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EXECUTIVE SUMMARY
This Business Plan sets out Molendinar Park Housing Association’s objectives and priorities for the
period 2020/21 to 2022/23, and how we will bring our plans to fruition.

The Association and What We Do
MPHA is a registered social landlord and a Scottish charity. We are led by a voluntary
Management Committee that currently has ten members, with seven members who live locally and
five who are MPHA tenants. MPHA owns 498 flats and provides factoring services to 250 owneroccupiers. We also manage 84 shared ownership properties.
Since our formation in 1993 MPHA has built 268 new flats and renovated a tenement building in
the Bellgrove area. The Association has won a number of awards for its developments in
Bellgrove. In 1999 we purchased a Sheltered Housing Complex in Castlemilk and a small
development around Finnart Square in Bridgeton from Scottish Homes. A year later we purchased
350 houses from Scottish Homes in Dalmarnock.
Our communities have high levels of deprivation and inequality. Glasgow’s east end is also home
to high levels of housing-led regeneration, and there has been a sustained increase in population.
Along with all social landlords, MPHA must navigate a host of policy, regulatory and financial
challenges in the period ahead, but we have confidence in our capacity to do so successfully. This
Business Plan is built on solid foundations, including:
•

Strong governance

•

An experienced and committed staff team

•

Excellent performance results for service delivery

•

Very high levels of tenant satisfaction with our services

•

A positive attitude to making changes and improving how we work

•

Low levels of debt and a healthy cash position, which will enable us to invest in tenants’ homes
and stay resilient in the face of economic uncertainty.

Business Plan: Strategy for the Next Three Years
The Business Plan is based on the following vision and mission for the future, as set by the
Management Committee:
Molendinar Park Housing Association aims to sustain and create thriving communities across
all of our stock areas. We will do this by:
•

Pursuing excellence in service delivery for our customers

•

Investing effectively in our tenants’ homes and neighbourhoods

•

Being open and accountable to our tenants

•

Developing new homes where feasible, in smaller-scale developments that champion
quality and sensitive design and, where possible, promote the use of derelict sites.
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The Management Committee has also set the following strategic objectives for the period 2020
to 2023. These objectives set our strategic direction and shape the specific priorities set out in the
Business Plan.
SERVE
our tenants by providing
quality, affordable homes,
managed and maintained
to the highest standards

CREATE AND SUPPORT
communities that are
desirable and sustainable,
across all our stock areas

INVEST
effectively in our tenants'
homes

ENGAGE
openly and constructively
with tenants and residents

SEEK OPPORTUNITIES
to build new homes

DELIVER
our promises and
priorities, by making sure
MPHA is well-governed
and financially
sustainable

The overall strategy described in the Business Plan is based first and foremost on consolidating
and improving our core business, for the benefit of MPHA’s tenants and communities. The
strategy also has two additional elements:
•

Seeking modest growth, through new development

•

Diversification, with an increased focus on enabling wider role activities and services in our
communities, to increase opportunities and improve the quality of life for local people.

Business Plan Priorities
The remainder of the Executive Summary gives an overview of the priorities the Management
Committee has set, to help meet our six strategic objectives. The priorities focus mainly on our
activities during 2020/21, with a full review to be carried out in subsequent years to update and
refresh the priorities in accordance with the strategic objectives.

Key Actions by MPHA
Affordable Rents


Check every year whether our rents are affordable and competitive



Complete and implement a rent restructuring exercise by the end of 2020, to make rents for similar
house types and sizes fairer and more consistent



Review the dedicated welfare benefits advice service introduced in 2019, with a view to continuation
of the service from April 2020

Housing and repairs services


Maintain good performance results in service delivery – one of MPHA’s strengths



Track tenant satisfaction with the repairs and estate management services, identifying and acting
upon any improvements needed



Carry out more frequent and more thorough estate management inspections in areas that require
more attention
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Key Actions by MPHA


Maintain our commitment to housing homeless households referred by Glasgow City Council, albeit
the Council’s management of referrals and future targets for referrals are significant concerns



Achieve tenant involvement in the rent structure review



Increase digital communications choices for tenants can use, by launching the Homemaster tenant
portal alongside our website and social media.

Universal Credit


Intensive arrears management, to sustain our rental income and provide support to tenants



Encourage tenants to have housing costs part of Universal Credit paid direct to MPHA



Maintain close operational relationships with DWP



Ensure that our tenants receive regular information on benefits issues

Asset Management (including Development)


Invest around £1.13 million in our tenants’ homes over the next five years



Reduce voids-led major repairs as the investment programme progresses, and work across teams
in monitoring all aspects of stock performance and agreeing actions required



Work towards holding all stock information on the new Homemaster software system, including
completion of work underway to incorporate data from our most recent stock condition survey



Exercise continued diligence to ensure we meet all legal obligations relating to tenant safety



Installation of new smoke and heat detectors, within the statutory timescale (2021)



Review of voids procedure, and achieve improvements in rent loss and re-let times



Review future options for cyclical painting to achieve optimum value for money



Continue to monitor demand, repairs/voids costs and lost rent – particularly in Dalmarnock



Continually monitor and implement improvements as required, to improve first time fix rates for
responsive repairs



Continue to progress towards full compliance with the Energy Efficiency Standard for Social
Housing (EESSH) by the due date of 31 December 2020



Seek best value for money when we are re-procuring maintenance contracts during 2020/21 and
beyond, including options for partnership working with other housing associations



Continue to develop our interest in two sites for new housing, with the aim of progressing to
feasibility studies and site purchases for both sites



Continue to work in partnership with the City Council and neighbouring housing associations, to
explore the feasibility of a new community facility being provided on The Sheds site

Wider Role


Improve community awareness/visibility of MPHA



Continue to foster and strengthen MPHA’s relationships with local community groups, service
providers and other social landlords



Use our leverage and community presence to encourage local partners to deliver activities or
services that will benefit the community
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Key Actions by MPHA
Organisation Management and Development


Examine the feasibility of employing direct labour staff, to carry out environmental maintenance
works and handyperson services for MPHA tenants who need this assistance



Review of MPHA’s exposure to pension debt risks



Review future options for office accommodation for MPHA, beginning with (but not restricted to) the
option of extending the current office

Value for Money


Develop a new value for money strategy



Conduct evidence-based value for money appraisals when this is required, e.g. when we are
looking at business or service areas that have a high impact on tenants or a high financial value



Apply VFM techniques to specific services and business areas, to aid decision-making (e.g. in
2021/21, re-procurement of maintenance services; recruitment of in house labour; continuation of
our service level agreement with Community Services Glasgow; Money Matters contract for welfare
benefits advice services)



Continue to benchmark MPHA’s service results, rents and costs with comparable social landlords



Deliver value for tenants through the Asset Management Strategy and investment programme (e.g.
lower running costs and energy bills for tenants)



Seek to establish an ongoing dialogue with tenants about value for money and how this can be
improved

Governance


Carry out a recruitment exercise in 2020 for new Management Committee members, targeted at
particular skills areas we have identified in our work on succession planning



Ensure that our committee members receive quality training and development support



Implement our new strategy for ensuring that office-bearer roles can be filled effectively



Develop alternative ways that will enable us to actively engage with our communities



Continue to develop the work we carried out in 2019 in relation to compliance with regulatory
requirements and our associated systems for assurance

Sound Finances and Risk Management


Use the best information available when we are developing assumptions for our budgets and
longer-term financial projections (e.g. Bank of England for inflation and cost of borrowing)



“Stress test” our future cashflows and the underlying assumptions



Carefully monitor our covenant compliance



Review by FMD of all assumptions and supporting data in MPHA’s financial projections, as part of
next year’s Business Plan Update



Strong focus on risk, by senior staff and the Finance, Audit and Risk Review sub committee



Review of pensions by the Finance, Audit and Risk sub committee, with specialist advice provided
by Spence & Co
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CHAPTER 1
Introduction
This document is Molendinar Park Housing Association’s Business Plan for the three-year period
from 2019/20 to 2021/22.

The Business Plan sets out:
•

The Association’s strategic objectives and priorities

•

The strategic challenges and opportunities that will influence our work

•

Analysis of our core activities - housing services and asset management – and our plans
for these areas

•

How we will ensure effective governance and organisational management, and deliver
good value for money

•

Our detailed financial plans and projections

•

The risks we might face and how we will manage them.

The main audiences for the Business Plan are:
•

The Association’s Management Committee (MC) and staff team

•

Our tenants, who will receive a summary of the main contents of the Business Plan

•

Our partners and stakeholders

•

Our funders and regulators.

In implementing the Business Plan, we will:
•

Provide the MC with assurance about the achievement of the strategy, objectives and
priorities it has set

•

Communicate the Plan to our staff team and make sure that our ways of working support the
delivery of the Business Plan

•

Make sure that the Association continues to be sustainable and financially viable in the
short, medium and long term.

In preparing the Business Plan, we have referred to the Scottish Housing Regulator’s
Recommended Practice publication on business planning, and other relevant regulatory guidance.
The Business Plan will be updated annually, as described in Chapter 13 of the Plan.
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CHAPTER 2
The Association’s History and Achievements
Molendinar Park Housing Association (MPHA) was established in 1993 and operates to the
east of Glasgow city centre. We own 495 properties for social rent in the Bridgeton, Bellgrove,
Castlemilk and Dalmarnock areas of the city and provide factoring services to 254 householders
in these communities. Our rented housing stock includes a very popular sheltered housing
development in the Castlemilk area of the city.
With the exception of our 31 homes in Castlemilk, all of the Association’s housing stock is
located in the east end of Glasgow, within the Calton multi member ward. The following map
shows the ward boundaries and where our housing is located.

Our housing stock is made up of properties which we have built ourselves and properties which
we acquired from the former Scottish Homes, when tenants in Dalmarnock voted to transfer
their tenancies to MPHA. Our developments have won a number of design awards over the
years and are popular with tenants as they combine good design with energy efficiency.
Tenants tell us that they are happy with the quality of services that we provide: we carried out a
tenant satisfaction survey in 2018 which confirmed that 96% are satisfied with the quality of
service that they receive from MPHA. Our performance is better than the Scottish average
against most indicators that are used by the SHR to compare Scottish social landlords.
MPHA’s original purpose was to regenerate the site of the former Meat Market and connect
Dennistoun with the eastern edge of Glasgow city-centre. By the late twentieth century, this
part of the city had fallen into decay as a result of decisions over a long period by, for example,
the University of Glasgow, the railway and the Meat Market to re-locate to other parts of the city.
The impact on the area was severe and the challenge was significant: to re-build communities
in what had become an industrial wasteland and make the area an attractive, desirable place
for people to live. MPHA celebrated its 25th anniversary in 2018 - we believe that we have
succeeded in our original aim: we have encountered significant obstacles, particularly in respect
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of the availability of funding and there is still more to do. MPHA is currently exploring potential
projects for housing and regeneration initiatives and this Business Plan establishes the
framework for these proposals to be progressed.
In 2017, MPHA embarked on a programme of comprehensive governance review which
established, at an early stage, that the composition of the Management Committee did not
accord with MPHA’s Rules. This situation was immediately notified to the Scottish Housing
Regulator with a request that the necessary action was taken to support MPHA to resolve the
matter. Using its statutory powers, the SHR appointed four members to the committee in April
2017. In October 2017, the appointments were ended as a result of MPHA’s significant
progress in addressing the identified issues and making the necessary arrangements to ensure
constitutional compliance. MPHA returned to low regulatory engagement in November 2018.
Strong, effective governance and compliance continue to be key priorities for MPHA and this
Business Plan identifies the measure that we are taking to ensure that we continue to
demonstrate high governance standards.

MPHA’s Achievements, in summary
•

The Association now provides nearly 500 homes for rent in the Bellgrove, Bridgeton,
Castlemilk and Dalmarnock areas of Glasgow.

•

The Association also provides 84 homes for shared ownership and shared equity, and we
provide factoring services to 252 owner-occupiers.

•

In the Bellgrove area, we have built 268 new flats and renovated a tenement building. In
doing so, we redeveloped large areas of derelict land, reconnecting east end communities
with the city centre. The Bellgrove developments have been highly acclaimed for their
quality, winning a number of prestigious architecture awards.

•

In 1999, the Association purchased a Sheltered Housing Complex in Drakemire Avenue in
Castlemilk and a small development around Finnart Square in Bridgeton from the
Government Housing Agency, Scottish Homes.

•

A year later we purchased 350 houses from Scottish Homes in Dalmarnock. Since then, we
have reversed the long-term voids problem that previously existed in the area and we
continue to invest in tenants’ homes to make sure they meet present day standards.

•

We have achieved excellent levels of customer satisfaction with most aspects of our
services, and our service delivery performance is better than national averages for almost
all Scottish Social Housing Charter indicators. The success of our “same day” repairs
service is just one example of the high standards we provide for our tenants.

•

Our voluntary Management Committee has provided the Association with effective
leadership throughout the Association’s history. Our present Management Committee
members bring a range of skills and perspectives to their roles and are committed to
ensuring the Association’s continued success.

•

We have a small staff team and a lean organisational structure. Our staff and customers
know each other very well and we pride ourselves in providing a highly personalised
service.

•

We have created a successful social business that is financially sustainable, in both the
short and longer term.
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While we are proud of our achievements, we are also ambitious for the future. The Association
will work hard to maintain and improve our performance, invest in our existing homes, and to
make a successful return to building quality new homes. The Business Plan describes how we
will address these objectives.
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CHAPTER 3
The Association’s Mission, Values and Strategic Objectives
Mission Statement
Molendinar Park Housing Association aims to sustain and create thriving communities across all
of our stock areas. We will do this by:
•

Pursuing excellence in service delivery for our customers

•

Investing effectively in our tenants’ homes and neighbourhoods

•

Being open and accountable to our tenants

•

Developing new homes where feasible, in smaller-scale developments that champion quality
and sensitive design and, where possible, promote the use of derelict sites.

Values
In everything we do, the Association will:
•

Be open, honest and transparent

•

Listen to our tenants, and keep our promises

•

Promote equality and be respectful to everyone we have contact with

•

Be responsible in our management of the Association's resources

•

Respect the environment.

MPHA’s Strategic Objectives
The Association’s strategic objectives for the three-year period covered by the Business Plan are
shown below. Each objective is accompanied by a list of Measures of Success, to help us judge
whether the Association is successfully achieving the objectives it has set.
Strategic Objective

Measures of Success

1) To provide quality,
affordable homes that are
managed and maintained to
the highest standards

•

2018 tenant satisfaction levels are maintained and
improved upon

•

Full compliance with the Scottish Social Housing
Charter

•

MPHA exceeds the Scottish National Average for all
Charter Indicators, and achieves “top quartile” results
for more service areas

•

Rents restructured to improve fairness and
transparency, and to enhance affordability for larger
house sizes/types

•

Tenants continue to receive a high performing repairs
service, and we complete more repairs at the first visit

•

New Asset Management Strategy implemented, with all
building blocks for effective asset management working
as intended

2) To invest effectively in our
properties
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Strategic Objective

3) To engage openly and
constructively with tenants
and residents

4) To create and sustain
communities that are
desirable and sustainable,
across all of our stock areas

5) To seek opportunities to
build new homes

6) To ensure that the
Association continues to be
well-governed and
financially sustainable, so
that we can deliver on the
priorities set by the
Management Committee

Measures of Success
•

Planned 5-year investment outcomes achieved across
all stock areas

•

Improved housing quality achieved in our Dalmarnock
stock and demand sustained

•

All legal obligations for tenant safety met in full

•

High levels of tenant satisfaction achieved for reactive
repairs and investment works

•

Increased involvement by tenants and residents in
decisions that affect them

•

Open dialogue held with tenants on the rent
restructuring proposals and annual rent reviews

•

Tenant co-operation in enabling investment works to be
carried out

•

New value for money strategy leads to more direct
engagement with tenants on value for money issues

•

MPHA funding of Improved welfare rights advice
service, provided by Money Matters

•

Tenants have improved access to the welfare rights
service and financial gains are achieved for household
incomes

•

Increased engagement with tenants informs ideas and
priorities for community support services in MPHA
communities

•

Strategic and financial support secured from Glasgow
City Council

•

Sites are suitably located, in relation to existing MPHA
stock, and will provide greater diversity in the housing
product we can offer

•

Innovative and sensitive design solutions put into effect

•

Where possible, derelict sites brought back into use

•

Positive contribution to meeting housing need and to
the creation or consolidation of sustainable
communities

•

Financial viability/sustainability are clearly
demonstrated

•

2018 Governance Review proposals put fully into effect

•

Ongoing governance self assessments carried out

•

Compliance with regulatory standards and requirements

•

Financial business plan uses robust assumptions and
results are stress-tested

•

Covenant compliance is monitored rigorously
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Strategic Objective

Measures of Success
•

Major repairs programme funded from existing
resources, with capacity maintained to borrow as
required for new development
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CHAPTER 4
Strategic Analysis
The Association’s strategy and delivery will be subject to a wide range of influences, pressures and
opportunities during the period of the Business Plan. This chapter begins by reviewing the local
context in the communities we serve, before moving on to examine the key external factors that we
need to take into account in our planning for the future.

