensuring we have built a reservoir of knowledge through which we can 

keep our customers aware and advised. We have invested considerable staff resource 

in ensuring that we support staff through the Covid-19 Pandemic and in encouraging 

customers to keep in touch: it is clearer than ever that early intervention and 

engagement with customers is vital. 

 

 Tenant Engagement 

 

5.20 In pursuance of our second strategic objective – to develop and manage a high quality 

range of services that meet the needs and preferences of service users – we have, in 

the course of the last business planning period, reviewed and implemented a revised 

tenant participation strategy, established the Your Voice partnership with tenants 

and are now beginning to focus on enabling and equipping tenants to be scrutineers 

of our service (It is anticipated that this may begin to prepare some members of Your 

Voice to become candidates for Board membership).  

 

5.21 Our tenants are our most important stakeholders: under our Standing Orders, it is 

the role of Your Voice, our tenant partnership group, to scrutinise the performance 

of the Association across a range of key indicators, and, in particular, against the 

outcomes required under the Scottish Social Housing Charter; lead in the production 

of the annual report to tenants, Tenant Talk,  required under the Scottish Social 

Housing Charter; consider any new/revised policy, or decision of the Board, that 

affects the management or maintenance of tenants’ homes, prior to its 

implementation; organise and conduct consultations and surveys with the wider 

tenant population in order to inform the decision and policy making of the Board; 

and scrutinise the quality, efficiency and effectiveness of the Association’s services, 

recommending appropriate change and improvement. 
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Whilst we have made worthwhile progress in effectively engaging with our tenants 

through these structures and processes, the partnership needs further development 

to increase membership and participation levels. We will support the Your Voice 

group to devise and implement an Action Plan for its own development and part of 

this is to explore the means through which it can become more robust.  

 

In the initial stages of the pandemic the tenant, Your Voice, meetings were 

postponed. However, these have now been resumed using digital technology and 

those attending have been very positive about this approach.  A blended approach to 

these meetings is favoured moving forwards as this allows a wider group of tenants 

to be involved both from their own home or in the office. 

 

Housing Stock 

 

5.22 We own and manage 693 affordable homes for social rent. These have been acquired 

mainly through new build but supplemented by a stock transfer from Scottish Homes 

in 2002 and through the purchase of Rental off the Shelf opportunities. We also 

manage  48 shared ownership homes (we have also built 22 shared equity LIFT 

properties), as well as 31 affordable rented properties for Link Housing Association, 

the Communities Housing Trust and the Highland Council, bringing our total 

portfolio under management to 772 homes (not counting 21 shared equity homes, 

which would bring the total built to 793 – see 5.4). We also provide factoring services 

to 228 owners.  

 

5.23 The following table provides an overview of our stock profile by property size and type 

on 31st March 2020. 

 

  Table 3 

 House Tenement 4 in a Block Other Flat Total 

1 Apt 0 0 0 0 0 

2 Apt 15 18 13 27 73 

3 Apt 247 83 30 34 394 

4 Apt 183 6 2 7 198 

5 Apt 27 0 1 0 26 

Total 472 107 46 68 693 

 

Of our 693 properties 27 are adapted for wheelchair use (3.89%) and 52 are suitable 

for the ambulant disabled (7.49%).  
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5.24 We have a new build development programme, which is outlined in detail at section 

6. We have 35 new homes for social rent presently being built in Fort William, Spean 

Bridge and Strontian.  

 

  Rents 

 

5.25 For the purposes of comparison with other small, rural and island housing 

associations in the Highlands & Islands, the figures for 2018/19 are as follows8: 

  

Table 4 

 Lochaber 

HA 

West 

Highland 

HA 

Lochalsh 

& Skye HA 

Orkney 

HA 

Hjaltland 

HA 

Average 

2 Apt 76.89 79.26 70.82 77.49 85.67 78.03 

3 Apt 86.47 91.92 76.97 82.42 90.87 85.73 

4 Apt 94.46 100.63 84.91 91.29 94.99 93.26 

5 Apt 101.46 188.84 90.14 99.28 106.86 103.32 

 

 

5.26 The affordability of our rents is a key issue. We have a Rent Setting Policy which has 

established a definition of affordability defined by our Board and agreed by our 

tenants. Our rents track changes to the minimum wage each year, so that the 

amount of rent a tenant pays monthly should never be more than 25% of whatever 

the monthly minimum wage is at any time, based on 1 person working 35 hours per 

week (in a one-bedroomed property) and 1.5 people working (in a two-bedroomed 

property and above). This means that rents are linked directly to a simple measure 

of affordability, based on the minimum wage, and that we will be able to guarantee 

this affordability for the future. As part of our rent review each year we measure our 

proposed rents using the SFHA’s affordability tool. A copy of our Rent Policy is at 

Appendix 6. 

 

Value for Money 

 

5.27 We aim to deliver continuous improvement across our key performance indicators 

and Value for Money. This is achieved through tenant feedback, internal audit, 

benchmarking and service accreditation. Our performance across KPIs and VFM is 

 
8 Figures not yet available for 19/20 from Scottish Housing Regulator 
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reported to tenants each year through Tenant Talk and our Landlord Report (issued 

by the Scottish Housing Regulator), in which we compare ourselves against the 

average of our peers and across Scotland. We have a specific target within our 

Operational Delivery Plan (Strategic Objective 4) to work through the Scottish 

Housing Network’s VfM benchmarking club and with our tenants to better 

understand and improve our Value for Money in delivering services. In support of 

this we will also explore and deliver alternative means of obtaining qualitative 

information in connection with customer satisfaction across a range of indicators 

(Operational Delivery plan, Strategic Objective 2).  

