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Business Plan 2022-27

Year 3 Update – 2024-25



Business Plan – Vision 
and Values

Vision

“Maintain and build quality homes, providing 
excellent customer service, and giving opportunities 
for people and communities to flourish”

Values

• Being Caring

• Being Adaptable

• Being Professional



Board Ambitions 2024-25

• Continuous improvement

• Position ourselves as a partner of choice

• Ensure consistency of service delivery

• Be an employer of choice

• Translating strategic objectives into operational 
goals, and embed re-design (good 
practice/performance)



Drivers of Change – 2024/25

Internal 

Review of CS and PS redesign

ELT restructure

Reactive Repairs Procurement

ICT Infrastructure improvements

Civica Cx New modules

Performance Driven Culture

Staff engagement/survey action plan

External
Cost of Living crisis – Poverty

Net Zero and decarbonisation

Interest rate reductions

The Highland Council Budget

Reduction in AHSP 2024/25

Scottish Government priorities

Supply Chain issues

Cost of construction

Inverness and Cromarty Firth Greenport

Stock and Partnership Opportunities

General Election



Our Homes

In 2024/25 we will:
• Deliver 84 new starts and 20 completions of new 

build homes
• Develop 4 refurbished units in Ullapool
• Invest £2.9m in planned and cyclical maintenance 

works
• Take opportunities to grow the portfolio of MMR 

homes and stock acquisition in line with board 
ambitions and partnership opportunities

• Respond to the Heat in Buildings Strategy outcome 
and develop a strategic planned maintenance 
programme to reflect our focus on tenant safety

• Recruitment of a Head of Sustainability and 
Development



Our Customers 

In 2024/25 we will:
• Review the achievements of the Customer and 

Property Services redesign
• Carry out and develop a programme of action from 

our 3 yearly tenant satisfaction survey
• Develop a targeted programme of estate 

management walkabouts with customers
• Deliver more community pop up surgeries focused 

on key themes important to our communities
• Rebrand the current Trust and Energy funds to Cost 

of Living fund to allow access to a wider customer 
base in need

• Focus on learning outcomes, trends and 
improvements from customer complaints to 
improve customer experience



Our People

In 2024/25 we will:
• Ensure all Extended Leadership Team members 

will visit at least one customer at home annually
• Embed the Equalities and Diversity strategy and 

policies for customers and staff across the group, 
ensuring compliance with regulation and 
legislation

• Implement and roll out our new Performance 
Management Framework

• Link our learning and development framework to 
personal development plans

• Implement the 2023/24 Staff Survey Action Plan
• Implement the new Extended Leadership Team 

structure
• Explore Healthy Working Lives accreditation



Our Finances and Digital 
Services

In 2024/25 we will:
• Ensure we have the financial resources in place 

to support the activities in the 2024/25 
Business Plan 

• Manage the Society’s debt portfolio in line with 
the Treasury Management policy and lenders 
covenant requirements

• Ensure successful internal and external audits
• Implement improvements to our ICT 

infrastructure and telephony solutions.
• Continuous improvements of our core housing 

management system– Civica CX
• Cx Assets
• Cx ASB 
• Cx Customer portal
• Cx Contractor portal 



Our Partnerships

In 2024/25 we will:
• Deliver a partnership engagement strategy including 

improved partnerships with public sector partners
• Deliver a Value for Money assessment of FIT homes 

of overall savings to the public purse
• Develop a bid for academic research funding for 

Phase 2 of FIT homes, in conjunction with Glasgow 
University and Robert Gordon University

• Work in partnership with Napier University to deliver 
Year 1 of a  3 year PhD in criminology to analyse the 
success of FIT home sensors for people leaving 
prison

• Work with the Digital Health Institute on 
opportunities arising for further grant funding 
through the Smart Homes/Smart Cities funding
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