1) The Local Operating Context
Summary
The Association is a mature and stable organisation. We can demonstrate strong performance
in service delivery, high levels of tenant satisfaction, and financial viability in the short and long
term.
Demand for our housing is generally good. While we have higher turnover and costs for our
interwar tenement stock in Dalmarnock, this has not prevented us from letting stock in this area
which continues to be a stable community. We monitor stock performance in Dalmarnock
closely, and the Business Plan describes our plans for bringing about improvements through
investment and careful management.
Compared with Glasgow, our customer base has significantly more older residents, single
person households, and people with health or disability issues. This has implications for our
own service delivery, and for the agencies responsible for meeting health and social care needs.
There are high levels of deprivation in all of the Association’s stock areas, and this is most
concentrated in Dalmarnock.
Glasgow City Council projections indicate that in the period to 2034, the Calton multi member
ward will have one of the highest rates of population growth in the whole of Glasgow, and this is
expected to be particularly strong for people of working age. The area already has a high
proportion of people aged under 35, and the market share of the private rented sector in the
Bridgeton/Calton areas is significantly higher than the city average.
We expect population growth to help sustain our neighbourhoods and demand for our homes,
and to be a catalyst for regeneration. Glasgow City Council is currently giving priority to east
end communities such as ours, in its decisions about funding for the construction of new homes.
The Association has a strong past track record in building new homes, and we are actively
pursuing opportunities to resume this role, albeit at a smaller scale than in the past.
We have identified sites for this purpose, although there is strong competition from other housing
associations.
We have an experienced and efficient staff team, who have a wide range of relevant experience.
Our size and staffing structure means we are exposed to “key person risk”, i.e. ensuring
continuity if a key member of staff leaves the organisation.
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SWOT Analysis
The MC and staff team have worked together to produce a SWOT analysis, to review MPHA’s
strengths, weaknesses, opportunities and threats. The results are shown below, starting with
an overview across the whole business and then looking at three areas that are of particular
strategic significance (i.e. Dalmarnock, new development, and financial viability).
1) Business Overview
STRENGTHS
•

WEAKNESSES

Good demand for our housing (with local
variations)

•

Small staff team

•

Vulnerability due to MPHA’s size

•

2018 Tenant Satisfaction Survey results
are very positive overall

•

Office space and opportunities to expand in
current location are limited

•

Average rents for our most common house
sizes/types are competitive

•

Rent structure/levels have historic
anomalies

•

Up to date stock condition information

•

•

Tenant feedback on value for money can
be improved

Large-scale window replacement
programme in Dalmarnock completed
successfully

•

Approach to estate management is not
sufficiently structured at present

•

Will meet the EESSH by end 2020

•

Staff: small team, experience and
commitment

•

Governance framework has been
strengthened
OPPORTUNITIES

•

•
•

THREATS
•

Universal Credit and other Welfare Reform
measures

•

Meet tenants’ expectations about the
quality of their homes

Next generation of Scottish Government
energy efficiency measures (EESSH 2)

•

Implement the new Asset Management
Strategy

Introduction of further mandatory standards
for housing quality

•

Crowded out of opportunities by the private
sector and on occasion by larger housing
associations

•

Effects of the Athlete’s Village

•

Loss of community (facilities/services)

Potential for growth (Stoddarts Building –
Dalmarnock, and McNaught site –
Gallowgate) see Development, below

•

Increase resident engagement and
participation

•

Implement new rent restructuring
proposals from April 2020

•

Take opportunities to improve value for
money

•

Introduce new services or re-shape
existing services

•

Continue to strengthen partnership working
with GCC, other local housing associations
and local voluntary services/groups
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2) Financial Performance and Viability
STRENGTHS
•

Financially strong

•

Low debt per unit

•

Cash position is healthy

•

Covenant compliance is good

•

30-year financial projections are not
flagging up any concerns

•

Currently, no need to borrow more to fund
the 5 year major repairs programme

•

Loan portfolio is largely at variable rates,
and the bank rate continues to be at a
historically low level

•

Efficient

•

Benchmarking results on staffing
levels/costs are favourable

WEAKNESSES
•

New fire safety standards will require
significant investment

•

Increased investment costs, in response to
raising of physical standards by Scottish
Government

OPPORTUNITIES
•

Potential for growth through new
development

THREATS
•

Universal Credit and impact on rent
collection, tenancy turnover and write off of
bad debts

•

Requirement to act quickly to fix current
variable rate loans, if bank rates increase

•

Economic uncertainty caused by Brexit and
other factors (described later in this
chapter)

3) Dalmarnock
STRENGTHS

WEAKNESSES

•

Community cohesion and spirit

•

Higher turnover in interwar tenements

•

Improved properties – new windows

•

•

All properties are let – low void loss,
demand continues to exist

Tensions with newer developments, i.e.
Athlete’s Village

•

Backcourts

•

Central location

•

Loss of community (facilities/services)

•

Good sporting facilities

•

Criminal activity

•

Adventure playground

•

Child/fuel/general poverty

•

Demographics – good mix

•

Reliance of residents on benefits

•

Low turnover in 1980s and cottage style
properties

•

Sporting facilities too expensive for local
residents to use

•

MPHA experience in the area

•

Lack of retail
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OPPORTUNITIES

THREATS
•

Development of newer properties in the
area by other landlords, potentially
resulting in risk of lower demand for MPHA
homes

Attract more local people to the MC

•

Universal Credit/Welfare Reform

Improve service levels and increase tenant
satisfaction

•

Increased crime rates

•

Ageing population – challenges for social
care and housing services

•

Lack of external funding – e.g. delays with
funding for medical adaptations

•

Increase in rent arrears

•

Increased MPHA spend on legal fees

•

Reduction in investment to properties

•

Local politics at GCC level

•

Development of new homes

•

Investment in our existing homes

•

Future-proofing houses by design

•
•

4) Development
STRENGTHS

WEAKNESSES

•

Strong track record from Bellgrove

•

•

Known for producing distinctive buildings
with high design value

Reliance on external funding, and the
terms must be right for the Association

•

Challenges and costs of developing
smaller and/or derelict sites

•

Ongoing maintenance of buildings

•

Committee and staff knowledge

•

Commitment to delivering a quality product

•

Realistic about scale of future
developments

•

Good working relationship established with
development agency services provider
(New Gorbals Housing Association)
OPPORTUNITIES

THREATS

•

Plenty of demand for our houses

•

Forecast population/household increases in •
the east end, and GCC focus on brownfield
sites
•
MPHA location

•
•

Land is available near our office and in
Dalmarnock

•

Build on positive dialogue with GCC

•

Failure to secure funding
Strong competition among housing
associations for opportunities and funding
Legacy of historic political relationships,
need to rebuild relationships with GCC
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Demographic Profile for Calton Ward and MPHA Tenants
Calton ward was home to 24,366 people living in 12,919 households at the time of the 2011
Census. The information panel below summarises the ward’s most significant features, while
Appendix 2 provides a more detailed demographic analysis, for reference.
29% of households had
dependent children
(Glasgow 23%)

10% of people had a
physical diability
(Glasgow 8%)

17% of population
were from BME groups
(Glasgow 15%)

19% of households
were lone parent with
dependent children

In 12% of households,
all occupiers were
aged 65 plus

17% of people had a
long-term health
condition or disability

(Glasgow 9%)

(Glasgow 14%)

(Glasgow 13%)

8% of people had a
mental health
condition

58% of people aged 16
to 74 were
economically active

67% of households had
no access to a car or
van

(Glasgow 6%)

(Glasgow 64%)

(Glasgow 51%)

7% of population were
of "White Other"
ethnicity

3.6% of people of
population were of
Black African
Caribbean ethnicity

16% of population
were born outside the
UK

(Glasgow 4%)

(Glasgow 2.4%)

(Glasgow 12%)

MPHA’s customer base differs from the ward and citywide profile in some key respects:
•

We have significantly HIGHER proportions of older residents, single person households, and
people with health or disability issues, and

•

We have a LOWER proportion of BME residents.
Population Grouping

MPHA
tenants (1)

Calton Ward
(2011 Census)

1) % aged 65 or more

37%

14%

2) % aged 75 or more

12%

7%

3) Single person households as % of all households

66%

50%

4) % with long term illness, health problem or disability which
limited their daily activities or the work they could do

46%

17%

5) % who were not of White Scottish or White British ethnicity (1)

4%

17%

Future Changes in Population
Official projections suggest there could be a 7% increase in Glasgow’s population over the next 25
years, along with 24% more households. The projections also forecast 38% more lone adult
households, and a 54% increase in the number of older people aged 75 or more. (2)

(1) Result for MPHA is extrapolated from 2018 Tenant Satisfaction Survey (i.e. based on a sample of
200 MPHA tenants).
(2) National Records of Scotland, Glasgow City Area – Demographic Factsheet (October 2016)
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GCC projections for the city’s 23 Multi-Member Wards suggest that future population growth in
Calton ward could be the second highest in Glasgow, with only the Anderston/City/Yorkhill ward
having a higher level of projected growth. (1)
GCC states that population in Calton ward could increase by 15% to 24% between 2014 and 2024,
and by a further 10% to 18% between 2024 and 2034. The increases are greatest for people of
working age, with only modest increases forecast for older age groups. However, as already
shown, the Association has a much higher proportion of older residents than the ward as a whole.
The projections are likely to be influenced by several factors that are already in play:
•

There are very high levels of younger adults in the area (indigenous and new residents)

•

There has been significant growth in private renting in parts of the ward

•

There have been large increases in new housing for social rent and for sale, with more in the
pipeline

•

Land for more new development is available, albeit sites often have significant constraints.

The forecast population growth and the area’s regeneration needs suggest that it should continue
to be a priority for GCC investment in new housing. The forecast rates of population increase also
support the case for further development by the Association.

Deprivation in MPHA’s Communities
The Scottish Index of Multiple Deprivation 2016 (SIMD) shows that MPHA’s stock areas have
some of the highest levels of deprivation in the whole of Scotland.
The SIMD divides Scotland into 6,976 small areas, or “datazones”. Using a range of statistical
information, each datazone is ranked from most deprived (1) to least deprived (6,976). The
calculations cover all types of deprivation combined (the overall SIMD rank) and specific issues
(known as “domains”), which include income, health, employment, education, housing and crime.
The results for MPHA’s housing stock areas are shown below:
Overall
Rank

MPHA Stock Area
(datazone-based)

Income
Rank

Employ’t
Rank

Health
Rank

Education
Rank

Housing
Rank

Crime
Rank

Dalmarnock Rd/Court
Dalmarnock
Tenements/4 in a blocks
Finnart Square
Bellgrove
Drakemire

Key to colour coding (MPHA stock areas compared with all datazones in Scotland)
BOTTOM 10%

BOTTOM 20%

BOTTOM 30%

BOTTOM 40%

BOTTOM 50%

TOP 50%

(1) Glasgow City Council, Population And Household Projections 2014 - 2034 for Glasgow City’s 23
Multi-Member Wards (January 2018)
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The chart shows that:
•

4 of the 5 datazones where MPHA has housing are in the 10% most deprived in Scotland.
Bellgrove does a little better, but is still in the 20% most deprived datazones.

•

Deprivation is a major issue in all MPHA stock areas, but is most concentrated in
Dalmarnock.

•

The MPHA stock areas all score poorly in the key areas of income, employment, education
and health. With the exception of Finnart Square, the deprivation gap for recorded crime in
the other MPHA stock is narrower than for the other SIMD domains.

Despite long-term efforts by statutory bodies to tackle deprivation in the east end, outcomes
continue to be poor. The areas where the Association can contribute to the work that is needed
include:
•

Working with partners to address the prevalence in our communities of older tenants and
people who may be vulnerable and/or living in poverty

•

Income maximisation, through our welfare rights advice services

•

Tenancy sustainment

•

Partnership working with other agencies and services to make our communities better places
to live, and with better opportunities for local residents.

Local Housing Market
The most recent statistics on housing tenure are provided in GCC “Neighbourhood Profile” reports,
based on 2014 data. GCC has reported on Calton/Bridgeton and Dalmarnock/Parkhead as single
“neighbourhoods”. While it would have been more helpful to have information for Calton and
Dalmarnock only, the statistics are still useful.
% of all Housing by Tenure and GCC Neighbourhood
source: GCC Housing Stock Es mates, 2014
80

70

70
60
50

45

43
36

40
30

25

29
17

20

20
14

10
0
Calton/Bridgeton

Parkhead/Dalmarnock
Social Rent

Owner Occupied

Glasgow
Private Rented

•

Both areas have high levels of social rented housing, particularly Parkhead/Dalmarnock

•

Owner occupation is in the range 17% to 25%, compared with 43% for Glasgow

•

Calton/Bridgeton has a very high level of private renting (29%), double the level in
Parkhead/Dalmarnock (14%) and nearly 10% higher than the level for Glasgow (20%).

There are considerable variations in house prices and rent levels in the private rented sector.
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Average House Prices
At 1 July 2019, average house prices (£ thousands) in the previous 12 months were as follows:
Average House Prices 12 months ending 30 June 2019
source: Registers of Scotland/Rightmove
£200
£176

£180

£157

£ THOUSANDS

£160
£140

£126

£120
£100
£80

£74

£60
£40
£20
£0
Dalmarnock

Dennistoun

Gallowgate

Glasgow

Private Rents
The table below shows data for the third quarter of 2019, for the two main postcode areas where
the Association owns stock. Average rents for private rental properties let in both areas were
significantly lower than citywide averages:
Average Private Rents per Calendar Month by House Size (source: Citylets)
G40
G31
Glasgow
1 bedroom
2 bedrooms

£537
£670

£508
£703

£619
£823

Citylets report that the average time to re-let in G40 and G31 was lower than the citywide average,
confirming that there is good demand in both areas for private renting. This is further evidenced by
the Home Group’s forthcoming Meat Market development, which will provide 270 units for mid
market rent when complete.

2) The Wider Operating Environment
Summary
The wider environment in which we work and the requirements set by external bodies will each
have a major impact on the Association’s strategy and operations over the Business Plan
period. The Association will update our assessment of impacts and risks on a regular basis. At
the time of preparing the Business Plan, these are the factors likely to prove most challenging.
Universal Credit
We expect this to lead to reductions in rent collection and increases in bad debts. It will also
cause significant hardship for tenants. The impact of these risks is likely to increase, as more of
our tenants move to Universal Credit.
Brexit and the future performance of the economy
The risks of a disorderly or no deal Brexit were at their peak in autumn 2019, but now appear to
have receded as a result of the UK Government agreeing a new exit deal with EU member
states in October 2019. Depending on the outcome of the 2019 General Election, it is currently
expected that the UK will now exit the EU as planned on 31 January 2020, and that this will be
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followed by negotiations with the EU to establish new post-Brexit trade agreements. The
transition period for achieving this is very short (it is due to end on 31 December 2020). Failure
to agree new trade agreements in the required timescales could result in “no deal” risks reemerging. For that reason, Brexit will continue to be a cause of uncertainty and risk throughout
2020 and possibly beyond this.
Revised Scottish Housing Regulator Regulatory Framework
The Association will need to comply with the new Regulatory Framework published in April
2019. This will require a substantial input of resources, from the Management Committee as
well as staff. Beyond this initial programme of work, social landlords will be exposed to
significant risks if SHR considers that there have been compliance failures, possibly leading to
regulatory engagement.
Scottish Government targets on Climate Change and Energy Efficiency.
The Scottish Government has proposed a new “EESSH2” standard. This is based on all homes
in the social housing sector meeting EPC Band B by 2032, with a further goal for all social
housing in Scotland “as far as reasonably practical” to be carbon neutral by 2040. While this is
not short-term threat, the technical feasibility and financial affordability of meeting these
requirements will present huge challenges for all social landlords in Scotland.
New approaches to meeting homelessness
The Scottish Government and local authorities are seeking rapid reductions in the use of
temporary housing, with “settled” housing provided from the outset along with any support
required. This will improve access to housing for homeless people, while reducing access for
other applicants. A major investment in support services would also be needed.
A new financial framework for housing development
Funding for new housing, and the subsidy per new home built, have both been substantially
increased for the duration of the 2016 to 2021 Scottish Parliament. It is possible (and most likely
probable) that these arrangements will become less favourable after 2021.
The Association’s ability to manage these and other external risks is often limited, for example in
relation to factors such as Brexit, interest rates, inflation or government policy on taxation or
housing benefit. However, we can and must ensure that our financial planning assesses the
Association’s exposure should such risks occur, and the resulting implications for our overall
strategy. Achieving our objectives will demand a continued focus on sound and stable
governance and strong financial management.

In more detail
1) Political/Legal/Regulatory Factors
POSITIVES/OPPORTUNITIES
•

Regulatory engagement by SHR has been concluded

•

Good progress in restoring positive dialogue with Glasgow City Council, regarding future
development by MPHA
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•

Increased budgets and more sustainable grant levels are currently available for building new
homes, though this is not certain to continue beyond 2021

•

No additional housing legislation is proposed in the 2019 Programme for Government
THREATS/PRESSURE POINTS

Overall Political Environment
•

Continuing political uncertainty: Brexit and possible Scottish independence referendum

•

Austerity cuts to local services, including neighbourhood services that our residents rely on

Scottish Government (SG) Policy and Legislation
•

MPHA is now subject to Freedom of information

•

New fire safety legal requirements to be met in full by 2021

•

SG requirements on raising standards of energy efficiency (see “Environmental” heading, below)

•

Commencement during 2019 of Housing (Scotland) Act 2014 provisions on allocations, tenancies
and antisocial behaviour

•

EU General Data Protection Regulation now in force and will require continued attention

Regulation of Social Landlords
•

New SHR Regulatory Framework implemented from 1 April 2019, with some significant
compliance changes (e.g. landlord self assurance, Annual Assurance Statement, and revised
Regulatory Standards for governance and financial management)

•

Requirement to observe SHR requirements in many other areas, such as:
− Business planning;
− Financial performance and risk management;
− Asset management;
− Value for money; and
− The affordability and sustainability of rents.

2) Economic Factors
POSITIVES/OPPORTUNITIES
Welfare Reform and Universal Credit (UC)
•

The Scottish Government has made regulations allowing UC housing payments to be made
direct to landlords, with the consent of the claimant.

•

There are also standard DWP rules for “managed payments” to be made to landlords, where
tenants receiving UC have arrears of 2 months or more.

•

Hardship payments can be made to claimants waiting for their first UC payment and to claimants
who have been sanctioned.
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Inflation and Interest Rates
−

Interest rates continue to be at historically low levels (currently 0.75%). The Bank of England
(BoE) is forecasting only modest increases in the next 3 years, to around 1%.