 

Asset Management 

 

5.28 The aim of our Asset Management Strategy is to deliver housing investment through 

new build, refurbishment and planned maintenance activities that will ensure that 

the Association’s housing stock: is of a quality and type that meets the needs its 

tenants; wherever possible, is environmentally sustainable and energy efficient; and 

is capable of being effectively, efficiently and economically managed and maintained 

over the long term. The plan also aims to maximise income and minimise liabilities 

and target planned maintenance investment in to stock that has long-term viability 

in delivering our objectives.   

 

The successful management of the Association’s housing assets relies on a prudent 

approach to financial planning, ensuring that the we are a viable organisation 

delivering sustainable, quality housing provision over the next 30 years and beyond, 

thus protecting the long term interests of its tenants as a whole and the value and 

condition of our asset base. The new Energy Efficiency in Scottish Social Housing 

standard (EESSH 2) will commence in March 2021 with completion target for March 

2032 and we are undertaking and planning further investment in many of our 

properties ensuring the necessary standards are achieved. While we do not own or 

manage any stock that can be categorised as high rise, tenant safety is of paramount 

importance to the Association. So, we have included an investment of £240,000 in 

our Business Plan between 2019 and 2021 to install additional heat and smoke 

detectors in our older properties in order to comply with anticipated new regulations.   

 

We carry out in-house stock condition surveys on an average of 150 properties each 

year, applying our life cycle costings to produce our planned and cyclical 

maintenance programmes over a 30-year cycle. During 2019 we had our stock 

condition approach, costings and life cycle assumptions independently assessed and 



Page 16 of 37 

 

verified.  We recently worked with an external independent expert so as to arrive at 

a comprehensive understanding of the performance of our stock, which produced an 

updated Asset Management Strategy.    

 

Our Stakeholders 

 

5.29 As a locally based community housing association we have a range of stakeholders 

that are important to the development and delivery of our services.  

 

o Our Customers 

 

Our principal stakeholders are our customers, often also referred to as tenants, 

residents, service users or clients, depending on context. Whatever terminology 

is used, it is this group of people (individually and collectively), together with our 

potential tenants (i.e. those members of the public that would like to access our 

housing and services), that are the focus of our mission and the principal 

recipients of our services. Accordingly, this is our most important stakeholder 

group. 

 

o The Highland Council 

 

We provide services that are intended to assist the Council in meeting its strategic 

objectives and statutory obligations in connection with housing supply and 

homelessness. In addition, our Group is connected with the Council in assisting 

delivery of its current programme for 2017 – 2022 entitled "Local Choices, 

Highland Voices" This sets out a number of goals based on five themes: a place 

to live, a place to learn, a place to thrive, a welcoming place, and a redesigned 

council. In addition, the Council’s Corporate Plan outlines its targets for housing 

under achieving a “Fairer Highland”; this involves supporting community led 

housing initiatives; working with innovative designs to achieve affordable warmth; 

delivering housing options for disabled people; and in particular, delivering the 

targets set out above (4.1) in connection with the supply of new affordable 

housing.  

 

o The Scottish Government 

 

We are one of several RSLs that, together with the Highland Council, partner with 

the Scottish Government to deliver targets in relation to the supply of new 
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affordable housing opportunities in the Highlands. We see ourselves as being 

significant local contributors to the government’s strategic objectives, in 

particular those that are associated with creating a Healthier, Wealthier & Fairer, 

Safer & Stronger and Greener Scotland. We recognise the importance of the 

Scottish Government’s sixteen national outcomes. Five of these outcomes are 

particularly relevant to our work in Lochaber, as follows: 

 

➢ We live in well designed, sustainable places where we are able to access the 

amenities and services, we need 

➢ We have strong, resilient and supportive communities where people take 

responsibility for their own actions and how they affect others  

➢ We value and enjoy our built and natural environment and protect it and 

enhance it for future generations 

➢ We have tackled the significant inequalities in Scottish society 

➢ We realise our full economic potential with more and better employment 

opportunities for our people 

 

o Scottish Housing Regulator 

 

While we are also within the regulatory aegis of both the Office of the Scottish 

Charity Regulator and the Financial Conduct Authority, as a Registered Social 

Landlord our principal and lead regulatory framework is that supervised by the 

housing sector’s independent regulatory body, the Scottish Housing Regulator, 

which is charged with protecting the best interests of tenants. In particular, we 

are committed to working with the Regulator through its role in assessing our 

outcomes against the Social Housing Charter, and in providing it with other 

information to enable it to carry out its regulatory function. In 2019 the Regulator 

introduced the requirement for RSL Boards to provide an Annual Assurance 

Statement reflecting compliance with all the Regulatory Standards. This 

Statement along with all other information provided allows the Regulator to 

conclude the level of engagement required. In January 2020, the Regulator 

confirmed a low level of regulatory engagement. 

 

o Lenders 

 

In recent years we have been dependent on our lenders to provide us with the 

borrowing facilities that we have needed to supplement grants to provide new 

build affordable housing. In addition, while our cash projections do not forecast 
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the need for borrowing for the purposes of fulfilling our planned maintenance 

ambitions, it is prudent to assume that this may become a possibility at some 

point. Accordingly, it is important that we maintain good communications with 

our lenders, as well as ensuring that our covenants are compliant with the terms 

of borrowing.  

 

o Partners 

 

Our partnerships and dependencies sit alongside the Association and its 

stakeholders in supporting the delivery of services. These local, regional and 

national partners include: Y People; Birchwood Highland; Chartered Institute of 

Housing; Employers in Voluntary Housing; Highlands & Islands Enterprise; 

Highland Housing Alliance; Highland Communities Credit Union; Communities 

Housing Trust; NewStart Highland; Lintel Trust; Link HA; Lochaber CAB; 

Lochaber Action for Disability; Lochaber Hope; Lochaber Women’s Aid; NHS 

Highland; Rural & Islands Housing Association Forum; Scottish Federation of 

Housing Associations; SHARE; TPAS (Scotland); and Voluntary Action Lochaber.    