−

Inflation is currently below BoE’s 2% target. BoE’s forecast is that inflation will increase
towards the end of the next 3-year period to just over 2%.

−

The BoE forecasts for inflation and interest rates assume there will be a smooth Brexit, i.e.
there would be a transition period to allow trade/other activities to carry on until long-term
arrangements are agreed with the EU.

Wages
−

After a long period of no growth, wages have begun to increase again.

THREATS/PRESSURE POINTS
Welfare Reform and Universal Credit (UC)
−

UC now rolled out to all UK Job Centres. MPHA will experience steady growth in the number
of tenants who receive help with housing costs through UC. This will affect all new tenants
requiring such help, as well as existing tenants whose circumstances change.

−

The 7-day waiting period and 5-week timescale for paying UC to new claimants will increase
rent arrears and hardship (e.g. food poverty). The repayment conditions for DWP’s hardship
payment scheme mean that many who would be eligible may decide not to claim.

−

Bedroom Tax not yet abolished, though Discretionary Housing Payments continue for the
time being with additional Scottish Government funding.

−

Reductions in tenants’ incomes, e.g. working age benefits levels frozen since 2016, plus real
terms cuts in some benefits such as Employment and Support Allowance. The freeze on
working age benefits is likely to end, following the 2019 UK General Election.

Brexit
−

For much of 2019, a disorderly or no deal Brexit was a substantial economic threat. The Bank
of England published a much-referenced but contested report in November 2018, stating that
a disorderly or no deal Brexit could result in major shocks to the UK economy in the first three
to five years after Brexit.

−

The position at December 2019 has changed significantly, as a result of the revised
Withdrawal Agreement agreed in October 2019 between the UK and EU member states. As a
result, the Bank of England has stated that:
“… the perceived likelihood of a no-deal Brexit has fallen markedly and the sterling
exchange rate has appreciated. The (Brexit) agreements are expected to remove
some of the uncertainty facing businesses and households, and the MPC projects that
UK GDP growth will pick up during 2020“.1

−

1

The UK Government’s intention (subject to the outcome of the General Election) is that the
UK will exit the EU on 31 January 2020, and negotiations will then take place with the EU on
permanent trading relations. There could still be a risk of adverse “no deal” type economic

Bank of England, Monetary Policy Report, November 2019
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consequences, if trade deals are not completed by the end of 2020 or within a mutually
agreed timescale. The likelihood of this happening will become clearer during 2020.
−

Depending on the outcome of the 2019 General Election, other outcomes are also possible.
These could include a renegotiated Withdrawal Agreement and another Brexit referendum on
whether to leave or remain in the EU.

MPA’s identified risks for a worst-case Brexit are as follows:
−

Higher inflation and bank rates

−

Increased cost of living for MPHA tenants, and increased operating costs for MPHA

−

Supply chain disruption for construction and maintenance materials

−

Increases in tender prices or materials costs, if the value of sterling were to fall.

Our strategy for mitigating any adverse impacts of Brexit would focus on planned maintenance
expenditure and spending on staff and overhead costs.
While there has been significant reduction in Brexit risks, MPHA will continue to take a prudent
approach until the issue is fully resolved. We will:
−

Closely monitor changes in the political and economic climate, and refer to advice provided
by government and our membership bodies etc.

−

Seek to maintain our working capital at a level equivalent to 12 months’ expenditure, to give
sufficient time to put plans in place for making any changes needed

−

Use the best information available (e.g. from the Bank of England and Scottish Government),
when forming our assumptions about future inflation and interest rates.

− Stress test our future cashflows and the underlying assumptions, and our future covenant
compliance under different economic scenarios (see Chapter 12 for further information).

3) Social Factors
POSITIVES/OPPORTUNITIES
•

Introduction of Rapid Rehousing and Housing First approaches is advocated as a significant step
forward in preventing and resolving homelessness.

•

Continued Scottish Government support for mitigating the Bedroom Tax, through Discretionary
Housing Payments.

•

Introduction of a new MPHA welfare rights service, in response to Universal Credit
THREATS/PRESSURE POINTS

•

Ageing population and trend towards more single person households - MPHA already has high
levels of tenants in both these categories.

•

Rising need for different services (e.g. telecare) and more accessible housing for older and
disabled tenants. Housing is just part of what’s needed – better health and social care services
will be vital, as will closer partnership working between health, social care and housing services.

•

Rapid Rehousing policy for homelessness will trigger rising demand from the City Council for
settled accommodation for homeless persons. The Council has recently proposed that social
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landlords in the city should make up to 50% of all lets to homeless referrals. MPHA – and other
social landlords – is deeply concerned about this proposal for a number of reasons, not least the
Council’s poor performance over a long period of time in making suitable nominations. There
would also need to be a quantum increase in the provision of support services funded by the
Council and other public agencies, to ensure that rehousing is sustainable as well as rapid.
•

Scottish Government National Taskforce for Human Rights Leadership set up, to develop a new
statutory framework for safeguarding human rights in Scotland.

4) Technological Factors
POSITIVES/OPPORTUNITIES
•

MPHA has access to DWP’s portal for Universal Credit

•

Digital access to information and services is becoming increasingly common across all public
services, including housing.

•

Service providers are likely to see growing demand for new ways of communicating and
accessing services, for customers who prefer to do these things online

•

Depending on the solutions offered, digital services require investment but may also have some
potential to make savings in staff time which can be re-directed to other areas of work.

5) Environmental Factors
POSITIVES/OPPORTUNITIES
•

MPHA’s major repairs programme (e.g. new windows and boilers) has had a positive impact on
energy efficiency and reduction of fuel poverty, and will continue to do so as a result of the
investment programme.

•

MPHA is on course to achieve Scottish Government energy efficiency standards (EESSH), by the
end of 2020.

•

Scottish Government plans to introduce a national Fuel Poverty Strategy in 2020
THREATS/PRESSURE POINTS

•

Continued mandatory raising of standards over the period to 2032, to meet Scottish Government
Climate Change targets.

•

EESSH2 will set compulsory standards to be achieved for social housing, an Energy
Performance Certificate rating of “B”. This will be extremely challenging, not just for MPHA but
also for the housing sector as a whole. The key challenges relate to funding, the need for the
market to develop new technology, and the risks of new technological solutions being quickly
overtaken by superior solutions.

•

New building regulations will be introduced to improve energy efficiency and the quality of
construction, with a requirement that new homes from 2024 must use renewable or low carbon
heat.
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Stakeholder Relationships and Priorities
The final part of the Strategic Analysis describes the Association’s relationships with our key
stakeholders, who are shown in the following table.
Stakeholders that are specific to MPHA

Strategic and Regulatory Stakeholders

•

MPHA tenants

•

Glasgow City Council

•

Local residents and factored owners in our
stock areas

•

The Scottish and UK Governments

•

•

Housing applicants

The Department of Work and Pensions
(DWP)

•

Our employees

•

The Scottish Housing Regulator (SHR)

•

Local partners with whom we can work to
benefit our tenants and the local area

•

The Office of the Scottish Charity
Regulator

•

Our lenders, auditors and insurers

•

The Financial Conduct Authority

•

Membership bodies (SFHA and GWSF)

Tenants and residents
This is the Association’s most important stakeholder group, since our main purpose is to provide
tenants with quality homes and services.
MPHA encourages tenants and residents to be involved in our decision-making, and their views
influence our actions. We are looking to increase our engagement with tenants and residents,
and our recent organisational review provides increased resources in this area.
We gather feedback about our tenants’ views by commissioning a detailed tenant satisfaction
survey (TSS) every two years.
We also regard factored owners and applicants for housing as our stakeholders. We factor 252
properties so factored owners are a significant grouping.

The wider community
We carry out a significant amount of work with residents in Drakemire, but we are less involved in
community engagement and involvement work in our other stock areas. The Association is keen
to address this, and developing networks at community level is a key objective of the Senior
Housing Officer post that was created as part of our recent organisational review.
We also wish to establish wider role services that would benefit our stock areas. We are currently
discussing various opportunities for partnership working with larger housing associations in the
east end. This is likely to be the best approach for the Association, taking account of our size and
staff resources. Partnership working would allow us to buy in to established services, which would
be tailored to local community needs in our stock areas.

Housing Benefit/Department of Work and Pensions (DWP)
The Association’s financial wellbeing and cash flow are very dependent on housing benefit
payments, since around 70% of our tenants receive full or partial housing benefit.
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We must maintain good working relationships with both GCC (Housing Benefit) and the
Department of Work and Pensions (Universal Credit). As more tenants switch to UC, we will
encourage tenants to have their housing costs payments made direct to us.

Lenders
The Association’s loan balances are in the region of £3 million and our principal lender is
Nationwide. As well as making loan repayments, we must also comply with covenants attached to
our loans. This requires us to make accurate calculations on an ongoing basis, with regular
reporting of results to committee and to the lenders.
Local Housing Strategy Objectives

Glasgow City Council
The City Council is the strategic
housing authority.
GCC’s Local Housing Strategy has six
objectives, which the Association must
address when seeking financial or
other support from the Council.
GCC plays the lead role in the city on
social housing investment and
homelessness.

1) Promote area regeneration and enable investment
in new build housing
2) Manage, maintain and improve the existing
housing stock
3) Raise standards in the private rented sector
4) Tackle fuel poverty, energy inefficiency and
climate change
5) Improve access to housing across all tenures

6) Promote health and wellbeing.

The Council is broadly supportive of our wish to develop, albeit this has not yet translated into
financial commitments.
GCC also delivers a number of neighbourhood services that the Association and our tenants rely
on, e.g. refuse collection, community safety and antisocial behaviour services.
We currently pay Community Safety Glasgow (CSG) to provide services for tackling antisocial
behaviour. The Association intends to carry out a value for money review of this service in the
near future.

Scottish Government and Parliament
The Scottish Government is responsible for legislation and policy on housing and a number of
other devolved matters. Current issues are described earlier in this chapter.

UK Government and Parliament
The UK Government’s Welfare Reform legislation has affected us more than any legislation that
has come out of Holyrood. Other matters reserved to Westminster also affect us, such as the law
on data protection and health and safety; macro-economic policy; taxation and public spending via
the Barnett Formula; and Brexit. This means we must be mindful of events and pipeline changes
from both legislative bodies.

Regulatory Bodies
The Scottish Housing Regulator (SHR), the Office of the Scottish Charity Regulator (OSCR) and
the Financial Conduct Authority are the Association’s regulators.
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SHR has the greatest impact on what we do. Its most significant powers include:
•

Assessing compliance with the Scottish Social Housing Charter

•

Setting and then assessing compliance with Regulatory Standards for Governance and
Financial Management

•

Intervening in the governance or management of RSLs, where it considers this is necessary to
secure improvement and protect the interests of tenants and other service users.

We submit our annual return and accounts to OSCR, but otherwise we do not have many direct
dealings with OSCR or the Financial Conduct Authority. We are aware of the importance of their
roles, and the effect that they could have on us should we breach their regulations. We therefore
take a healthy interest in both organisations.

Moldendinar Park’s Staff
Last but not least, we aim to create a positive, supportive working environment for our staff team.
We want all staff members to be clear about the Association’s purpose and priorities, and how they
contribute to achieving these. This is especially important since we have a small team and joining
up strategy and operations is vital to our success.
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CHAPTER 5
Governance
Constitution
MPHA is a charitable Housing Association which is constituted as a Registered Society in
accordance with the Co-operative and Community Benefits Act (2014): our FCA registration
number is 2400RS. Our Rules – which we reviewed in 2017 - are based on the Model produced
by the Scottish Federation of Housing Associations (SFHA) in 2015. We are also a Scottish
Charity (OSCR Registration SCO43725). We are a Registered Social Landlord (RSL) with the
Scottish Housing Regulator (Registration 274) and we submitted our first Annual Assurance
Statement in October 2019 which confirmed that the Association is compliant with the
requirements of the Regulatory Framework.
Membership
Anyone who is a tenant or customer of MPHA, or who is interested in and supports our aims and
activities, can apply to join the Association, in accordance with the Rules and Membership Policy.
Membership costs £1 and Shareholding Members elect the Management Committee at the Annual
General Meeting. Shareholding members can also stand for election to the Management
Committee. Towards the end of 2019, we began a membership drive to encourage people from
our communities to join MPHA and ‘have their say’ in what we do and how we do it.
Management Committee
MPHA is led by a voluntary Management Committee which currently has ten members who are all
volunteers: seven live locally and five are MPHA tenants. The Chair is a tenant of MPHA and the
Vice-Chair is a retired architect.
The Management Committee is responsible for:
•
•
•
•
•
•

leading and directing MPHA
setting the strategy
overseeing performance and compliance
ensuring that our services meet the needs of tenants and other customers
setting and monitoring the budget to both cover our costs and maintain rents at affordable
levels
employing staff

All committee members have valuable skills, knowledge and experience which they use to support
MPHA. In addition to knowledge of the local area and being a tenant / service-user of MPHA,
committee members also have valuable and relevant work / professional experience including in
the fields of architecture, finance, housing and IT. As well as bringing existing skills, knowledge
and experience, committee members have access to training when they join to enable them to fulfil
their role. Ongoing training, development and support are provided by MPHA and other agencies
to ensure that committee members are able to keep up to date and, each year, committee
members have the opportunity to review their contribution and the effectiveness of the committee
as a whole.
MPHA’s Rules permit a maximum of fifteen committee members and the Management Committee
intends to recruit additional members during the period of this Plan as part of its ongoing
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succession planning. Members can be either share-holding members who are elected at the AGM
or people with particular experience who can be ‘co-opted’ to the committee. Not more than one
third of members can be co-optees: two of the current committee members are co-optees.
Details of the membership of the Management Committee are provided at Appendix 1 and are
available from our website (www.molendinar.org.uk). The Management Committee usually meets
ten times a year; additionally, the Committee holds an annual Away Day which is also attended by
staff; it provides an opportunity to review progress, consider new initiatives and agree future plans
and priorities. We are members of SFHA and the Glasgow and West of Scotland Forum – these
organisations provide committee members and staff with access to good practice advice, sector
information and training.
Our Governance Structure
During 2017-18, MPHA undertook a governance review which resulted in the implementation of a
comprehensive Action Plan to introduce new governance arrangements. The current governance
structure is a consequence of that Review. The governance review established a new
governance structure which emphasised the key responsibilities of the Management Committee
(strategic direction and leadership, compliance and performance) and delegated responsibility for
scrutiny in specific areas to two sub-committees. As a consequence of the governance review the
Local Management Committees (LMCs) ceased to exist because they did not meet our
constitutional requirements: people from the LMCs continue to serve on the Management
Committee and a key priority during the period of this Business Plan is the further development of
our engagement with our local communities.
The Management Committee is supported by the Director, who is also the Association’s Secretary.
It has established two sub-committees which are responsible for exercising scrutiny over specific
aspects of MPHA’s business. The Finance, Audit and Risk sub-committee meets four times each
year and considers management accounts, internal audit reports and monitors the risk register. It
is supported by the Asset Manager, with input from our finance agent. The Services subcommittee also meets four times annually and considers all aspects of service delivery and
performance; it is supported by the Senior Housing Officer.

Management
Committee
Finance Audit
and Risk

Services

Both sub-committees report to the Management Committee. The Management Committee may
establish short-life working groups to take forward specific ideas and make recommendations to
the Management Committee: such a working group planned MPHA’s activities to celebrate the 25th
Anniversary in 2018 and another oversaw the association’s re-branding in 2019.
In recent years, significant work has been undertaken to strengthen the quality of reporting to the
Management Committee: agendas and reports have been reviewed and streamlined and, as a
result, committee members noted during the 2019 annual reviews that they feel better informed
and more influential. During the period of this Business Plan, we will continue to review our
governance arrangements to ensure that we are strong in our compliance with good practice and
the SHR’s Regulatory Standards of Governance and Financial Management.
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Staff Team
MPHA staff structure has ten permanent posts, following an organisational review which was
approved by the Management Committee late in 2018. The Director is directly accountable to the
Management Committee and is responsible for all of the organisation’s operational activities; she
leads the staff team which delivers all of MPHA’s services to tenants and owners as well as well as
our corporate services and governance functions.
The new staff structure has been implemented gradually during 2019: four new appointments have
been made and incumbent staff have either continued in their previous roles or been ‘matched’ into
corresponding roles in the new structure. As a result of the resignation of the Finance Officer in
the summer of 2019, the duties previously undertaken by that role are currently being undertaken
by an Agent (FMD Financial Services) who are recognised experts in the sector. The
Management Committee agreed, in principle, that MPHA should seek to recruit and train a Modern
Apprentice and the intention is that this ambition will be achieved during the life of this Plan.
Director

Asset
Manager
Senior
Housing
Officer
Housing
Assistant

Maintenance
Officer
Senior
Housing
Assistant

Customer
Service
Assistant

Finance Agent

Corporate
Services
Officer

Warden

Key Governance Activities and Business Plan Priorities
Succession Planning: the Management Committee has agreed and adopted a profile which
describes the range of skills, knowledge and experience that it needs to lead MPHA to successfully
deliver its aims, objectives and priorities. The profile will be reviewed annually to ensure that it
continues to meet the Management Committee’s changing requirements. Targeted recruitment will
be undertaken in 2020 to ensure that the management committee has the range of skills
necessary to support the delivery of this new Business Plan. Training and development are
important elements of succession planning and existing committee members will be supported to
ensure they are able to keep up to date in a rapidly changing environment. Looking ahead, the
Management Committee will support members to take on additional responsibilities to ensure that
office-bearing roles can be filled effectively. To support this strategy, consideration is being given
to rotating membership of the sub-committees. To demonstrate good governance and support
effective succession planning, the Management Committee has agreed that, from 2020, the ‘nineyear rule’ will be applied to those committee members who, because of their previous involvement
in the LMCs, have been associated with MPHA for nine or more years.
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Being Accountable to MPHA’s Communities: MPHA’s tenants consistently confirm that they are
satisfied with the quality of services provided by their landlord and with opportunities to consult.
MPHA is committed to engaging effectively with the communities where its housing stock is
located: the LMCs were not an effective means of achieving that and, during the period of this
Plan, it will be a priority to develop alternative ways of actively engaging with our communities.
Membership: By joining the Association, anyone who lives in one of our communities or who
supports our aims and objectives can become involved in helping to shape our plans. We will
actively engage our members in consultations and circulate information about our plans.
Shareholding membership is being promoted in all of our communities and we are aiming to
increase our membership by X% over the period of this Plan.
Compliance: Strong accountable governance is critically important to MPHA. We are satisfied
that we responded swiftly, effectively and appropriately to the governance challenges that were
identified in 2017 and we are confident that our governance structure is currently fit for purpose.
We recognise that good governance is an ongoing priority that has to be actively supported and
managed. We have developed a comprehensive evidence bank to support the submission of our
first Annual Assurance Statement in 2019 and we are reviewing our reporting arrangements to
ensure that the bank can be maintained effectively going forward. We will learn from our own and
the sector’s experience of the introduction of the 2019 Regulatory Framework and we will adapt
our practices as required to ensure that we take account of specialist and sector advice.
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CHAPTER 6
Housing Services
Housing Services We Provide
Molendinar Park Housing Association (MPHA) provides a comprehensive range of tenancy and
neighbourhood management services. These include:
•

Housing applications, lettings and facilitating mutual exchanges

•

Rent collection and managing rent arrears

•

Providing a Welfare Rights Service to provide money/benefit advice, assisting tenants
experiencing serious difficulties with their energy bills

•

Estate management inspections, complaints and follow-up actions

•

Environmental maintenance

•

Visits to new tenants to help them settle into their homes and make sure that tenancies have
got off on the right footing

•

Working with other service providers to maintain and enhance the quality of the
neighbourhood environment

•

Grass cutting scheme for older and/or disabled tenants

•

Tenancy management and sustainment, including dealing with tenancy permission requests,
breaches of tenancy conditions, and antisocial behaviour

•

Promoting resident participation and involvement

•

Liaison with agencies and service providers working with tenants who have care or support
needs

Profile of Molendinar Park Housing Association’s Tenants
The following profile of 495 tenants is based on the 2018 Tenant Satisfaction Survey (200 tenants
interviewed). This level of interviews provides us with assurance that the results are accurate to
+/- 5.3%.

56% have been tenants
for more than 10 years

19% have been tenants
between 6 and 10 years

48% of tenants are
aged 60 and above

66% are single adult
households

42% of tenants have a
household member with
a mobility or physical
diability or some other
condition

78% of tenants find
rents easy/fairly easy to
afford
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Most Molendinar Park Housing Association Tenants have low incomes
• 69% of tenants receive full or partial housing benefit

MPHA tenants and people on the housing list have different age profiles
Age Profile - MPHA Tenants / Waiting List Applicants
(Figures as a percentage)
Blue - Housing Applicants/orange - MPHA Tenants
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•

35% of existing tenants are aged 20 to 40 (31% for applicants on the waiting list, a
difference of only 4%).

•

10% of existing tenants are aged 41-50, compared with 18% of applicants on the housing
list (almost double the level for existing MPHA tenants).

•

43% of existing MPHA tenants are aged 61 or over, compared with only 28% of people
on the housing list.

The high level of demand from older people in both groups can be seen by comparing the
MPHA statistics with the wider population. 2011 Census results for Calton multi-member
ward show that only 12% of the population was aged 65 or over, while the corresponding
figure for Glasgow as a whole was 14%. In the wider context of an ageing population, MPHA
can expect to see more tenants aged 75 or over in future.
It’s likely there will be changes in the services that tenants will need in future.
•

This could include more tenants needing adaptations, telecare or social care services to
stay in their homes.
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•

MPHA has a good working relationship with the Health and Social Care Partnership
when requests for adaptations are received. We will continue to keep good working
relationships, and signpost tenants to the relevant services if they need more intensive
support where they are not already in touch with those services.

•

If there are more older people living in tenement flats who can no longer manage stairs,
we would be under a lot of pressure to provide the type of rehousing needed. 82% of our
2 apartments and 77% of our 3 apartments are tenement flats.

•

It is also possible that turnover in tenancies could reduce. If there are more older tenants
who are living for longer and able to stay in their current home, the rate at which
properties become available could reduce.

Service Delivery Performance
We analyse and report on our performance in the following ways:
•

The Management Committee sets performance targets annually, and then monitors
results along with the relevant sub-committees.

•

We publish an Annual Charter Performance report, delivered to all of our tenants.

•

We benchmark our performance against comparable organisations and the national
averages published by the Scottish Housing Regulator.

A detailed 3-year analysis of our performance in service delivery is provided in Chapter 10 of the
Business Plan, on Value for Money. The analysis demonstrates that MPHA’s performance is
generally of a very high standard when compared with our peers and with the Scottish national
average figures.

Tenant Satisfaction Results
MPHA’s most recent Tenant Satisfaction Surveys (TSS) were carried out in 2018 and 2015.
The following table shows the headline satisfaction ratings from both surveys, and compares these
with the Scottish National Average and with the two housing associations that are our nearest
neighbours.
The percentages in the table are the level of satisfaction expressed by participating tenants, and
the comparison results are drawn from the 2018/19 Annual Return on the Charter (ARC).
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Tenant Satisfaction Benchmarking Results
Satisfaction Measure

MPHA Results

Comparison Results (ARC 2018/19)

2018

2015

National
Average

Milnbank
HA

Parkhead
HA

Overall Service provided

96%

93%

90%

96.1%

86.9%

Keeping tenants informed
about services/decisions

96%

93%

92%

96.4%

90%

Opportunities to participate
in decision making

98%

90%

86%

92.9%

83.4%

93.8%5

87%

92%

91%

100%

Satisfaction with the
quality of your home

91%

77%

88%

92%

83%

Rent charged is value for
money

89%

91%

83%

97%

74%

Management of
neighbourhood

98%

82%

88%

96%

80%

Repairs and maintenance

•

These results show that MPHA’s satisfaction results have improved for 6 out of the 7
measures. Areas of improvement included:
− The level of satisfaction with opportunities to participate in our decision-making
processes increased from 90% in 2015 to 98% in 2018 (Scottish Average 86%)
− The level of satisfaction with quality of your home increased from 77% in 2015 to 91% in
2018 (Scottish Average 88%)
− The level of satisfaction with the management of your neighbourhood increased from
82% in 2015 to 98% in 2018 (Scottish Average 86%)

•

Satisfaction with value for money reduced slightly from 91% to 89% in the 2018 TSS, however
this is still 6% higher than the Scottish average of 83%. In all other areas shown in the table,
MPHA’s satisfaction rating was between 91% and 98%.

•

When compared with our local peer group, MPHA’s level of tenant satisfaction has increased in
most categories. Like MPHA, Milnbank HA also has very high levels of satisfaction and our
performance is broadly comparable to theirs. We have better satisfaction ratings than
Parkhead HA on all but one measure.

5

MPHA carries out a continuous satisfaction survey for our repairs service. The satisfaction rating
shown in the table is drawn from this source and was reported in our ARC return for 2018/19
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Molendinar Park Housing Association’s Survey includes feedback on a much wider range of topics
than the Charter Indicators. The full Survey shows that we have very good levels of satisfaction in
areas such as customer care and the quality of information we provide tenants with.

Performance Benchmarking for Housing Services
2018/19 ARC benchmarking results are summarised below. Further analysis of performance over
a 3-year timeframe is provided in Chapter 10, Value for Money.
2018/19 ARC Commentary
Tenancy and Neighbourhood Management
• A high proportion of tenants (98%) are satisfied with our management of the neighbourhood.
•

The percentage of antisocial behavior cases resolved was 85.7% (national average is
87.9%). We have recently approved an updated policy, which should assist in improving
performance. Instances of anti-social complaints are exceptionally low, so the percentage of
cases stated relates to a very small number of complaints.

•

Completion of disabled adaptations took longer to process than first anticipated. Although
projects had been identified and approved within timescales, we were unable to proceed due
to waiting on the appropriate funds becoming available in the following financial year.

Voids, Lettings and Tenancy Sustainment
✓ We performed well on the sustainment
of new tenancies
✓ The amount of money collected for
current and past rent was 100.3% of
the total rent due in the year,
compared to the Scottish average of
99.1%.
✓ MPHA did not collect 0.5% of rent due
because homes were empty,
compared to the Scottish average of
0.9%
✓ It took an average of 24.3 days to re-let
homes, compared to the Scottish
average of 31.9 days.

Rent Arrears
✓ We were above the peer group and national
average (99.1%) for the percentage of rent
collected. (MPHA – 100.29%, Milnbank HA
98.14%, Parkhead HA – 98.55%)

✓ Our rent arrears performance was better than
our peer group and the national average.
MPHA’s arrears in 2018/19 were 2.84%,
Milnbank HA was 6.37% and Parkhead HA
4.64%

✓ We wrote off 39.4% of former tenant arrears in
2018/19 (Milnbank HA 55% and Parkhead HA
36.1%)

Tenant Engagement
MPHA uses a number of methods to engage with residents, including:
•

Formal consultation exercises, for example on the annual rent review and on major policy
changes.

•

Using our resident newsletter to promote opportunities to participate.
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We also use a variety of methods to communicate and inform, including:
•

The residents newsletter and other mailshots as required

•

Text messaging

•

The MPHA website, which has been substantially improved during 2019

•

MPHA’s Twitter feed.

We are making increased efforts to make use of technology to communicate with tenants, using a
method most convenient to them
Our 2018 Resident Satisfaction Survey found that 98% of tenants were satisfied with the
opportunities available to participate in our decision-making (12% higher than the national
average of 86%).
We also asked how tenants would like to be kept informed. The preferred method of being
kept informed was by newsletter (94%). Other methods were as follows:
•
•
•
•

Mailshots (30%)
Text Messaging (51%)
Apps on phone (36%)
Facebook (33%)

Homelessness
In 2018/19, MPHA let 5 tenancies to homeless applicants. While referrals from Glasgow City
Council have been few in number, we actively contact the Council with various properties that
become available. There is a particular problem (also reported by other housing associations in
the city) with the Council referring people who have not stated our areas as their choice, with the
result that they are not interested in the offer made to them.
Glasgow City Council hopes to reduce the time spent in temporary accommodation by enabling
homeless households to access settled accommodation quickly and sustain tenancies. Following
Glasgow City Council’s implementation of the Local Letting Plan for Glasgow, they have
formulated a Rapid Rehousing Transition Plan, as a result of which they are proposing that they
access 50% of MPHA lets over a year. This would be unreasonable, due to the existing low level
of referrals received and the number of current lets. It would also require substantially more
resources for support services, but it is not yet clear how the Council would provide and/or fund
such services.
MPHA’s experience shows the need for GCC to discuss more details with Homeless applicants
when initially being interviewed on areas of choice to avoid a refusal of housing and ensure that
tenants are potentially settled within chosen areas, thus improving the prospects for new tenancies
being sustained. We have been advised that further training has now been carried out to
caseworkers in order that future referrals will assist the applicant on informed choices of rehousing.
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Welfare Benefits Advice
The main focus of our efforts at present is benefits advice and income maximisation, a service that
we have recently taken in house. This has become a major priority following the rollout of
Universal Credit and the impact that other Welfare Reform measures are having on tenants’ ability
to pay their rent.
We encourage tenants to contact us immediately if they have any difficulties maintaining their
rent/rent arrears payments and we will make every effort to assist with individual situations and
where necessary signpost to apply for relevant benefits.
Our previous practice of referring tenants to Citizens Advice Bureaux no longer provides the level
of service that is needed. Following Management Committee approval, MPHA now offers our own
Welfare Rights Service. This service has been operational since September 2019 for an initial
period of 6 months with a view to extending the service in the future.
The following graph shows examples of the range of queries which the Welfare Rights Officer can
assist tenants. This is for the period from 3rd September to mid October 2019.

Welfare Rights Case Breakdown
Universal Credit
Sure start Maternity Grants
Personal Indendence payment
Housing Benefit/Local Housing Allowance
DLA - Both
Discretionary Housing Payment
Council Tax Reduction
Benefit Check
Attendance Allowance
Money Guidance
Miscellaneous
Energy
Debt
0
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In that short period, we expect that the financial gains achieved will be in the region of £17,100.
Benefit Check
Council Tax Reduction
Housing Benefit/Local Housing Allowance
Universal Credit
Total

£8093
£791
£5204
£2999.
£17087

In addition, there has been a total of £1789 financial gain for tenants with Council Tax arrears. The
total expected financial gain is £18879. This has been very positive and will assist tenants to not
only make rent arrears payments but can also assist in personal payments, for example applying for
pension Credits, disability benefits, etc.
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Business Plan Priorities
Universal Credit
The impact of Universal Credit (UC) on MPHA is set to increase substantially, following the rollout
of full digital service UC in late 2018.
This means that all working age people making a new claim will receive UC, and that existing
Housing Benefit recipients will be switched to UC if they have a change of circumstances. Claims
must be made online.
MPHA has been managing and monitoring the impact of Universal Credit since it began. This will
be our most important priority during 2020/21, so that we can control effects on rent accounts and
our tenants.

The most important measures we will take will include:
•

Intensive arrears management, to contain increases in rent arrears as far as possible

•

Providing tenants and residents with continued access to an in-house welfare rights service.
The objective of this service is to help tenants to maximise their incomes and therefore
improve their ability to pay their rent. Welfare Rights Services can also give advice on fuel
advice when required.

•

Maintaining/developing links with local partner organisations that can provide tenants with
practical support, e.g. our work on food poverty with the Glasgow North East Foodbank
providing tenants who require food parcels.

•

Providing information and support to tenants through our quarterly newsletters, and with
more use of digital communication methods.

•

Ensuring that our staff attend relevant training and forum meetings to keep updated on
developments, and that Management Committee also receives training and briefing.

•

Ongoing liaison and communication with DWP including the local Job Centre. We now have
in place secure email communication with DWP, and DWP has granted the Association
access to the Universal Credit portal.

•

Encouraging all of our tenants who are on UC to authorise direct payment of the housing
costs element to MPHA.
Tenants can ask DWP to pay UC Housing Costs directly to the Association. We encourage
tenants to consider this if they do not feel able to maintain regular payments. Currently the
payment cycles from DWP mean that direct payments are being made well outwith the
tenant’s payment dates. This is something that is being reviewed by DWP.

•

Applying to DWP for Managed Payments to Landlord and payments to arrears where
appropriate;
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•

Ensuring that Welfare Reform risks are regularly reviewed and reported to Committee

•

Helping tenants who require assistance to complete online applications for benefit related
monies.

Satisfaction and Service Performance Results
While we will not have a further full-scale resident satisfaction survey during 2019/20, we will
reflect on what more we can do to improve our performance and tenant satisfaction with our
service delivery.
We will continue providing good quality services to our tenants. This will be measured in ongoing
tenant satisfaction surveys covering, for example, our Repairs Service and our Estate
Management Surveys.

Welfare Rights Service
Subject to the outcome of the review already described, we hope to continue to provide our
tenants with a Welfare Rights Service, to assist in maximising incomes for people living in MPHA’s
communities.
We will also continue to signpost tenants to other specialist services that can provide expert
support, including Budgeting Services, My Money, Citizens Advice Bureau, and GHeat.

Resident Engagement and Partnership Working
We will take action in the following areas:
•

Good communication with our tenants. We will continue to provide newsletters and other
written communications throughout 2020/21. As a minimum, this will include a Winter and a
Summer newsletter, Annual Landlord Report, Rent consultation letter and any relevant policies
which require tenants’ feedback.
Our Housing Assistant carries out regular Estate Management in our area. As part of our Estate
Management inspections, our Housing Assistant makes direct contact with tenants on their
satisfaction with our staircleaning and landscaping services. Any issues arising will be passed to
our contractors to quickly be resolved. The Association also uses social media to communicate
with our tenants.
Our new website went live in October 2019. The website informs applicants on how to apply for a
home, lists all our current policies and update the latest news along with more recent events.

•

More tenant participation. We actively encourage our new tenants to become members of MPHA
and use our newsletter to update the community on the various news items including subjects such
as what is happening in our areas.
MPHA is working towards increasing tenant participation activities. The introduction of
HomeMaster will, eventually lead to our tenants having access to their rent accounts. They will be
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able to report repairs, check their rent accounts and view the online portal which will which provide
documents such as Newsletters, Rent Consultation Letters and policies etc. We continue to
advertise and recruit new Committee members on social media, newsletters and within paperwork
issued prior to our AGM.
•

Greater community cohesion. We have good working relationships with local community
groups, service providers and other social landlords. We will continue to foster and strengthen
these relationships. MPHA is becoming more involved in wider role activities. We are developing
relationships with local community organisations which will assist in supporting our tenants.

•

Community awareness/visibility of MPHA. MPHA are regularly working in the community and
through good working relationships with our tenants, we have a good knowledge of the issues that
can arise. We will continue to review and develop such issues through our work practices and
policy development. We will continue to consider our options for funding/development opportunities
that will benefit our communities. In addition, we will continue to meet with other RSL’s and
discuss future opportunities. The website is continually being updated to notify tenants and
applicants of latest news articles and changes with the Association.