 

Our Performance   

 

5.30 Our Board receives and considers a KPI performance report on a quarterly basis. This 

report provides performance information across indicators for rent collected and rent 

arrears management; voids management; the delivery of maintenance services; and 

complaints. Our reporting style has allowed the Board to consider trends in 

performance, comparing the current quarter with the previous four quarters. 

 

Our KPI performance, and a range of other Scottish Social Housing Charter 

outcomes, is subject to the scrutiny of the Scottish Housing Regulator, for which we 

complete an Annual Return on the Charter.  These outcomes are published on an 

annual basis on the Regulator’s website and are scrutinised by our Board and 

tenants, along with benchmarking information, which is presented annually by 

Scottish Housing Network. 

 

As at 31st March 2020 our comparative performance across KPIs was as follows9: 

 

 

 

 
9 Scottish Housing Network Performance Report 
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Table 5 

 Lochaber 

HA 

West 

Highland 

HA 

Lochalsh & 

Skye HA 

Orkney HA Hjaltland 

HA 

Rent collected 

as a % of total 

rent due 

99.5 98.8 99.6 98.6 102.5 

Ave. time to re-

let properties 

(days) 

7.5 7 8.1 6.8 11.3 

% of rent loss 

due to 

properties 

being empty 

0.2 0.15 0.2 0.2 0.3 

Ave time to 

complete 

emergency 

repairs (hours) 

3.4 4.2 2.9 2.1 2.9 

Ave. time to 

complete non-

emergency 

repairs (days) 

5.6 6.2 3.9 9.3 6.1 

% of repairs 

completed 

right first time 

97.5 89.7 95.9 93.8 93 

% of tenants 

satisfied with 

repairs service 

96.3 84.3 92.7 98.7 89. 

 

Our Operating Environment 

 

5.31 In this section of the Business Plan we scan our external environment through a 

PEST analysis and consider our internal setting with a SWAT analysis. Considering 

these allows us to manage risk. Our Strengths, Weaknesses, Opportunities and 

Threats also assist in setting our strategic objectives and the operational delivery 

plan so that key operational activities address threats and weaknesses and support 

strengths and opportunities.  
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 PEST Analysis 

 

Political Economic 

o Covid-19 
o New build completion targets 
o EESSH2 
o SHR Regulatory Framework 
o Brexit 
o Scottish Government Elections 

2021 
 

o Interest Rate changes 
o Inflation 
o Austerity 
o Affordability 
o Covid-19 

 

Social Technological 

o Demographic change 
o Fuel and food poverty 
o Increased consumer 

expectations 
o Rural sparsity 
o Demand for affordable housing 

o Digital inclusion 
o Covid-19 

o EESSH2 
o Digital transformation 
o Digital platforms 
o Blended  
o Covid-19 

 

  Political 

 

5.32 Universal Credit and Covid-19 will continue to impact on us and our customers. It 

is widely accepted that one of the consequences of Covid-19 and Brexit is likely to be 

an economic downturn, at least in the short to medium term. It is not likely, 

therefore, that there will be an easing of the public purse strings so that many of our 

tenants will continue to be impacted upon. We must also ensure that we improve our 

knowledge of our tenant base so that we can better target our advice and support. 

 

5.33 We play a part in the Scottish Government’s ambitions to deliver at least 50,000 

affordable homes by 2021. The Highland Council’s aims reflect these targets locally:  

delivering 2,500 homes across the Highlands between 2016 and 2021. Our strategy 

is aligned to these ambitions - to provide high quality housing solutions throughout 

Lochaber (strategic objective 1 - section 4.7). These objectives are being achieved in 

the Highlands through a close partnership between the RSLs, the Highland Council 

and the Scottish Government, supported by the Communities Housing Trust and the 

Highland Housing Alliance. Our detailed proposals for the delivery of these housing 

opportunities, including our partnership with Link HA, are set out later in this plan 

at section 6. 
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Economic 

 

5.34  It is prudent to assume that the austerity agenda is unlikely to ease after the 

anticipated economic downturn caused by Covid-19 and Brexit. Spending cuts will, 

therefore, continue to put further pressure on public and voluntary sector services 

bringing further discomfort for our more vulnerable tenants. Should this downward 

pressure on spending be maintained we will continue to see the deepening of fuel 

and food poverty, particularly in our more remote rural areas (A Highlands & Islands 

Enterprise study has found that households in remote rural Scotland require 

significantly higher incomes to attain the same minimum living standard as those 

living elsewhere in the UK. This is partly due to the costs of additional travel, but 

mainly caused by the higher cost of buying the same things as elsewhere, and the 

extra cost of keeping warm)10. 

 

5.35 These pressures on living standards place further strain on the affordable housing 

sector through increased demand for access to our services. We need to have a 

heightened awareness of the affordability of our rents with some of our tenants being 

less able to meet these costs in this challenging economic environment (section 5.26 

to 5.29). 

 

Social 

 

5.36 One of the most significant challenges for our society and economy over the medium 

to long term is the changing demographic landscape, resulting in an ageing 

population and a reducing working population, exacerbated perhaps by likely 

restrictions on inward migration following the UK’s departure from the European 

Union. This has implications for the type of properties that we develop and the 

increased resources that we will need to devote to adapting properties to meet the 

needs of our ageing tenant population. 