Tenancy sustainment
In addition to the Welfare Rights Services already described, we have updated various policies
that contribute to tenancy sustainment (such as the Anti-Social Behaviour Policy, Allocation
Policy, Sustainability Policy, and Asset Management Policy).
Our future priorities will be:
•

Establishing more relationships with local charities and organisations through wider role
activities

•

Development /Funding Opportunities to develop new stock

•

Introducing the updated Tenant’s Handbook

•

Introducing a Domestic Abuse Policy (to be finalised and approved by Committee)

•

Continuing Estate Management Inspections

•

Following the recent addition of further staff, we will ensure that we will be less office based
and more reactive in our neighbourhoods.

•

Maintain good housing management practices such as dealing with Anti-Social Behaviour,
Rent Arrears and Allocation policies including increasing efficiencies and encourage tenancy
sustainment in our communities.

.
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Homelessness
The Association is fully committed to providing accommodation to homeless households through
the referral process. We have the capacity and commitment to do this, but the present referral
process must work better for homeless households by addressing the problems described
earlier in this Chapter.
MPHA will continue to work with GCC to address the present difficulties with providing referrals,
so that these are much better matched to homeless applicants’ choices about where they want
and often need to live, to access family and social support and other needs.
We will also work with other landlords in the city to agree a more transparent and sustainable
basis for the Council’s proposed target levels of referrals to housing associations.

Estate Management
On a day-to-day level, we will work closely with our tenants and try to resolve any
issues/complaints arising.
Beyond this, we have a comprehensive Estate Management programme to assist in improving
our areas and we have formed links with other contractors and services. We have introduced a
grading system for estate management inspections, and this ensures we carry out more frequent
and more thorough inspections in areas that require more attention and makes an efficient use
of staff resources.
For example, the area of Dalmarnock (an A Graded inspection area) has challenging issues and
more intense Estate Management will seek to improve the quality of the local environment which
also contributes to wider strategic goals, such as reducing turnover in the area.
We have good working relationships with our regular landscaping and stair cleaning contractors
and contact them if there are any issues that arise and are quickly resolved.
We have introduced a new housing management computer system which will allow tenants to
become interactive through a portal. Tenants will be able to check their rent accounts and repair
requests. In addition, tenants will have access to our website which gives relevant information
such as newsletters, etc.
Valuable links have been made with local community groups offering tenants information of
events coming up in their area which encourages the wider role of Molendinar Housing
Association
Molendinar Park Housing Association continue to update relevant policies such as anti-social
behaviour, allocations, etc. to ensure that areas are well managed and we are addressing
In addition, links have been made with Police Scotland to discuss local issues to assist tenant
sustainability in the area.
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Explore new opportunities and services
As noted in Chapter 9 of the Business Plan, MPHA intends to explore in the coming year the
feasibility of employing direct labour staff who could perform tasks that would benefit tenants, for
example a handyperson service to carry out small repairs for older or disabled tenants and
environmental maintenance work.
We will continue our efforts to update tenants’ personal details, as this will help us offer more
choice in how tenants can contact us. As noted in the previous section, we will also work to
make the Homemaster customer portal available to our tenants.
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CHAPTER 7
Asset Management
Profile of our Housing
The Association currently owns 495 rented homes. The type and distribution of the housing stock
is as follows:

Number
Dalmarnock total

325

Number
Gallowgate total

111

Dalmarnock Main door 3 apt.

40

Gallowgate Rented 2 apt.

35

Dalmarnock New Build

70

Gallowgate Rented 3 apt.

76

Dalmarnock Newbuild 2 apt.

29

Finnart total

29

Dalmarnock Newbuild 3 apt.

20

Finnart Rented 2 apt.

13

Dalmarnock Newbuild 4 apt.

9

Finnart Rented 3 apt.

3

Dalmarnock Newbuild 5 apt.

9

Finnart Rented 4 apt.

7

Dalmarnock Newbuild 6 apt.

2

Finnart Rented 5 apt.

6

Dalmarnock Newbuild 7 apt.

1

Drakemire total

30

Dalmarnock Sheltered 2 apt.

3

Drakemire Rented 2 apt.

27

201

Drakemire Rented 3 apt.

2

Dalmarnock Tenement 2 apt.

84

Drakemire Rented 4 apt.

1

Dalmarnock Tenement 3 apt.

117

Dalmarnock Tenements

In addition, the Association provides factoring services for 254 properties, located in our Bellgrove,
Dalmarnock and Finnart stock areas.
163 properties in all of the stock areas combined have been sold under the Right to Buy. These
are located mainly in the Dalmarnock and Finnart areas. The Association does not generally factor
main door properties and four in a blocks, which account for many of the properties sold under the
Right to Buy.
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Asset Management Strategy
The Asset Management Strategy (AMS) is our core management and planning document for
describing how we will maintain and make the best use of our stock, in a manner that meets legal
and regulatory requirements.
The AMS promotes a holistic “whole organisation” approach. As well as the physical management
of our assets, the AMS addresses the related factors that contribute to successful asset
management. These include our approach to resident involvement, sustainability, working across
different disciplines, and the financial and other resources needed to deliver the AMS objectives.
At a strategic level, our main asset management challenges for the future include:
•

We have an ageing stock profile.
We need to plan effectively to cover future maintenance costs, so that we can maintain
standards for our tenants and sustain demand for our neighbourhoods.

•

We house a much higher proportion of older households, compared with the rates of older
people found in the wider population.1

•

Our housing stock and services will need to adapt to meet the needs of an ageing tenant
population. Statutory bodies will also need to ensure rapid expansion in quality health and
social care services, to allow older tenants to live in their own homes for as long as possible.

•

As a result of national Climate Change targets, we will need to meet higher physical
standards in our housing.
This is reflected in the current Energy Efficiency Standard for Social Housing (EESSH), and the
successor Standard EESSH2. In addition, we must comply with a wide range of legal
obligations, meet the requirements of the Scottish Social Housing Charter, and ensure that our
houses continue to meet the Scottish Housing Quality Standard.

Assembling the right information and having confidence in its reliability is of vital importance to the
success of the AMS.
The Association commissioned a stock condition survey in 2016 that covered 20% of its stock a
further 40 % of the stock was surveyed in 2018. The data coverage will gradually be increased and
refreshed on a planned basis as we move forward.
The main systems we currently use for asset management are Homemaster (property register,
reactive repairs etc.) and HUB, which is a specifically designed database we use to track progress
in relation to SHQS and EESSH, as well as for 5/30 year projections and provision of ARC data.
We have recently introduced the Homemaster software system. This will hold all stock
information, and will further enhance our information management for asset management.

1 See

Chapter 4, Strategic Analysis
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Stock Performance and Demand
The Association has good levels of demand for our stock as a whole.
The table below shows how MPHA’s performance compares with the 2017/18 averages for various
aspects of demand and re-letting properties when they become vacant. The comparisons shown
are with:
•
•

A peer group of all RSLs in urban areas that own between 450 and 550 homes1, and
All social landlords in Scotland (councils and RSLs).

Demand and Re-letting Performance 2017/18 (source: Annual Return on the Charter)
Performance Indicator

MPHA

Peer Group
Average

% of rent due lost through
properties being empty

0.61%

0.24%

0.85%

Average calendar days to re-let
properties

22 days

11 days

31 days

% lettable self-contained houses
that became vacant in year

7.9%

7.7%

8.6%

% tenancy offers refused

12.2%

13.6%

35.9%

% tenancies that remained more
than a year

95.8%

91.8%

88.7%

% tenants satisfied with quality of
home (2018, prev in brackets)

91%

90.5%

87.9%

95.5%

90.2%

% tenants satisfied with standard of
home when moving in

Scottish National
Average

(2016: 77%)
100%

Green shading = MPHA’s performance result was better than the compared averages
Pink shading = our result was poorer

As can be seen, MPHA outperforms the national average on all 7 measures shown, and is better
than the peer group average for 4 out of 7 measures. The only areas where MPHA’s results were
significantly below the peer group average were the time taken to re-let empty properties, with a
knock-on effect on the amount of lost rental income.
The level of work needed to voids in less popular areas is often higher, because of property
condition when returned to us. However, there is scope to improve our overall voids performance,
and this is reflected in the priorities we have set for 2020/21.

Tenant Satisfaction
1 Peer

group RSLs are: Charing Cross HA, Cordale HA, Drumchapel HC, East Kilbride & District HA,
Fairfield HC, Glen HA, Lochfield Park HA, Molendinar Park HA, Muirhouse HA, Pineview HA,
Provanhall HA, Spire View HA, Yorkhill HA
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In our 2018 Tenant Satisfaction Survey, 91% of tenants surveyed were satisfied with the quality of
their home. This is 14% higher than in the previous MPHA Survey in 2015, and better than the
peer group and Scottish national averages for 2017/18.
The Survey shows the importance that tenants attach to repairs and maintenance issues. Repairs
(98% of respondents) and modernisation (81%) were the two most highly ranked tenant priorities
for the future, across all of our service areas.
About 10% of the survey respondents said they would like to have their kitchen upgraded, or
raised issues about heating. These works areas feature prominently in our Investment
Programme. However, we have also found that obtaining tenant co-operation can be a challenge
in delivering the Programme. For example, in a recent kitchen installation project, only four out of
twenty residents took up the offer of having a new kitchen fitted.

Housing and Transfer Applications
Housing and transfer applications are important indicators of demand for us. In the three-year
period April 2015 to March 2018, the total number of applicants on the list remained stable at about
400 applications in each year. The number of applicants added to the housing list averaged just
under 200 new applications in each year, with similar numbers being removed as a result of our
reviews of the list. Removals can be for a number of reasons, for example if the applicant has
been re-housed or if they do not respond to annual review letters.
To put these numbers in context, the number of lets we made per annum during this period ranged
from 22 to 47 per annum (average 36 lets per annum). This means that demand for our housing
continues to be significantly higher than the number of properties that typically become available
for re-letting each year. We have a relatively low number of housing offers that are refused, and
this provides further assurance about demand.

Stock Performance and Demand in Dalmarnock
Asset management issues vary between different parts of MPHA’s stock. Dalmarnock – in
particular the interwar tenements - is our most challenging area in terms of stock performance and
future sustainability. While we know that there are greater challenges in Dalmarnock than in other
MPHA areas, they are currently manageable with close monitoring and good management control:
•

Stock turnover in Dalmarnock was only fractionally higher than the Association’s turnover
rate for all stock in 2017/18 (8% per annum).

•

Dalmarnock 1980s new build and the four in a block properties are still desirable and sought
after, both by current tenants seeking a transfer and external applicants.

•

The inter war tenemental stock is less in demand, but we are still able let these properties.

•

Re-let costs and times are typically higher for the Dalmarnock stock, since almost all voids
have at least one major repair needed (e.g. kitchen, bathroom, boiler installed), to bring them
up to current standards and to a lettable condition.

•

Neither anti-social behaviour nor vandalism are significant issues in the Dalmarnock stock.
However, fly tipping and bulk refuse in the backcourts do cause a constant problem.
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The Association’s strategy in Dalmarnock has three main elements:
•
•
•

Investing in tenants’ homes
Constantly monitoring turnover and re-letting performance
Getting closer to tenants and the community, to help shape local solutions.

We also hope to develop the site of the former Stoddarts Bedding factory in Baltic Street. This is a
small but strategically important site which is currently a blight on the surrounding area.
Developing on the site would help us to meet a wider range of housing needs locally, while also
radically improving the environmental quality of the area.
The Association has recently completed a large-scale window replacement programme to upgrade
all remaining windows in Dalmarnock, so that the entire stock is now double-glazed. This has
significantly improved tenants’ level of comfort and helped to reduce heating bills.
Further investment will take place as part of the 5-year programme described later in this Chapter.
This will include kitchen, central heating and bathroom replacements, and upgrading of smoke
detectors to meet the new legislation. We anticipate that these works will gradually reduce the
need for major repairs to be carried out as part of voids works, and increase the level of works that
we can carry out on a planned basis. This would make a significant difference in improving voids
performance.
We do not at this stage need to adopt more radical solutions such re-modelling of the stock. We
may consider other options – such as local lettings initiatives – if it becomes harder for us to let
and sustain tenancies. To that end, we will continue to monitor closely trends in lettings
performance. We are also conscious that in the next year or two, other housing associations will
be building new homes in Dalmarnock. This includes a large 70-unit development by Thenue
Housing Association, which could present us with additional challenges in maintaining demand and
stock performance at current levels.

Energy Efficiency and Fuel Poverty
The Association has made progressive improvements to the housing stock, through our investment
programme and work to meet the Scottish Housing Quality Standard (SHQS) and the Energy
Efficiency Standard for Social Housing (EESSH).
•

The Association has invested over £1.5million in all types of major repairs to our stock over
the last five years. This includes £600k invested to replace single glazed timber windows in
Dalmarnock, as described above, as well as £300k invested in replacing standard efficiency
boilers and heating systems across all of our stock as a whole.

•

We were successful in securing an interest-free HEEPS* loan for replacing the Dalmarnock
windows. (*Home Energy Efficiency Programmes for Scotland)

•

Our stock meets the Scottish Housing Quality Standard in full, with no exemptions or
abeyances. 87% of our stock currently meets the EESSH (as at 31.3.19). Measures carried
out to date have been straightforward and we do not anticipate any major issues in achieving
compliance for the remaining stock by deadline of December 2020.

•

The Association actively sought out ECO and other funding to ensure the stock is 100%

Page | 44

Molendinar Park Housing Association
Business Plan 2020/21 to 2022/23

cavity wall filled and has received a minimum of 300mm of loft insulation. These measures
have been added to every property / block within our stock, at no cost to tenants or the
Association.
With regard to the EESSH, we are currently working through the remaining “fails” which are listed
below:
Property Type

Fuel

Fails

Passes

Others

Totals

4-in-a-block

Gas

19

32

0

51

Flat

Gas

43

313

0

356

Flat

Electric

1

30

0

31

House (Detached)

Gas

0

1

0

1

House (Not-detached)

Gas

1

55

0

56

Investment to improve energy efficiency contributes to our objective of reducing fuel poverty. It
has also helped to reduce the Association’s maintenance expenditure, which in turn will increase
the resources available for further major repairs.

Future Standards of Energy Efficiency
The Association has made substantial progress in improving the energy efficiency of our tenants’
homes. We also know that social landlords will need to meet more challenging mandatory
standards in the coming years (see Chapter 4, Strategic Analysis).
The new targets will be managed through the successor scheme to the current EESSH
programme (EESSH2). EESSH2 is based on meeting the following milestone:
“All social housing meets, or can be treated as meeting, EPC Band B (Energy Efficiency
rating), or is as energy efficient as practically possible, by the end of December 2032 and
within the limits of cost, technology and necessary consent.”
There is some uncertainty about whether the Band B requirement is mandatory or aspirational, and
what the various caveats mean (i.e. “as energy efficient as practically possible”, and “within the
limits of cost, technology and necessary consent”). The Association, like many other social
landlords, is concerned about whether achieving an EPC Band B rating will be technically
achievable for all properties, and at an affordable cost. Moreover, EPCs do not currently address
what specific measures would be necessary to achieve the B rating. Currently, the Association
has only two properties in the entire stock that achieve an EPC B rating.
In meeting the EESSH, the Association will have completed improvements such as double glazing,
fitting condensing gas combi boilers, insulating attics, fitting cavity wall insulation, and fitting energy
saving light bulbs. It seems likely that additional work to achieve “B” ratings on a large scale will be
disruptive and high cost, with the risk that compliance costs are disproportionately high compared
with the benefits gained. We will also need to see significant advances in technology and cash
injections from government or elsewhere to enable the rest of the stock to achieve anything higher
than it currently achieves.
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EESSH2 will be subject to a planned review in 2025, which will offer a pause for the Scottish
Government to review what has been achieved and whether the necessary supports – such as
technological advances – are in place to deliver its objectives. The planned review is welcome, but
it remains the case that EESSH2, as currently expressed, will create significant risks for the
housing sector as a whole.
The Association will need to be vigilant in tracking other policy changes. For example, government
policy in England is moving towards a prohibition on replacing gas boilers in favour of renewable
energy sources. It is quite possible that the Scottish Government could introduce a similar policy
in Scotland.

Reactive Repairs
The Association spends on average £270k per annum on reactive repairs, and in 2017/18 we
carried out 1,310 repairs. Accurate budgeting and good management control have ensured that
our annual expenditure comes in under or on budget.
In 2017/18, we spent an average of £3,100 per unit (including major repairs and day to day works)
on bringing empty homes up to a lettable standard.
We pride ourselves in offering a highly responsive same day repairs service. Our contractors are
based locally, employ local people and help us keep costs down. We have no issues with quality
or poor tenant feedback.
The following table shows our performance against the main Charter Indicators for repairs. The
comparison is based on average results over a three-year period, and the peer group is the same
as described earlier in this Chapter (i.e. Scottish urban RSLs owning between 450 and 550 rented
units).

Performance Comparisons: Housing Repairs Performance
Combined Averages for 2015/16, 2016/17 and 2017/18
source: Scottish Housing Regulator, Annual Return on the Charter dataset
Molendinar
Park

Peer Group
Average

National Average
(all social landlords)

2.9

3.2

3.5

Percentage reactive repairs
completed right first time

89.8%

96.2%

91.9%

Average hours to complete
emergency repairs

1.5 hours

2.5 hours

4.6 hours

Average working days to
complete non-emergency repairs

1.2 days

3.2 days

7 days

Percentage properties with gas
safety record renewed by
anniversary date

100%

99.9%

99.8%

Percentage tenants satisfied with
repairs service

88%

95.8%

90.9%

Average number of repairs per
property
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The figure shown for tenant satisfaction with the repairs service (88%) is from our 2018 Tenant
Satisfaction Survey. This result is based on a sample of only 79 tenants who had had a repair
carried out in the last 12 months, in accordance with guidance for the SHR Charter Indicator.
MPHA’s ongoing testing of tenant satisfaction with repairs in 2017/18 produced a superior result
(94% tenant satisfaction rating with repairs). We also know from the Tenant Satisfaction Survey
that tenant satisfaction with specific aspects of the repairs service was exceptionally high [between
94% and 100%, with the exception of repairs being done right first time (88%)]. This confirms that
relying on the ARC indicator alone does not offer a rounded picture of tenant satisfaction.
Tenant Satisfaction Survey 2018: Key Results for Housing Repairs
Tenants very satisfied with:
•

Helpfulness of MPHA staff involved (100% very or fairly satisfied)

•

The attitude of workers (100% very or fairly satisfied)

•

Ease of reporting (99% very or fairly satisfied)

•

Being able to get repairs done at a time which was convenient (99% very or fairly satisfied)

•

Keeping dirt and mess to a minimum (99% very or fairly satisfied).

•

The overall quality of the work (94% very or fairly satisfied)

•

Speed of completion (94% very or fairly satisfied)

Satisfaction was lower for:
•

Repairs being done right first time (88% very or fairly satisfied).

Procurement for Repairs and Maintenance
The Association complies with statutory requirements by procuring regulated contracts through
Public Contracts Scotland, the Scottish Government's official portal for public contract
opportunities.
We procure non-regulated contracts of lesser value through advertising and/or having contractors
apply.
Local contractors have been carrying out work for the Association for a number of years, and cost /
quality comparisons are regularly undertaken to test value for money. The use of local contractors
works well for the Association, especially for the same day reactive repairs service which is very
popular with tenants.
The Association is currently working in partnership with two neighbouring housing Associations
(Milnbank and Reidvale) to get best value for our servicing, reactive maintenance and heating
installations.
This produces benefits for all three Associations, as it means we are part of a larger group buying
services for 4,500 homes – ten times the number that we own. The partnership approach is saving
the Association around £10,000 per annum.
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Business Plan Priorities
1) Complete Asset Management Strategy (AMS)
2) Implement priority actions for 2020/21, as described in the AMS:
• Develop a sustainability action plan detailing the Association’s long-term commitment to asset
management
• Work towards holding all stock information on the Homemaster software system, including
completion of work underway to incorporate data from most recent stock condition survey
• Review of voids procedure, and achieve improvements in rent loss and re-let times
• Review future options for cyclical painting to achieve optimum value for money.
3) Stock performance: Continue to monitor demand and cumulative repairs/voids costs and lost
rent – particularly in Dalmarnock
4) Dalmarnock: Reduce voids-led major repairs as the investment programme progresses, and
continue to develop joint working between asset management and housing services staff in
monitoring all aspects of stock performance and agreeing actions required.
5) Investment Programme
We plan to invest around £1.13 million in our tenants’ homes in the 5-year period starting
2020/21, as shown in the following table. The table also compares the planned expenditure
with the 5-year Financial Projections (FYFP) submitted to the Scottish Housing Regulator in
2019. The differences take account of allowance for inflation and increases in some of the
component costs, to reflect actual costs since the FYFP figures were prepared.
2019/20

2020/21

2021/22

Kitchens

0

£60,000

£63,000

Central Heating

0

£83,200

£0

Electrics

0

£55,368

Bathrooms

0

Close Doors

2022/23

2023/24

2024/25

£66,000

£72,000 £138,000

£16,000 £112,000

£60,800

£58,693

£29,523

£32,803

£32,803

£43,067

£15,013

£38,162

£24,760

£13,794

0

£16,490

£16,490

£42,981

£29,735

£4,900

Roofs

0

£0

£0

£0

£0

£0

Windows

0

£0

£0

£0

£0

£0

Other

0

£0

£0

£1,582

£0

£0

Other

0

£6,213

£0

£0

£0

£690

TOTAL

0

£264,339

£153,195 £194,249 £271,298 £250,987

2019 FYFP

£231,900

£256,002

£146,415 £190,854 £262,434 £241,987

DIFFERENCE

£231,900

£8,336

£6,779

£3,395

£8,865

£9,000

Page | 48

Molendinar Park Housing Association
Business Plan 2020/21 to 2022/23

The main areas of planned expenditure are shown below.
MPHA Planned Maintenance Expenditure 2020 to 2025
Other

£8

Close Doors

£111

Bathrooms

£135

Electrics

£209

Central Heating

£272

Kitchens

£399
£0

£50

£100

£150

£200

£250

£300

£350

£400

£450

£ thousands

The substantial expenditure shown for electrics includes the estimated cost of fire safety works,
to comply with new legislation.
Our work on the programme will continue to develop, as we factor in the detailed results from
the most recent stock condition survey. We will also see the benefit of the investment we have
made, financial and otherwise, in our IT systems for asset management. These have greatly
improved our capacity for effective and efficient programme planning.
6) Responsive repairs: Continually monitor and implement improvements as required, to
improve first time fix rates.
7) Tenant satisfaction: Continue to follow up and engage with tenants on both reactive repairs
and the investment programme.
8) EESSH: Continue to progress towards full compliance by the due date of 31 December 2020.
9) Procurement: Seek best value for money when we are re-procuring maintenance contracts
during 2020/21 and beyond.
We intend to go out to tender for most if not all of our existing contracts over the next year. If
possible, we would like to build on the success of our joint working with other organisations on
gas heating works, by tapping into or collaborating with other local housing associations on
maintenance contracts. The gas heating works contract is itself due for renewal in April 2021.
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CHAPTER 8
Building New Homes and Community Facilities
While the Association’s first strategic priority is our existing tenants and homes, the Management
Committee is keen to carve out a future development role. To this end, we are currently
developing our interest in two sites for new housing and a further site for a possible community
facility.
We have not developed for the last ten years, but the Association has a distinguished history of
developing new housing that has been acclaimed for its imagination, innovation and high design
quality. The ambition for the future is to develop at a relatively small scale, while retaining the
strong emphasis on design and quality achieved in our earlier developments.
The strategic rationale for resuming our role is that:
•

All three sites we are looking at are in close physical proximity to our existing housing stock in
Gallowgate and Dalmarnock.

•

Development in these targeted areas can strengthen our existing communities, contribute to
physical regeneration, and help to meet a wider range of housing and community needs.

•

There is high demand for quality, affordable housing in the east end of Glasgow, and
demographic projections are pointing to significant population growth in the area over the next
15 years.

•

Glasgow City Council is supportive of the Association’s ambitions.

•

Increased financial support for building new homes is available from the Scottish Government
and Glasgow City Council in the period 2016 to 2021.

There are also risks and other factors we need to consider as we move forward:
•

We must make sure that building new homes would not divert our focus or resources from our
existing commitments. We would need to consider the impact that development would have on
our management resources, even allowing for buying in specialist development services.

•

We would need to put together funding packages (grants and loans) that would ensure
financial viability and sustainability, at no detriment to the interests of existing tenants. Linked
to this, the Scottish Housing Regulator takes a close interest in RSLs that are seeking to
develop, and we could therefore anticipate regulatory interest in the Association’s plans.

•

We would need to assess the risk of lower levels of grant funding being available after 2021,
since the Scottish Government has suggested that this may happen.

•

We would need to take particular care in relation to The Sheds, if the preferred partnership
model would result in a building owned by us that that would not generate a guaranteed future
income stream. Mitigating future risks would be a key consideration for the Association.

The next page provides a short profile of each of the three development opportunities under
consideration.
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McNaughton’s Site, Gallowgate

Located immediately
beside our office

Would complement and
complete Graham
Square and Moore Street
developments

Initial design work by
MPHA is for a scheme of
22 units

Site in private
ownership, changed
hands 3 years ago

Negotiations for site
purchase are currently
taking place

Glasgow City Council
supportive of MPHA’s
wish to develop the site

Stoddart’s Site, Dalmarnock

Former bed factory in
the Garvald Court area
of Dalmarnock

Site is surrounded by
houses owned by the
Association

Condition of the factory
and surrounding land is
causing residents and
MPHA great concern.

Small site (est. capacity
of 15 units), careful
appraisal of costs and
risks required

Area of multiple
deprivation: 85th most
deprived datazone in
Scotland
(out of almost 7,000)

District Valuer
instructed to value both
sites, results will
determine if it is
financially prudent to
proceed to carry out
feasability studies.

Former Meat Market Sheds (Bellgrove)
GCC-sponsored
initative, to redevelop
the Sheds for
community use. Still at
an early stage.

MPHA is working in
conjunction with
Milnbank and Reidvale
HA’s

MPHA has lead role due
to the Sheds' proximity
to our housing stock

Large national RSL is
building 250 new MMR
homes close by - poor
communication by them
to date

Initial community
consultation held

Funding available to
develop a Business
Plan

Multiple potential
sources of external
funding for capital
works

Funding for ongoing
running costs less clear

Other key risks are large
scale of the site and
finding a suitable
community use
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Business Plan Priorities
All three of the development opportunities identified above are at a relatively early stage, and it is
therefore difficult to map out key milestones with certainty and in detail. Our priorities during the
next 12 months or so will be:

Overall
1) To maintain and further develop our relationship with GCC’s Development and Regeneration
Services, ideally leading to MPHA being provided with a 3-year funding agreement.
2) To continue to secure expert development services (currently provided by the Head of
Development at New Gorbals Housing Association), to ensure that suitable work is carried out
prior to any site acquisitions. This would include site investigations, valuations and feasibility
studies, and advice to the MC on procurement strategies and the selection and appointment of
professional consultants.
3) To conduct risk assessments and financial appraisals for each project before we commit to site
purchase, updating these to inform the MC’s decisions at subsequent milestone stages and to
provide the MC with suitable assurance.
4) To test development proposals and scenarios in MPHA’s projected short- and long-term
cashflow projections, as the prospects for developing each site become more certain.
5) Initiate discussions with MPHA’s lenders regarding the feasibility of the development
programme and impact on existing loan agreements.

Project-specific Milestones
McNaughton’s site, Gallowgate
Stoddart’s site, Bridgeton
Both sites are very similar and are at exactly the same stage. Accordingly, the process we will
follow in the coming year will be the same for the two sites.
•

Secure agreement from the site owner to sell on acceptable terms to MPHA

•

Broad costings have been carried out as part of the SDFP and valuation has been instructed
and to determine if the project will proceed.

•

If it is financially viable to proceed, and the owner is willing to sell a feasibility study will be
carried out. Formal approach will then be made to GCC for grant funding and FMD will look at
securing private finance element for the Association.

•

Procurement Strategy agreed and design team appointed

•

Site purchase concluded

•

Work on project design and cost plan initiated

Former Meat Market Sheds
•

Continue community consultation

•

Working with GCC and the partner housing associations, commission a feasibility study.
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CHAPTER 9
Organisational Management and Development
Organisational Structure
MPHA completed a comprehensive review of our organisational structure late in 2018. The new
structure was implemented in stages over the course of 2019. Two new appointments were made,
and incumbent staff either continued in their previous roles or were ‘matched’ into corresponding
roles in the new structure.
The new structure is now operational, with the final appointments made in late 2019. The structure
has ten permanent posts, as shown below:

Director

Asset Manager

Senior Housing
Officer

Housing
Assistant

Senior Housing
Assistant

Maintenance
Officer

Customer
Service
Assistant

Finance Agent

Corporate
Services Officer

Warden

The Director leads the staff team and is directly accountable to the Management Committee for all
of the organisation’s operational activities.
All of MPHA’s services to tenants and owners, as well as well as our corporate services and
governance functions are provided in house.
Following the resignation of the Finance Officer in the summer of 2019, the Management
Committee decided not to fill the post. We have instead appointed an external Agent (FMD
Financial Services) to cover the duties that were previously undertaken by the Finance Officer.
This is a good solution for MPHA because it means that our finance function will be managed by
recognised experts in the sector. FMD specialise in providing agency services, and this has meant
that the process of establishing roles, responsibilities and accountabilities has worked smoothly.
MPHA will also use expert agency services for the various development opportunities we are
pursuing. To date, we have used the services of New Gorbals Housing Association, whose Head
of Development has been assisting us. New Gorbals is widely recognised as a sector leader in
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development, and we intend to continue the services arrangement, with the level of support
tailored to the progress we can make in taking forward each of our potential development sites.
As part of our organisational review, the Management Committee agreed, in principle, that MPHA
should seek to recruit and train a Modern Apprentice. We intend to achieve that ambition during
the life of this Plan.

Other Current Priorities
The Association has a range of policies and systems to ensure that we comply with our legal
obligations and regulatory requirements. We have established policies and procedures to ensure
business continuity, and have recently examined whether our IT and information systems are
sufficiently robust to withstand cyber security threats.
The Association is currently examining its pension obligations and risks, with the assistance of
expert advice provided by Spence and Co.
We have been working on a rebranding for MPHA, to give us a clear organisational identity that is
consistent with our objectives and ambitions. Final decisions on implementation are likely to be
made in the early part of 2020.
A key area of work during 2019 has been the extension of Freedom of Information (FOI) legislation
to housing associations. The Association has completed its preparations for FOI, which included a
comprehensive overhaul of our website. The new website contains better information for tenants
and makes more information about us available to anyone who visits the website, demonstrating
our commitment to working in an open and transparent way.
We are actively looking at our future office accommodation needs. The initial focus is on extending
our current premises. If this cannot deliver the solutions needed at an acceptable cost, we will
examine other options. We are looking to put solutions in place within the next two years.

Business Plan Priorities
In 2020/21, our priorities will be as follows:
•

To examine the feasibility of employing direct labour staff, who would be able to carry out small
repairs, environmental maintenance and assist MPHA’s significant number of older tenants by
providing handyperson services.
The Management Committee held initial discussions about this during the Organisational
Review. It decided to defer detailed examination until the other elements of the Organisational
Review had been completed. Further consideration will be given the proposal during 2020/21,
in order to weight the potential benefits and risks.

•

To keep MPHA’s exposure to pension risks under close review.

•

To review the implementation and impact of our new legal duties relating to freedom of
information

•

To continue to comply with our legal and regulatory obligations, through our corporate and
service delivery functions.

•

To progress our review of options for improved office accommodation, to benefit our tenants
when they visit our office and to provide a sustainable working environment for our staff.
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CHAPTER 10
Value for Money
Introduction
The pursuit of Value for Money (VFM) will be one of the Association’s main priorities over the
lifetime of the Business Plan. This is because:
•

We are committed to providing tenants with quality homes and services, at affordable rents

•

Like all social landlords, we must accommodate the impact of new statutory and regulatory
obligations, which are increasing year on year

•

We must maintain reasonable headroom in our business plan, so that we can maintain our
services and financial well-being in times of considerable economic risks and uncertainties.

VFM is not about cutting costs for its own sake. Instead, the Association’s VFM objectives are
about:
•

Making the best use of our resources for the benefit of our tenants and neighbourhoods

•

Continually improving the value that tenants receive from us – whether this relates to the
rents we charge, or the range and quality of the services we provide, or both

•

Making sure we are efficient and effective in how we work – doing the right things in the
right way, with as little waste of our human and financial resources as possible

•

Making sure we continue to be a financially strong and sustainable social business.

The Management Committee will know we are providing good Value for Money if:
•

Tenants are satisfied with the quality of their homes and the services they receive

•

Our rents are affordable and tenants consider them to be good value

•

We know what tenants’ priorities are, and we respond to these effectively.

The remainder of this Chapter:
•

Demonstrates our current evidence base on VFM, in the following areas:
− Service delivery
− Tenant satisfaction
− How our rent levels compare with other social landlords in the east end of Glasgow
− The affordability of our rents to tenants
− The Association’s costs and resources

•

Describes how we will further develop our approach to VFM, over the Business Plan
period.
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Benchmarking our Service Delivery and Tenant Satisfaction Results
We have set out on the next page detailed benchmarking results for the Association’s
performance, based on three-year average figures for the period 2015/16 to 2017/18. We have
used this approach to give a longer-term picture of performance, rather than relying on the results
for a single year.
The analysis compares MPHA’s performance with peer group averages for the 13 RSLs in urban
Scotland that own between 450 and 550 rented homes (shown below), and with the national
averages for all social landlords in Scotland. We have also shown where MPHA’s performance is
particularly strong, measured by being in the top quartile for the peer group, i.e. MPHA is in the top
25% of all results for the aspect of performance that is being reported on.
Peer group RSLs
Charing Cross HA

Molendinar Park HA

Cordale HA

Muirhouse HA

Drumchapel HC

Pineview HA

East Kilbride & District HA

Provanhall HA

Fairfield HC

Spire View HA

Glen HA

Yorkhill HA

Lochfield Park HA

We have placed the performance results in one of four value for money categories – measures
that demonstrate direct value to tenants; people measures; efficiency measures; and
business/ financial measures. These are all recognised measures for assessing VFM.
The heat map on the next page is designed to give an immediate picture of MPHA’s performance,
using the colour coding shown below.