 

5.37 We will need to develop ever closer partnerships with our local statutory providers – 

NHS Highland and the Highland Council – to ensure that we can support people in 

their own homes even longer. We have a good starting point for this close co-

operation through our Care & Repair Service, whose mission is to “support and assist 

elderly and/or disabled people to repair, improve or adapt their homes in order that 

they can live independently in comfort and safety in their own community”. This is 

achieved through the delivery of a free advisory service to assist older and disabled 

 
10 A Minimum Income Standard for Remote, Rural Scotland 2013 (Reviewed 2016) HIE  
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people in their own homes to manage improvements, repairs and adaptations to their 

properties. Care & Repair also operates a Handyperson and Small Repairs service 

which will assist clients across all tenures with minor repairs around the home which 

may be difficult if they are elderly or have a disability.  Handypersons will also offer 

advice on energy efficiency, falls and trips prevention and refer to trades people from 

the Approved List for larger repairs or to Care & Repair if clients are eligible.  

Handyperson also install, maintain and remove Telecare and fit “Aids to Daily Living” 

such as grab rails or temporary ramps to help people remain independent and in 

safety.  Handypersons also deliver, decontaminate, maintain, demonstrate and uplift 

Community Aids and Equipment for NHS Highland.    

 

Technological 

 

5.38 The new Energy Efficiency in Scottish Social Housing standard (EESSH 2) will 

commence March 2021 with completion March 2032 with a mid- target set for 2025. 

This standard is to reduce carbon usage of properties and also reduce tenant’s energy 

costs by installing additional insulation, high efficiency heating systems and energy 

generation systems.  This will be managed through the Asset Management Strategy.  

 

5.39 There is an ever-increasing public expectation that we should all be able to access 

day to day services digitally using mobile devices such as tablets and smart phones. 

In recent years customers have come to expect that they can handle simple 

transactions like paying rent and reporting a repair online. In response to this we 

have invested in a new Housing Management Software system including a tenant 

portal which gives tenants real time access to their data, tenancy details and rent 

account. 

 

5.40 We are currently looking to develop the next generation of technology platforms and 

business applications including the reporting of repairs online. We are exploring 

opportunities to support those tenants who are digitally excluded to acquire the 

technology and where necessary the skills to participate in these ways.  However, we 

recognize that some tenants will always need access to services and information in a 

more traditional way and we will continue to meet these needs. 
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Strengths, Weaknesses, Opportunities and Threats (SWOT) Analysis 

 

Strengths Weaknesses 

1) Development programme 
2) Sound finances 
3) Strong governance 
4) Experienced staff team 
5) Partnerships & stakeholder 

relationships 

6) Digital capacity  

1) Underdeveloped customer 
involvement  

2) Rent levels over sector average 
3) Shared Ownership Property 

Condition 
 

Opportunities Threats 

1) Organisational Review 
2) Digital transformation journey 
3) Further develop tenant scrutiny 
4) Joint working with other RSLs 

in the Highlands & Islands 
5) Remote Working 

1) Covid-19 
2) Development risk 
3) Insufficient knowledge of 

customer base 
4) Financial strength of 

subsidiaries 
5) Accessing Private Finance 
6) Brexit 
7) EESSH 
 

 

5.41 Our most significant strength and opportunity, enabling us to meet an important 

strategic objective, is our active development programme, delivered through strong 

governance and effective partnership and stakeholder relationships, enabling us to 

continue to assist in the provision of much needed affordable housing opportunities 

for those in need in Lochaber. This also carries with it some threat since all new 

build development comes with a degree of risk. We are, however, managing this risk 

and this is detailed in the following section of this plan.   

 

5.42 Our digital transformation journey has changed a weakness into an opportunity 

allowing us improved engagement with our tenants. The current website and online 

offering have also been invested ensuring we can ensure delivery of service in the 

modern world. Our digital transformation has enabled us to drive up quality and 

customer satisfaction levels. This has also been an antidote to the threat that we 

have insufficient knowledge of our tenant base and, consequently, we are not able, 

for example, to direct our support services where they are most needed.  

 

5.43 We have opportunities to work with partner RSLs in the Highlands and Islands to 

improve efficiency and cost effectiveness in areas such as fire safety, energy advice 

services, procurement, policy development, factoring services, and training: 

discussions with these peers are ongoing and  it is hoped that we will find areas on 

which co-operation will be beneficial over the timespan of this plan.  
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5.44 Our tenant involvement structures need further development and so this is a 

potential weakness.  Information in relation to how we plan to address this is 

outlined at section 5.21. However, this is also an opportunity to improve our tenant 

partnership and the tenant scrutiny role, and thereby improve services and tenant 

satisfaction levels. This opportunity is further enhanced through our investment in 

digital technology. We are also currently undertaking a comprehensive tenant survey 

designed to improve our knowledge of our tenant profile and to better target services. 

  

5.45 The introduction of the new EESSH standard will have an impact financially on the 

Association and tenants, with the initial installation and education on how to get 

maximum efficiency with new technology on offer and could be classed as a threat 

if not scheduled and managed correctly. 

 

Risk Management 

 

5.46 In considering our approach to risk management, we seek to balance a prudent 

approach to the risks associated with our business with the need to ensure an 

innovative and creative approach to opportunities and challenges. We regard effective 

risk management as an essential component of our business strategy and crucial to 

maintaining our commitment to sustained viability.  

 

5.47 We do not seek to avoid risks that can be properly managed, and which do not 

jeopardise our business or tenants’ interests. Where activities that can support the 

delivery of strategic and operational objectives are identified as carrying an 

associated risk, we will only accept those risks following an assessment that confirms 

they can be effectively managed. 