Heat Map key

MPHA result better than (or equal to) the
compared average

MPHA result worse than the compared
average by between 2% and 10%

MPHA result worse than compared average
by 2% or less

MPHA result worse than the compared
average by more than 10%
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MPHA Performance 2015/16 to 2017/18 (average over the three year period) [1]
Heat Map of Benchmarking Results
MPHA result compared with
ARC INDICATOR

MPHA
Result

Peer
Average

National
Average

Peer Top
Quartile

% tenants satisfied with overall service from landlord*
% tenants who feel landlord is good at keeping them informed
about services and decisions*

96.0
96.0

92.5
94.6

89.7
91.2

94.1
96.0

% tenants satisfied with opportunities to participate in
landlord’s decision making*
% properties meeting SHQS year end

98.0

88.2

83.7

91.5

99.9

95.2

93.5

100.0

% properties meeting NHER / SAP ratings year end

100.0

98.5

97.1

100.0

% tenants satisfied with home when moving in

94.7

92.5

89.3

95.9

% tenants satisfied with quality of home*

91.0

89.6

87.1

92.0

% reactive repairs completed right first time

89.8

96.2

91.9

98.5

% tenants satisfied with repairs service*

88.0

95.8

90.9

97.3

% tenants satisfied with management of neighbourhood*

98.0

90.2

87.0

93.5

ASB cases resolved within local target

100.0

92.6

87.2

99.5

% new tenancies sustained for more than a year

97.1

93.0

88.7

94.1

% tenants who feel rent represents good VFM*

89.0

85.2

81.3

89.7

% factored owners satisfied with factoring service

74.8

83.4

66.3

80.0

% of total staff turnover

11.3

12.3

n/a

11.1 [2]

% days lost through staff sickness absence

2.4

4.7

n/a

5.8

Average days to complete approved medical adaptations

44.8

40.8

51.0

38.3

Average hours to complete emergency repairs

1.5

2.5

4.6

2.2

Average working days to complete non-emergency repairs

1.2

3.2

7.0

2.9

% properties gas safety record renewed by anniversary date

100.0

99.9

99.8

100.0

% collected of rent due

100.2

100.1

99.5

100.4

% gross rent arrears of rent due

3.6

3.5

5.3

3.5

Average calendar days to re-let properties

21.9

10.4

32.5

8.3

% of stock fully assessed for SHQS compliance in last 3 years

63.8

60.7

n/a

100.0

% tenancy offers refused

17.7

15.9

37.0

16.1

% lettable self-contained houses that became vacant in year

7.9

7.2

8.5

7.2

% of court actions initiated which resulted in eviction

36.1

27.0

16.3

25.8

% of rent due lost through properties being empty

0.5

0.2

0.9

0.3

Average reactive repairs completed per occupied property

2.9

3.2

3.5

3.0

% former tenant rent arrears written off

23.0

35.7

35.9

34.4

VALUE MEASURES

PEOPLE MEASURES

EFFICIENCY MEASURES

BUSINESS/FINANCIAL MEASURES
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Notes on Table
1) To use the most current information available, MPHA satisfaction results marked * are from the
independent Tenant Satisfaction Survey report produced in October 2018. All other results shown are
the ARC three-year average.
2) MPHA staff turnover results reflect the retirement of two staff members. This had a significant impact on
the percentage turnover rate, due to the small size of the staff team.

There are 30 performance measures shown in total. MPHA’s results are:
•

Better than the peer group average for 21 of the 30 performance measures

•

In the peer group top quartile performance for 14 of the 30 measures

•

Better than the Scottish National Average for 27 of the 30 measures

Performance is particularly strong in the following areas:
•

Almost all aspects of tenant satisfaction, which is a critical indicator of value for money

•

Compliance with physical quality measures for the housing stock

•

The collection of rent from current tenants, and arrears management

•

Low levels of write-offs for former tenant arrears

•

Very prompt completion of emergency and non emergency repairs

•

The sustainment of new tenancies, a key outcome for tenants and for the Association

•

Prompt attention given to antisocial behaviour complaints

•

Completing gas safety inspections within timescale

•

Low levels of staff sickness absence

Areas where we perform least well against the various comparators are:
•

Satisfaction with the repairs service overall (although, as discussed in the Asset Management
chapter, satisfaction levels are very high for other repairs satisfaction measures and in our
rolling survey of tenant satisfaction with the overall repairs service)

•

Completion of repairs achieved at the first visit

•

Time taken to re-let empty properties and the resulting loss of rental income

•

Time taken to complete property adaptations.

Appendix 3 provides a detailed illustration of all of the statistics used in preparing the heat map.
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Rent Levels and Affordability
MPHA seeks to keep rents affordable to tenants who pay some or all of their rent themselves,
(such as working households on low wages and older tenants who have occupational pensions).
In setting rents, we also take account of:
•

The income needed to provide tenants with quality services and investment in their homes.

•

How our rents compare with other social landlords.

•

Raising enough income to meet our obligations to lenders, keep a positive cash position, and
ensure prudent financial and risk management.

•

The Scottish Housing Regulator’s views about rent reviews and increases.

Getting a reasonable balance between these factors is a challenge for every social landlord, and
Molendinar Park is no different.
Rent Increase 2020/21 and beyond
The Association consults with tenants as part of each year’s annual rent review.
For 2020/21, we are consulting tenants on a rent increase of 3%, which represents an overall
increase of Retail Price Index plus 0.9% (based on October 2019 RPI). This is an average rent
increase per household of £2.04 per household. The following table shows our proposed average
2020/21 rents by house size:
House Size

2020/21 Average Rents

One bedroom

£61.32

Two bedrooms

£71.46

Three bedrooms

£98.07

Four bedrooms or larger

£117.76

The Association has paid careful attention to the Scottish Housing Regulator’s statements about
rent increases. In approving the proposed 3% increase for consultation, the key factors underlying
the Management Committee’s decision were as follows:
•

The Association aims to have all our properties EESH compliant by 2020. This involves costs
to the Association, but will result in ongoing savings to our tenants’ utility bills.

•

Rental income contributes to achievement of the Association’s short-, medium- and long-term
programmes for repairs, maintenance and property component replacements. The works we
carry out will often lead to savings for tenants in the ongoing cost of living in their homes.
Some of these costs are also capitalised, which means that value is added back into our stock.

•

Rental income is a key factor in the quality of the front-end services our tenants receive. There
is no evidence that tenants want us to reduce the level or quality of services. Instead, we have
high-performing housing and repairs services, and high levels of customer satisfaction
(including feedback about the value for money of our services).

Page | 59

Molendinar Park Housing Association
Business Plan 2020/21 to 2022/23

•

As shown later in this chapter, the Association’s rents compare favourably with those of our
peers and national averages, for our most common house sizes. The 3% increased proposed
for 2020/21 is lower than the national average planned increase published by SHR (3.2%).

In summary, MPHA’s approach to rent-setting for 2020/21 is based on meeting the long-term
objectives set out in the Business Plan, particularly in relation to meeting the investment needs of
our stock for tenants’ benefit and maintaining high levels of tenant satisfaction with our services.
Our current planning assumptions for future rent policy are as follows:
•

Increase of inflation plus 1.0% in year 1 to year 4.

•

Longer-term assumptions are then inflation only from year 5.

•

Rent increases of inflation plus 1% in years 1 to 4 are a planning assumption. In practice, the
Management Committee will examine scope to restrict the level of increase in each year, as
part of our processes for budget-setting and tenant consultation.
This is reflected in the proposed increase for 2020/21 which is slightly below inflation plus 1%.

MPHA’s future approach to rent-setting in future years will be influenced by the outcome of the rent
restructuring (RR) work we are currently carrying out, with a view to a revised rent structure taking
effect from 1 April 2021.
FMD will carry out a root and branch review of the data used in our financial projections, which will
be reflected in the 2021 Business Plan Update. This review will test all of our current assumptions
(for example, the feasibility of changing the future inflation measure from RPI to CPI).

Tenants’ Views on Rent Affordability and Value for Money
The Association’s 2018 Tenant Satisfaction Survey provides a strong source of evidence about
affordability, since it asked tenants directly how they see rent affordability and value for money.
The Survey asked tenants who pay the full rent themselves how easy or difficult they found it to
afford their rent payments. Almost four-fifths of the respondents (78%) said they found their rent
affordable. Around one in five (22%) said their rent was “just about affordable”, while no
respondents said their rent was difficult or very difficult to afford.
MPHA Tenant Satisfaction Survey 2018
Q: How easy do you find it to afford your rent payments for this property?
Very easy to afford

22%

Fairly easy to afford

56%

Just about affordable

22%

Fairly difficult to afford

0%

Very difficult to afford

0%

Base: respondents who were not in receipt of full Housing Benefit, n=63
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On value for money, 89% of the Survey respondents (all respondents, n=200) felt that their rent
was good value for money. This was slightly down from 91% in the equivalent survey carried out
in 2016, but is still substantially better than the ARC national average for 2017/18 (83%).
10% of the Survey respondents said that their rent was neither good not bad value for money,
while only 1% said their rent was poor or very poor value for money.
Doing the things that matter to tenants is a vital part of providing value for money. In the 2018
Survey, four issues stood out ahead of all others.
Tenants’ Overall Priorities (source: 2018 Tenant Satisfaction Survey, n=200)

Further insight into tenants’ priorities is provided by the Survey responses to the question ‘If there
was one thing that Molendinar Park could be doing to improve, what would it be?’.
Positively, 51% of respondents could not spontaneously think of a priority for improvement. The
main priority, for those who did suggest something, was modernisation or renewal of elements of
the home with tenants noting kitchens, bathrooms, doors and heating under their response for this
(22%), while 8% mentioned improvements outside the home (e.g. security, lighting, bins).
The Association is committed to responding positively to the feedback provided, and this will inform
the investment programme, the repairs service, our communications strategy and the current rent
restructuring exercise when complete.

Assessment of Rent Affordability
The Association has used the SFHA Affordability Tool, to assess the affordability of our 19/20 rents
for households who have moderate incomes but do not qualify for Housing Benefit. The Tool uses
moderate incomes based on the 30th percentile of household income data in each local authority
area, as published in the Annual Survey of Hours and Earnings (ASHE), which is carried out in April
each year.
The SFHA Tool calculates the percentage of household income that would be spent on rent, based
on the size of house needed and rent charged. The Tool also the amount of household income
that is left after paying rent.
Applying this method, the Association’s aim is that rents should be no more than 25% of Moderate
Income levels, where possible.
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The testing results are shown in detail at Appendix 4. The headline results are that:
•

All of the MPHA household types/rents tested fell comfortably within the 25% threshold

•

Six of the eight household types/rents tested had an affordability score of between 13.5% and
20%.

•

The two household types/rents tested that exceeded 20% of income spent on rent were single
people (22.4%) and single pensioners (22.3%).

The SFHA Affordability Tool does not apply to households whose incomes are lower, to the extent
that they would be eligible for Housing Benefit. This covers mainly working age households who
work part-time and/or for very low wages and retired person/couples households on low incomes.
To further examine affordability for these groups, we have devised our own affordability
calculations. These compare what percentage of rent a household pays, from their total household
income (which may be made up of wages, housing benefit and other benefits and tax credits).
These calculations have been carried out for 10 common household types (also at Appendix 4).
The headline results are that:
•

The percentage of rent left to the tenant to pay net of Housing Benefit was less than 20% for all
of the household types/rent levels tested, with two exceptions

•

The exceptions were single people receiving the minimum wage who work part-time

•

The percentage of rent left to pay was 31% for single people aged over 25 and 35% for single
people aged under 25%

•

The results for the single people working part-time on low wages are the product of the tax and
benefit system, rather than high rents. Single people receive very low levels of Housing
Benefit, and do not receive any of the tax credits that are available to working households with
children. As a result, it is very difficult for many single people to afford and sustain a tenancy of
any type.
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Rental Comparisons
The following table compares the Association’s average rents at 31 March 2019 with those of other
housing associations that operate in the east end of Glasgow.
Boxes shaded green are the lowest rents among the organisations compared
Boxes shaded pink are the highest in the group.
EAST END AVERAGE
Milnbank HA
Reidvale HA
Molendinar Park HA
Tollcross HA
Shettleston HA
Parkhead HA
West of Scotland HA
Glasgow HA
Thenue HA
MPHA COMPARED WITH
EAST END AVERAGE

2 apt

3 apt

4 apt

5 + apt

All sizes

£67.30

£74.86

£87.38

£98.43

£74.39

£55.76

£64.27

£74.76

£79.39

£62.58

£61.04

£65.20

£72.32

£78.77

£63.93

£59.53

£69.38

£95.21

£108.13

£67.52

£63.78

£71.74

£86.99

£97.35

£72.50

£66.52

£74.20

£84.32

£106.32

£72.83

£66.33

£81.74

£90.29

£112.00

£78.54

£78.05

£81.36

£90.81

£97.25

£82.36

£76.91

£81.84

£95.68

£104.80

£83.51

£77.76
Lower by
£7.77

£84.03
Lower by
£5.48

£96.04
Higher by
£7.83

£101.87
Higher by
£9.70

£85.70
Lower by
£6.87

The same comparison is shown for MPHA’s average rents, compared with the Scottish average for
all social landlords

Molendinar Park HA
National Average
MPHA COMPARED WITH
NATIONAL AVERAGE

2 apt

3 apt

4 apt

5 + apt

All sizes

£59.53

£69.38

£95.21

£108.13

£67.52

£76.10
Lower by
£16.57

£77.70
Lower by
£8.32

£84.44
Higher by
£10.77

£93.49
Higher by
£14.64

£79.08
Lower by
£11.56

As shown, MPHA’s average rents were second lowest for 2 apartment homes and third lowest for
3 apartment homes. 2 and 3 apartments account for 93% of MPHA’s stock (42% of our
homes are 2 apartment and 51% are 3 apartment), and MPHA average rents are
substantially lower than the peer group and national averages for these house sizes.
Our average rents for all house sizes combined were nearly £7 per week cheaper than the
east end average.
In contrast, our average rents for larger-sized homes are towards the top end of the scale
when compared with other local landlords. However, only 35 of our homes (7%) have 4 or
more apartments.
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Rent Restructuring
The Association’s current rent structure has a different charging system for ex-Scottish Homes
stock and new build homes.
To address this, we are conducting a rent structure review, to develop a new system that will
promote increased fairness, transparency and value for money. We are not seeking to increase
overall rental income through this exercise, instead the review will redistribute rent levels across
the stock as whole within the same financial pot.
We will make sure that that tenants receive information and can contribute their views throughout
the process. The review is scheduled to be complete by summer 2020, so that the new rent
structure can come into effect from 1 April 2021. In carrying out the review, we will keep a close
eye on affordability. To make things manageable for tenants, it is likely that we will phase in any
increases over a number of years, for any tenants whose rent would increase significantly.

The Association’s Costs and Resources
The Scottish Housing Regulator (SHR)’s published data on the Charter and RSLs’ annual
accounts allows us to analyse the Association’s operating and other costs with our peers.
Cost comparisons drawn from the SHR’s analysis of Annual Financial Statements is provided in
Chapter 12, Financial Plans and Projections.
MPHA’s ratio of stock to staff compared with our peer group is shown below.1 The results show
the number of rented homes owned, for every office-based member of staff employed (full-time
equivalent posts). The higher the number of houses per post, the more likely that staffing costs
are well-controlled. MPHA’s results for 2017/18 were in line with the peer group average.
Stock to Staff Ra os 2017/18
Provanhall HA
Glen HA
Cordale HA
Spire View HA
Pineview HA
Peer Group Average
Muirhouse HA
Molendinar Park HA
Lochfield Park HA
Fairfield HC
East Kilbride and District HA
Drumchapel HC
Charing Cross HA
Yorkhill HA

92
85
80
71
70
63
63
62
61
60
57
56
49
48
0

10

20
30
40
50
60
70
80
90
Number of homes per FTE member of staff (office-based)

100

1 The peer group

is the same as used elsewhere in this report – the 13 Scottish urban RSLs owning between 450 and
550 rented homes. A listing of the peer group organisations is shown on the second page of this Chapter.
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Staffing Costs as a Percentage of Turnover
This test is based on total staff costs as a percentage of the total amount of money coming into the
business (turnover). On this test, the Association’s staffing costs are relatively high in comparison
with the other members of the peer group.
Staff Costs as % of Turnover 2017/18
(SHR Annual Financial Statements Database)
Charing Cross HA

30

Yorkhill HA

28

Molendinar Park HA

24

East Kilbride and District HA

23

Fairfield HC

21

Spire View HA

21

Drumchapel HC

20

Peer Group Average

19

Pineview HA

19

Lochfield Park HA

17

Provanhall HA

17

Muirhouse HA

13

Glen HA

13

Cordale HA

7
0

5

10

15

20

25

30

Business Plan Priorities: Value for Money
The Association will take the following actions during year 1 of the Business Plan.
1) Develop a Value for Money (VFM)
•

We will develop a VFM Strategy, to set out future priorities and plans for improvement.

•

We will review the Strategy annually, and in doing so we will identify a rolling programme of
VFM development tasks and initiatives.

•

We will continue to develop the cost and performance data needed to understand and
improve VFM.
While data collection and analysis will be part of our approach, it must be proportionate and
relevant to MPHA. As a smaller organisation, we can identify and act quickly upon VFM
priorities. This will be reflected in our approach.

•

We will develop suitable performance indicators for reporting on VFM to the Management
Committee and to tenants and other stakeholders.

2) Audit the effectiveness of the tools we currently use to assess VFM, and introduce any
changes or improvements needed.
This will involve aligning the following tools and how we use them with the Value for Money
Strategy:
•

Benchmarking

•

Tenant engagement and obtaining tenant feedback
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3)

•

Performance management and reporting systems, for both the Management Committee
and the Annual Charter Report sent to all of our tenants.

•

Reviewing our costs, quality and processes, especially when we are making major
spending decisions or reviewing our services and policies.

•

Conducting spending reviews, when we are looking at business or service areas that have
a high impact on tenants or a high financial value

•

We may also conduct options appraisals if we needed to look in-depth at the choices for
achieving an important strategic objective or outcome.

Pursue improvements in performance in areas where this is needed to improve VFM (for
example, to better control income and expenditure or to change the distribution of costs and
other resources between different services or activities).
In 2020/21, we will make VFM improvements in the following areas:
•

We will review our current service level agreement with Community Safety Glasgow for
antisocial behaviour management services, most likely resulting in the termination of the
current arrangement.

• We will review the new welfare rights advice service we are providing for MPHA tenants, using
the service provider Money Matters.
• We will give consideration to the introduction of an in house handyperson service.
4)

Establish regular and meaningful dialogue with MPHA customers about their priorities
for the future, and how these could be taken forward.
Following our recent staff restructure, the Association will direct additional staff resources to
building relationships and identifying how tenants would like to engage with us on issues
relating to service delivery, value for money etc.
Feedback from the 2018 Tenant Satisfaction Survey suggests that tenants see issues such as
repairs, future rent levels, future investment, and communications as being particularly
important. This gives us a useful starting point, but in seeking to establish a dialogue, we will
be guided by what tenants tell us are their most important areas for engagement and how the
would like this to operate.