 

5.48 We define risk as any event, action or circumstance that unduly hinders the 

Association in its delivery of good performance, or achievement of either strategic or 

operational targets and objectives, or which has an adverse impact on the 

Association’s business or reputation. Our Risk Management Policy and Risk Register 

are attached to this plan at Appendix 5. This policy sets out how we identify, assess 

and manage risk; establishes a framework within which we monitor, manage and 

report risk; and describes the controls that we operate for effective risk management.  
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6. Our Strategic Objectives 

 

6.1  Our strategic objectives underpin our Mission, reflect our core values and provide a 

framework for an operational delivery plan.    

 

Strategic Objective 1 – we will facilitate the provision of high quality affordable 

housing solutions throughout Lochaber. This objective deliberately uses “facilitate” in 

order to make it clear that we will not always engage in the supply of affordable 

housing supply ourselves directly: our mantra is housing supply through 

partnership. At the heart of this partnership approach is our Development Services 

Agreement and associated Service Level Agreement with the Communities Housing 

Trust.  

 

6.2 This partnership with the Communities Housing Trust ensures we can obtain the 

necessary expertise and experience, as well as community engagement capacity and 

knowledge, that we need to deliver affordable housing in Lochaber. 

 

6.3 Following the Scottish parliamentary elections in 2016, the Scottish Government set 

an ambitious target to complete at least 50,000 new affordable homes by 2021. 

35,000 of the 50,000 targets would be for social rent.  

 

6.4 The Association works closely with the Council in addressing the housing needs of 

Lochaber. The Local Housing Strategy 2017- 22 states that Fort William and the 

neighboring communities are the highest priorities for new build affordable housing 

provision11. Small, discreet investment to support the sustainability of our rural 

communities is also a priority.  

 

In 2016 the Highland Council agreed to target investment to deliver 2,500 new 

affordable homes between 2016 and 202112, or 500 homes per annum over the 

period. The Strategic Housing Investment Plan considered by the Council in 

November 2017 agreed an indicative investment of 442 new affordable homes to be 

delivered in Lochaber between 2018 and 2023. 

 

6.5 Our partnership with Communities Housing Trust has now delivered 68 new 

affordable homes, with a further 35 on site. We are confident that this partnership 

will continue to be progressive and innovative in its approach to meeting the needs 

 
11 Highland Council’s Local Housing Strategy 2017 – 2022, page 21 
12 Planning, Development and Infrastructure Committee, 11th May 2016 
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of our communities and in maintaining flexibility within an ever-changing 

environment.  

 

6.6 Based on the Highland Council’s strategic priorities, therefore, the housing need in 

Lochaber and in Fort William, in particular, is clear. The number of households 

registered on the Highland Housing Register for Lochaber in October 2020 is 986 

which has increased from 850 in March 2019 despite the build programme in 

Lochaber. 

 

6.7 At the end of 2016/17 the Scottish Government grant funded the Association to 

acquire a substantial site at Upper Achintore in Fort William. Following an options 

appraisal, the Association’s Board agreed to enter into a partnership with the Link 

Group, through which Link HA will develop 325 affordable housing units on the site 

and Lochaber HA will provide management and maintenance services for 

approximately 228 tenant households. This site transfer to a large housing 

association with a track record of delivering large scale housing and infrastructure 

projects was a move to ensure that such a strategic development was deliverable 

within challenging timescales. So, a first phase of the site is at the design stage and 

is expected to be approved imminently. 

 

6.8 This proposal, coupled with the Association’s own new build development plans, will 

mean that we will grow significantly over the next 5 years. This growth is built into 

our business planning assumptions (30-year cash flows), with staffing levels 

increasing in housing management and asset management departments at 

appropriate intervals. Our rate of growth and internal management capacity will be 

kept under review throughout the term of this plan. 

 

6.9 Our detailed development programme is at Appendix 7. This programme is subject 

to our overarching Development Strategy (Appendix 8). In considering risk associated 

with new build development, we are also mindful of the Scottish Housing Regulator’s 

Positive Practice Principles13. 

 

o Strategy and Capacity 

 

(i) The development of new build housing is an implicit aspect of our mission and 

is an explicit strategic objective - we will facilitate the provision of high quality 

affordable housing solutions throughout Lochaber. We are clear that we are 

 
13 SHR: Thematic Inquiry on Development of Affordable Housing in Scotland, March 2011 
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developing to assist in the relief of housing need and to meet the current 

housing supply objectives of our key stakeholders, the Scottish Government 

and the Highland Council. 

 

(ii) We have assessed the viability of our development activity over a number of 

years. Our business planning has demonstrated that to invest more than an 

average of £50,000 private finance per unit has a detrimental impact on our 

cashflows. Therefore, our Board is committed to development only on the basis 

that developments contribute positively to our business plan from year one. 

This also ensures that development does not place any additional burden on 

existing tenants. 

 

(iii) We align development opportunities with identified and agreed priorities 

within the Council’s Strategic Housing Investment Plan. This process involves 

our participation, including the Communities Housing Trust, our development 

agents, in the construction of the SHIP through the Highland Hub, a forum of 

housing associations, the Council and the Scottish Government, which also 

agrees site priorities based on the Local Housing Strategy and the SHIP, drives 

forward delivery and monitors spend against the investment programme.  

 

(iv) The partnership with the Communities Housing Trust, ensures that we can 

manage a development function that does not impact on the resources 

available to manage other area of the business, since the fees that we pay to 

the Trust are capitalised within each project. It is a partnership that gives us 

access to extensive expertise and experience in delivering housing solutions 

throughout the Highlands, including Lochaber, as well as a reservoir of 

knowledge and skills in community engagement. Because the financial 

arrangement depends on outputs, it is a flexible arrangement with less risk 

than an in-house development function in the event that there is a downturn 

in funding in the future to support new build development. 

 

The Trust has reviewed its capacity and strengthened the depth of its team in 

order to meet increased service demands. However, we need to manage this 

risk through continual monitoring. Accordingly, our risk register includes 

control measures such as bi-monthly operational meetings with the Trust and, 

update reports at each Board meeting.  
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o Risk 

 

(i) We have Risk Policy and Risk Register which includes development activity. 

(Appendix 5) As part of our Business Planning, we have considered the 

specific risks associated with meeting our strategic objectives and related 

goals. Our ongoing risk management activity appraises risk annually and 

involves management and control of the Risk Register through quarterly 

reporting to the Audit Sub-Committee.   

 

Our SLA with the Communities Housing Trust provides a framework through 

which the Trust and LHA manage the development process.  

 

(ii) We do not enter into building contracts without having our private finance 

and subsidy in place, and we always work with fixed price contracts with built 

in contingencies, wherever possible. We do not contract if the total cost of the 

development is more than the government subsidy plus an average of £50,000 

per unit in private finance.  Exceptionally, we cross-subsidise, where 

necessary, high cost development by the use of recycled HAG receipts: the 

Association has a disposal strategy in relation to a number of properties that 

we purchased as Rental off the Shelf opportunities, and which have been 

identified as being non-viable. Part of this strategy has involved a partnership 

with the Scottish Government and the Highland Council to agree to recycle 

that element of the recoverable proceeds of these sales that is attributable to 

Housing Association Grant (HAG) to be used to support rural new build 

development. These receipts can also be used to meet pre-contract costs and, 

if necessary, abortive costs.   

 

o Product 

 

(i) We recognise that it is risky to build the wrong type of housing, in the wrong 

place or with the wrong design. In relation to housing need, we have good 

local knowledge of our communities; we liaise with the local Council housing 

management staff to analyse HHR data jointly; we consult communities and, 

where appropriate, conduct housing needs surveys; we work with our 

Council and Trust colleagues to plan development activity through the 

Highland Housing Hub where we also contribute to constructing the SHIP 

based on the Housing Needs and Demand Assessment; and we advertise each 

development in order to attract those in housing need who may not have 
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registered on the HHR. These activities also consider what type of housing 

would be appropriate on each development, as well as the tenure options. 

 
(ii) We have taken part in a Pan-Highland partnership to develop a design brief 

for new build housing, Firm Foundations. This document has a Lochaber HA 

addendum, providing variations that we have agreed that suit our local 

conditions and maintenance requirements. In addition, our Asset 

Management team collaborates with the Communities Housing Trust and our 

consultants at the design stage for each development so that we can influence 

design taking into account our long-term maintenance requirements.    

 
 

o Governance, Appraisal and Project Management 

 

(i) Together with our Procurement Policy, we have a suite of development 

policies that provide a framework for the management of our development 

activities. These are: 

  

➢ Development Strategy 

➢ Risk Policy 

➢ Landbanking Policy 

➢ Contract Management Policy 

➢ Post-Completion Scheme Review Policy 

 

(ii) Our Management Team and Board have individual and collective skills and 

experience in housing development, procurement, asset management, law, 

economic and community development, financial management, housing 

management and policy, health and social care, business and commercial 

development, project management, and building. We engage external 

advisers in connection with a range of issues, including treasury 

management, accounting and financial and business planning. In addition, 

we have, as already noted, a partnership with the Communities Housing 

Trust through which we contract development services.   

 

o Funding and Procurement 

 

(i) As previously stated, we do not enter into building contracts without having 

our private finance and subsidy in place: our current development 

programme is fully funded by private finance and all identified projects are 
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within the Council’s SHIP and, as such, will be supported with government 

subsidy.  

 

(ii) Our lending decisions and financial planning are supported by independent 

expert advice with all loan agreements being independently scrutinised from 

a legal and financial perspective.  

 

(iii) Our approach to procurement is governed by our Procurement Policy, 

together with our Development Strategy and Risk Policy. 

 

o Stakeholders 

 

(i) We actively manage our key stakeholder relationships. In the development 

process our principal stakeholders are the Scottish Government, the 

Highland Council and the Communities Housing Trust. Our engagement with 

these players has been well documented in this section of the business plan. 

Our other key relationship is with our funders with which we have regular 

contact.  

 

(ii) Our tenants have not hitherto been included extensively in our development 

plans. However, to remedy this, we now include our development planning 

and delivery as a standard item on the agenda for our Your Voice tenant 

partnership meetings.  

 

6.10 We will meet strategic objective 1 by: 

 

o Working with the Communities Housing Trust and our statutory partners to 

deliver our development programme as detailed at Appendix 7. 

 

o Engaging with communities and other stakeholders through the development 

process in relation to each project, to deliver property types and tenures that will 

meet local housing need and aspirations. 

 

o Including our development planning and delivery as a standard item on the 

agenda for our Your Voice tenant partnership meetings.  

 
o Managing our development risk in accordance with our Risk Policy and risk 

register. 
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o Through self-assessment, review the governance of our development function within 

the context of relevant policies and the SLA with the Communities Housing Trust. 

 

Strategic Objective 2 – we will develop and manage a high quality range of services 

that meet the needs and preferences of service users. 

 

6.11 The supporting objectives that underpin this strategic objective are outlined in the 

Executive Summary of this plan. However, our focus in this business planning period 

will be on: 

 

o Achieving high levels of customer satisfaction across all of our services: we will 

explore and deliver alternative means of obtaining qualitative information in 

connection with customer satisfaction across a range of indicators; and improve 

our understanding of our tenant profile so as to direct support and services more 

accurately. We undertake three yearly tenant satisfaction surveys as required by 

the Regulator, the most recent of which was carried out in early 2019. However, 

partially in response to Covid-19 pandemic, we are also currently undertaking a 

comprehensive survey of our tenants to ensure we have an up to date profile of 

their tenancy and household characteristics and vulnerabilities and support 

needs.  It is also an opportunity to find out more about their digital connectivity 

and capacity. 

 

o Ensuring so far as we can that our customers occupy their homes within safe, 

secure and pleasant environments: we will put in place the recommendations of 

the estate management internal audit. 

 

o Improving levels of effective customer participation in the development, 

management and scrutiny of our services: in partnership with our Your Voice 

tenants’ group, we have been reviewing our tenant participation strategy; 

developing our tenants’ skills in scrutiny; and we will develop an action plan for 

improvement. 

 
o Improving our knowledge and understanding of our housing stock and use this 

to manage our assets better: we will continuously update our Asset Management 

Strategy.  

 

o Providing locally controlled accessible and friendly services: We will continue to 

enhance our digital offering for tenants and staff. 
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o Continuing to increase the fuel efficiency of our homes: we will continue lobbying 

at a national level via sectoral alliances and champions. We have employed a 

Tenancy Sustainment Officer whose duties include the wellbeing and health of 

our tenants and will in the future include supporting our tenants who are in fuel 

poverty. 

 
o Our services include housing advice and information to our tenants and 

prospective tenants, and we will ensure that we dedicate sufficient resources to 

this function and continue to be accredited under the Scottish National 

Standards. 

 

Strategic Objective 3 - we will ensure that we manage and govern our affairs 

effectively and prudently and, in doing so, will operate accountably and openly in all 

that we do. 

 

6.12 This will be achieved through the following supporting objectives: 

 

o Putting in place and maintaining the highest standards of governance in relation 

to the conduct of the organisation’s business: we will continue to support the role 

of the Governance Sub-Committee in continually updating and renewing our 

Governance Handbook; we will continue to self-assess our compliance with the 

Regulatory Standards of Governance and Financial Management. This enables 

the Board to provide an Annual Assurance Statement to the Scottish Housing 

Regulator. During the Covid-19 pandemic we put in place the necessary 

frameworks and resources to enable our Board to continue to function digitally 

and remotely.  This will be enhanced further with the introduction of Decisions 

software during the current financial year. 

 

o A digitally based training programme is also being put in place ensuring both 

new and existing board members. 

 

Strategic Objective 4 – we will ensure that our financial management and planning 

will deliver medium and long term financial viability. 

 

6.13 This will be achieved through the following supporting objectives: 

 

o Supporting our objectives through the effective management of all our resources 

– financial, technological and human: we will continue to work through the 

Scottish Housing Network’s VFM benchmarking club and with our tenants and 
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Board to better understand and improve our Value for Money in delivering our 

services; we will engage in the Highlands and Islands Joint Working Initiative to 

maximise the potential efficiencies that could be delivered by collaborative 

working with our peers. 

 

o Working within a policy framework that will ensure financially sound decision 

making processes and planning frameworks: we will continue to work with an 

independent financial and business planning consultant to test and verify our 30 

year cashflow projections. 

 

o Maximising our income and controlling our expenditure through effective 

management and monitoring of processes across our activities: continuing to 

externally assess and verify our approach to stock condition, costings and life 

cycle assumptions. Through the updated Asset Management Strategy, we will 

arrive at a better and comprehensive understanding of the performance of our 

stock.  

 
Strategic Objective 5 – we will support, train and develop our staff team in the 

furtherance of our objectives. 

 

6.14 This will be achieved through the following supporting objectives: 

 

o We will carry out an organisational review with the assistance of an external 

expert consultant to ensure that our structure continues to support our service 

delivery ambitions and underpin our succession planning. 

  

o Continuing to invest in training and professional development planning for all our 

staff: and we will work towards obtaining our re-accreditation under the Scottish 

National Standards for Information and Advice Providers.  

 
 

o During the Covid-19 pandemic we have provided the support and resources 

necessary for key service delivery staff to work from home safely. This has enabled 

staff to continue to participate in practice exchange forums and training 

opportunities as well as receiving support from line managers.  This experience 

will facilitate the development of policies and working practices to support 

blended working arrangements.  
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o Continuing to be good employers, providing appropriate levels of remuneration 

and benefits to staff, and a healthy and safe working environment, including the 

 introduction of the new additional Covid-19 protocols and hygiene measures. We 

will implement the Health & Safety Executive’s Management Standards as part 

of our Stress Management Policy.  

 

Strategic Objective 6 – we will support and guide our subsidiary company as a social 

enterprise to deliver social impact. 

 

6.15 This will be achieved through the following supporting objective: 

 

o Partnering with LHAPS to ensure the continued viability as a Community Interest 

Company and the benefits this brings in terms of employment and opportunities 

while at the same time the Association continues to receive a high standard of 

service for its customers as well as value for money. 

 

7. Financial Forecasts and Analysis 

7.1 The achievement of our strategic objectives requires the ability to understand and 

control costs. This is important to maintain an affordable rent structure, invest in 

the development of the business and have the strength and flexibility to adapt to 

external challenge.   

7.2 Underpinning all of this is the requirement for good governance which strengthens 

our stability and wellbeing. Our guiding principles in this regard are the Scottish 

Housing Regulator’s Regulatory Standards of Governance and Financial 

Management.  

7.3 Our long-term financial forecasts include comprehensive scenario planning and 

stress testing, assessing the impact of different assumptions and identifying 

alternative strategies.  

7.4 A key priority is understanding and adapting to the challenge of Covid-19.  The 

potential for an increase in bad debt continues to present a significant and serious 

financial challenge to the entire RSL sector. We will ensure that our financial 

forecasts have the headroom to meet external challenges, achieve loan covenant 

compliance, deliver new homes and continue to provide first class services to our 

customers. 
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7.5 Another key priority is to maintain affordable rents and limit rent increases. Value 

for money is very important and an essential consideration in every decision 

regarding procurement, utilisation of resources and services. As a property business 

with approximately 800 houses to maintain over the long term and a peak debt of 

approximately £16m, LHA needs a robust business plan underpinned by a 30-year 

financial model. This provides reassurance to the Board, the Scottish Housing 

Regulator and lenders that we can meet our long-term maintenance and debt 

repayment obligations.  

7.6 A key element to the foundations of such a model is a set of realistic cost 

assumptions. The 2020/21 budget provides a starting point for this based on current 

experience of actual costs across the organisation. The assumptions applied are: 

o Inflation has been modeled using 2.5% throughout most of the plan. For next 

year (2020/21) we have assumed a lower 0.5% for rent and staff cost increase 

with 2.5% for repair costs; 

 

o The plan assumes that rents will increase at inflation plus 0.8%; 

 

o Bad debts and voids have been included at 5.25% in total for 2021 reflecting 

Covid-19 concerns, dropping to 3% in 2022 and 2% thereafter; and 

 

o Interest rates (LIBOR) have been estimated at 0.6% for year 1 rising slowly to a 

long-term rate of 4% by year 7. This reflect the experience of the previous financial 

crisis, although we are expecting lower rates over the medium term as a 

consequence of rebuilding the economy after Covid-19. 

7.7 Any predictions about the future must be treated with care. However, our belief is 

the above assumptions are prudently realistic.  The figure for inflation will clearly 

have a big impact on the plan but from the various sensitivities that have been run, 

any significant increase has a positive impact on the business plan given that the 

income figure is significantly larger than the various cost figures.  The rent increase 

assumption is inflation plus 0.8%, which is below the current stated policy of 

inflation plus 1%.  

7.8 We have carried out detailed stock surveys to ensure in-depth knowledge of our 

properties and the findings of these surveys are reflected in this updated Business 

Plan. We plan to have these investment plans externally validated. We understand 

that good strategic asset management is core business for Lochaber Housing 

Association.   
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7.9 The 30-year projections summarised in Appendix 9 and include the following: 

o 30-year projection of income and expenditure (Statement of Comprehensive 

Income) 

o 30-year projection of annual balance sheets (Statement of Financial Position)  

o 30-year projection of annual cashflows 

The projections show a healthy business with net surpluses are at an average figure 

of around £ 630k per annum in the first 5 years of the plan, then move to an average 

figure of over £551k per annum in the next 5 years. The slight drop reflects higher 

major repairs costs in this period. 

The Balance sheet reflects the new Unity Bank loan of £3m being drawn down from 

2020/21 and thereafter the loans are predicted to decrease every year. A new loan of 

£2.5m is assumed in 2025/26 to repay the Allia Bond loan resulting in a small loan 

balance of £ 495k remaining in 2050. The positive net profits mentioned above 

translate into an increasing reserves position moving from an opening balance of 

£9.3m to £ 47m by year 30.  

7.10 We believe that these are robust figures based upon a set of prudent assumptions. 

They indicate that the organisation has a substantial degree of financial resilience 

and whilst this might well be tested over the coming 30 years, we start from a 

financially sound base. 

Medium Term  

7.11 It is important to understand that the 30-year projections enable us to take a view 

on the Association’s long-term financial viability and financial capacity. However, the 

outcomes detailed in the projections are unlikely to materialise. The uncertainties 

surrounding the projections grow exponentially the further we look to project into 

the future. For operational purposes, the Association places much more weight on 

the projections for the medium term - over the next 5 years.  

 

With the exception of 2021, which is impacted by concerns over Covid-19, the next 

5 years show surpluses of over £545k per annum. The surpluses are impacted by 

higher void and bad debt costs in years 1 and 2 but this is offset by lower loan interest 

costs expected over the 5 years. 

 

In terms of cashflow, we see a high cash balance for end of year 1 of £6.2m which 

reduces to £3.2m by year 5. The reason for this is that year 1 is artificially high as 

we are expecting to draw down loan funds of £3m at the end of year 1 and these 
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funds will be used for development over the next 2 to 3 years. Significantly, the 

projections show a spend of around £5m on major repairs over the 5-year period. 

Sensitivity Analysis 

7.12 Sensitivity analysis has been performed assuming the following, all of which will have 

a detrimental effect on our financial strength: 

o Inflation only rent increase 
o Inflation rate 1% 
o Interest rates rising to 6% 
o Voids 3% Bad Debts 3% - Covid-19 
o Repairs costs increase by 5% 
o Combination of lower rent increases and higher interest rates 

 

The impact on cash and additional borrowing required is detailed at Appendix 9D.  

 

7.13 Since the impacts of each of these scenarios tends to impact the Association over the 

longer term and the projection assumes borrowings are reducing at a fairly rapid rate, 

none of these scenarios have a significant effect on covenant compliance. 

 

7.14 When all the scenarios are considered together, the strongest driver of change is the 

income stream of the Association.  These have the most impact over the long term.  Any 

additional finance will require permission from the Royal Bank of Scotland, which would 

involve a new loan document and covenant structures. 

 

7.15 The Board has considered the potential impact of various sensitivities and courses 

of action open to the Association if a combination of adverse circumstances 

threatened the financial viability of the organisation. The Board has the ultimate 

responsibility to ensure that LHA is well run, viable and delivering the outcomes for 

which it has been set up. The Board understands what is crucial is not just the 

identification of the risk but how this will be managed. The planned response to any 

of the above could include: - 

  

o A partnership with another RSL (Merger/Transfer of Engagements/Group). 

o Significant costs savings (reducing investment and/or staff costs). 

o Disposal of unencumbered, higher value void stock, possibly on the open market, 

subject to any required consents.  

 

These could be realistic means of generating significant additional resources to deal 

with any possible long-term financial problems.  