5)

Complete our review of rent levels and do what we can to preserve rent affordability
•

We will complete and implement a rent restructuring exercise to make our rents fairer,
simpler to understand and more transparent.

•

We will continue to examine opportunities to minimise future rent increases on an annual
basis, as part of our annual budget and rent consultation processes.

•

We will support tenants in maximising their incomes, through the new welfare rights advice
contract already described. We will also review the contract, after the new service has been
in place for six months.

Page | 66

Molendinar Park Housing Association
Business Plan 2020/21 to 2022/23

6)

Procurement
•

7)

We will continue with our current contract for heating installations, procured jointly with our
neighbours Milnbank and Reidvale Housing Associations. This arrangement has saved the
Association around £10k per annum, and we will explore further partnership working on
procurement, in planning our strategy for a number of maintenance contracts that will reach
the end of their term during 2020/21.

Use our new Asset Management Strategy to provide added value for tenants
•

We will deliver year 1 of the 5-year Investment Programme, and continue to plan for the
subsequent years.

•

We will make continued progress towards meeting the EESSH by the end of 2020, in the
process making it more affordable for tenants to heat their homes.

• We will continue to develop our asset management knowledge and information systems (e.g.
through ongoing assessments of stock condition, use of the HUB software programme, and
the introduction of the Homemaster software programme as our core system for holding all
stock information). These actions will help ensure that our asset management activities are
conducted as efficiently and effectively as possible.
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CHAPTER 11
Strategic Risk Assessment
Strategic Risk Register and Key Risks
The Association’s Strategic Risk Register is included in the Business Plan at Appendix 3.
MPHA follows HM Treasury guidance by quantifying each identified risk in terms of inherent risk
(the level of risk if no action is taken) and residual risk (the level of risk after measures to control it
are applied).
The method involves assessing each risk with reference to likelihood and potential impact, these
are both scored from 1 (lowest) to 5 (highest). The two scores are multiplied and then the score
for impact is added again, to clearly highlight risks that have the greatest potential impact.
The risk scores in the Register are based on the descriptors shown in the following “heat map”
graphic, which also provides a visual representation of the assessed level of risk. In the graphic:
Red – major or extreme/catastrophic risks that score 15 or more
Amber – moderate or major risks that score between 8 and 14
Blue or green – minor or insignificant risks scoring 7 or less

Extreme/catastrophic
5
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6

1

2

3

4

5

Remote

Unlikely

Possible

Probable

Highly
Probable

4

Impact

Moderate
3
Minor
2
Insignificant
1

Likelihood
The Association’s Most Significant Strategic Risks
Based on the scoring used in the Strategic Risk Register, MPHA’s five most significant strategic
risks, with a residual risk score of 16 or more, are shown in the following table.
The Risk Register is a snapshot of risks at a given point in time. The Register is updated
quarterly by management and then reviewed by the Finance, Audit & Risk Committee (also every
three months).
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Score Risk
24

Welfare Reform
reducing income
stream and
potentially increasing
bad debts

Impact

Mitigations IN PLACE

Further Actions Needed

Universal Credit results in tenants
giving lower priority to rent payments
in favour of other outlays.

Improved debt collection processes
including legal redress

Review the new welfare rights advice
contract, after 6 months

Better debt review and reporting
procedures

As more tenants move to Universal
Credit, regular impact analysis (e.g.
voids, arrears and bad debts)

The resulting risks are that rent
payments will be made late or not at
all.

Improved welfare advice service to
pre-empt bad debt issues

The number of failed tenancies may
increase, resulting in additional costs
for MPHA as well as poor outcomes
for tenants.

20

Non-compliance with
current & future
legislation / regulation

Failure to comply with obligations
hinders business growth due to
increased remedial and/or legal
costs.
Compliance with legal obligations for
tenant safety is a high SHR priority
Risk of regulatory intervention (HSE
as well as SHR)
Potential for fines and/or civil or
criminal convictions

Services provided by Mentor ensure
that we have high quality policies
and procedures on stock safety
matters (e.g. asbestos, legionella,
fire risk)
Mentor services include an annual
audit, to provide assurance about
compliance with legal obligations

Rigorous stress testing of the financial
Business Plan

Continue to ensure that our policies
and procedures are implemented and
that our monitoring systems are robust
Track legal and regulatory
developments (e.g. as a result of SHR
work on promoting tenant safety)

Regulatory and policy developments
are tracked carefully and MPHA is
an active participant in membership
bodies

Potential for major/catastrophic
reputational damage if tenant safety
compromised
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Score Risk
20

Non-compliance with
Fire Safety regulations

Impact

Mitigations IN PLACE

Further Actions Needed

Housing stock could require further
works in order to meet new
standards; potential costs of
compliance going forward

Ensure standards are complied with
by regular monitoring of properties to
ensure they remain safe for
occupants

Further actions in progress:

Non compliance could result in
regulatory intervention (HSE as well
as SHR)
Potential for fines and/or civil or
criminal convictions

16

BREXIT and economic
uncertainty (see also
risks 2 and 3 in the
Register, on interest
rates and inflation)

Potential for major/catastrophic
reputational damage if fire occurred
and MPHA had failed to meet its
legal obligations
Scoring reflects new Withdrawal
Agreement agreed with EU, and
reduction in risk of no deal (for now).
Worst case scenario continues to be:
•

Failure to agree new trade
arrangements by end of 2020

•

Disorderly or no deal Brexit leads
to economic shocks (e.g.
substantial increases in inflation
and borrowing rates)

•

Disruption to supply chains
and/or increases in costs for
repairs and maintenance
materials

Establish regular formal links with
key stakeholders
Seek to focus resources to avoid
duplication of effort and leverage
economies of scale with similar
organisations
Discuss with contractors their Brexit
preparations, to understand how no
deal would impact on their supply
chains and costs and how they can
mitigate impact for their clients

•

Non-secured and interest free loan
has been approved by the Fire and
Carbon Monoxide Detector Loan
Scheme.

•

This will enable us to install new
smoke detectors to all our
properties. This is in line with the
new Fire legislation which came out
in February 2019.

(ongoing) Rigorous stress testing of the
Business Plan, to quantify MPHA’s
potential vulnerabilities (including
cashflow and covenant compliance)
Maintain working capital at levels that
would meet outgoings for at least 12
months, allowing time to respond to
negative economic impacts (which are
still uncertain or speculative).
Base our planning assumptions about
inflation and interest rates on the best
information available, using Bank of
England and Scottish Government
publications
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Score Risk

16

Failure to deliver
competitive housing

Impact
•

Increased risk of contractor
insolvencies

•

Reduced rental income &
increased tenancy failure,
arrears or bad debts, if the cost
of living for tenants increases

Product offerings fail to meet the
needs and expectations of the
customers of MPHA, present and
future
Financial losses increase or reletting performance deteriorates to a
significant degree

Mitigations IN PLACE

Further Actions Needed
Review the parts of our business that
may be particularly vulnerable to
disruption in supply chains and/or
higher costs
In the worst case scenario, develop
plans to increase income and/or reduce
costs

Regularly monitor housing stock and
property offerings for relevance and
adequacy while taking account of
demographics

Tenant communications plan put in
place, if major repairs are likely to be
delayed or take longer than planned to
complete (e.g. in the event of significant
delays in obtaining components and
other materials)
(ongoing) Asset management strategy
Tenant Satisfaction Surveys on key
topics (e.g. repairs and rent
consultation)
Regular reviews of refusals of housing
offers and reasons given
Renewed focus on tenant engagement
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Business Plan Priorities
Senior officers will hold a formal quarterly risk review meeting and then report to the Finance, Audit
& Risk Committee
The Committee’s role is to review any material changes to existing risks, any new risks that have
emerged, and any areas where action is needed to safeguard the interest of the Association and
its service users.
Where necessary, we may consider preparing a specific risk register for activities that involve
major strategic issues, or that may have a significant impact on the Association’s overall risk
exposure. This will be considered by the Finance, Audit & Risk Committee.
In addition to our own review and management of risks, the Association’s internal auditor, Quinn
Internal Audit & Business Support Services, will continue to provide us with services that will
contribute significantly to the assurance available to the Management Committee.
A Strategic Internal Audit Programme is in place for the period 2019 to 2022, and we agree an
Internal Audit Plan at the start of each financial year. The Programme includes both assurance
reviews and appraisal reviews. Assurance reviews examine the control framework and
compliance, while appraisal reviews are concerned with the control framework and compliance
with good practice.
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CHAPTER 12
Financial Plans and Projections
Financial Objectives
This chapter provides an overview of the Association’s financial performance and future
projections, as set out in full in Appendix 5 of the Business Plan. Appendix 5 should be referred to
for a comprehensive statement of the financial aspects of the Business Plan.
The 30-year budgets are based on the following objectives:
•

To provide quality homes at affordable rents for tenants.

•

To provide a high quality and responsive management and repairs service which also
provides value for money.

•

To ensure that improvements and major repairs are provided for and carried out as required
to protect existing investment in our stock.

•

To provide new homes in MPHA communities through a small-scale development
programme where this meets the objectives of the Association and contributes positively to
its financial viability.

•

To consider new business opportunities which meet the objectives of the Association and
contribute positively to its financial viability.

The budgets are also based on the following financial viability objectives:
•

To ensure that the Association has sufficient cash reserves at all times to meet its obligations
as they arise, and

•

To comply with all lenders' financial covenant requirements at all times.

Current Financial Position and Performance
Key facts: 2018/19 Audited Accounts and Benchmarking Data
❖ Including Shared ownership properties, the Association owned 576 units of housing stock,
worth £18.9 million (valued at gross cost).
❖ We achieved a surplus for the year (before actuarial gains on pension deficits) of £
0.47million; this surplus contributed towards the capital cost of improving our homes of
£0.32 million.
❖ We had cash at bank of £1.5 million and accounting reserves of £4.2 million (£7,212 per
unit).
❖ Our loan debt was £2.97 million (£5,169 per unit), well below the previous year’s national
average for all RSLs (£10,889 per unit). Loan debt was only 0.16 % of the gross cost
value of the housing stock.
❖ Our operating surplus as a percentage of turnover was 21.9% - above the previous year’s
national average of 14.58%.
❖ Low levels of debt meant that our net surplus as a percentage of turnover was 20.5%,
above the previous year’s national average of 14.9%. The Interest Cover % was more
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than enough to meet the interest cover covenant agreed with our main funder, the
Nationwide Building Society.
❖ Net Pension Liabilities of £0.4 Million are now recognised on the balance sheet.
❖ Should the Association wish to withdraw from its defined benefit pension scheme,
potential liabilities are estimated at £1.4 million (not on the balance sheet).
Per Unit Management and Maintenance Costs
(Source: Scottish Housing Regulator, Analysis of Audited Financial Statements. 2018/19 All
RSLs not yet available)
National Figures
(median for all
RSLs)
17/18

MPHA (18/19)

Turnover per unit (SOCI)

£5,001

£4,036

Management & maint. admin. per unit

£1,270

£1,238

Staff costs as % of turnover

20.05%

22.8%

Reactive maintenance per unit

£508

£502

Planned maintenance per unit

£392

£364

Total direct maintenance

£948

£866

The Association’s results are comparable to the national results for many of the indicators.
As shown in Chapter 10, our staffing cost as a percentage of turnover continues to be lower than
the average for our chosen local peer group, and was lower than Glasgow Housing Association’s
result of 32.70% (2017/18). Further details are shown in Chapter 10 of the Business Plan (Value
for Money).
Base Case: Assumptions and Outcomes
The main assumptions used in the 30-year financial projections are shown in the following table.
The assumptions:
•

Recognise that the Association will be operating in less certain financial environment.

•

Allow us to continue to generate surpluses and to meet the covenant ratios set by Nationwide.

•

Maintain headroom throughout the 30-year planning periods to manage future risks and
adverse financial impacts.
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Molendinar Park Housing Association
Business Plan 2019: Base Case Assumptions
Inflation

2.3% in year 1, and then 2.00% per annum thereafter.

Rents

Increase of inflation plus 1.0% in year 1 to year 4.
Longer-term assumptions are then inflation only from year 5.
Note that rent increases of inflation plus 1% in years 1 to 4 are a
planning assumption. In practice, the Management Committee
seeks to restrict the level of increase in each year, as part of our
processes for budget-setting and tenant consultation.
Benchmarking of rent levels (see Chapter 10) shows that our rents
are significantly below the average for the east end of Glasgow.

Rent Collection
and impacts of
Welfare Reform

Void losses: 1% of rental income in years 1; then 1.25% in years 2
to 4; and then 1% from year 5 onwards.
Bad debts: 0% of rental income year 1, rising to 0.75% from year 3
to year 4 as Welfare Reform impacts are felt. Then down to 0.50%
onwards.
Rent arrears: Business Plan assumes arrears will increase (in the
range of 4.28% to 5.78% per annum) until year 4, then reduce from
year 5 onwards to 3% by Year 10. These allowances in the early
years assume slower rent collection following the rollout of Universal
Credit payments.
Universal Credit impacts on both tenants and MPHA’s finances will
be monitored closely and reported regularly to the Management
Committee. We will also keep our financial planning assumptions
under close review, as the number of MPHA tenants receiving
Universal Credit increases.

Maintenance and
Major Repairs

Reactive repairs profiled to include a real terms increase of 0.5% per
annum over the full period of the Business Plan. In recent history,
the increase in the cost of materials has in practice been higher than
the general rate of inflation and for headroom.
Cyclical maintenance costs have been profiled in accordance with
the Association’s 2016 stock condition survey.
Major repairs expenditure is also profiled in accordance with the
2016 stock condition survey and the 5-year planned maintenance
programme that is described in Chapter 7, Asset Management.
Allowance has been made for certain components which are being
replaced currently at higher costs. The 3 highest expenditures in the
plan are currently Kitchens, Roofs and Central Heating systems.
Limited adjustments were made to the planned works to ensure
covenants were not breached. Most of the adjustments brought
forward works to earlier periods. Management recognise that over
the next year their internal database will be updated to fully reflect
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Molendinar Park Housing Association
Business Plan 2019: Base Case Assumptions
the up to date Life Cycle Costing profile provided in the 2018 stock
condition survey. Work to address this is underway and the final
outcomes will be incorporated in updated financial projections for
next year’s Business Plan.
Real increases of 0.5% included for all maintenance costs for the full
30 years.
Development
Programme

The Association continues to investigate other opportunities in the
area, but no additional projects are included in the Business Plan at
present.

Interest Rates/
Treasury
Management

Loan interest rates: LIBOR rates rise over time to 4.00% (premargin) by year 7 to the end and BASE is assumed at 0.25% below
LIBOR at all times.
Assumed major repairs will be funded from cash balances.

Management
Costs

Salaries increased by inflation only plus any contractual grade point
changes.
Pension costs Include SHAPS final salary and auto enrolment
defined contribution costs, plus payments for Past Service Deficit
(PSD)administration expenses
The period of PSD payments is extended up to Year 7 for prudency
given the opening Net Pension Liability position.

The following graph shows the forecast cumulative cash position over the next 30 years:

•

The Association is projecting that surpluses will be made throughout the 30-year period,
with a minimum cash balance of at least £1 million forecast for every year of the Plan.
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•

If required, there would be scope to generate additional income (e.g. if inflation
increases, or if the Association needed to increase rents above the levels assumed in the
base case).

•

Cash exceeds debt by year 5 of the 30-year period.

Testing the Resilience of the Business Plan
To assess the risks to the Business Plan and its resilience to withstand these, the Association has
carried out a detailed assessment of risks and possible future scenarios. The factors tested are shown
below, followed by graphs illustrating the impact on the Association’s future cash flows. Detailed
figures are provided in Appendix 5 to the Business Plan.
TEST

FACTORS WITH POSITIVE IMPACT ON BUSINESS PLAN

1

Reduce voids and bad debts by 1%

2

No real cost increases on planned maintenance

3

Major repair costs savings of 5%

4

Added net income of £50k per annum

5

Reduction in variable interest rates by 0.5%

6

Inflation increase by 3% per annum

7

Inflation only increases to Management cost
FACTORS WITH ADVERSE IMPACT ON BUSINESS PLAN

8

Increase voids and bad debts by 1%

9

Major repair costs increase by 5%

10

Increase of 10% in reactive maintenance costs

11

Management costs increase by an additional 0.5% to Year 10

12

Increase in variable interest rates by 1%

13

Reduction in net income £100k pa

15

Inflation reduction by 0.5% per annum
SENSITIVITY ANALYSIS: COMBINED SCENARIOS, BASED ON THE FACTORS
ABOVE

16

Combine tests 9, 10, 11 and 12 above

17

Combine tests 10, 12 and 13 above

Note: potential Brexit risks are included in a number of the scenarios, in particular
scenarios 9, 10 and 12.
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Positive Scenarios

•

The Association’s cash flows remain positive under all of these individual scenarios, with cash
balances of at least £1.5 million throughout the 30 years.

•

The graph also shows levelling of the cash position in years 14 and 21. These are years of
peak activity for major repairs, however cash still remains above £3 million in these years. The
Association would have the option, if it wished, of further smoothing of the major repairs
expenditure over a longer period if that proved necessary for any reason.

Adverse Scenarios
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•

The greatest long-term impact on the Association’s future cash flows would result from a
reduction of net income of £100k per annum (S13).

•

The Association currently faces a number of external risks and uncertainties, for example as a
result of Brexit, the future performance of the economy, and Welfare Reform. The sensitivity
analysis has therefore examined factors such as increases in voids and bad debts, rising
repairs and major repairs costs, and interest rate increases.

•

The sensitivity analysis graph shows that none of the assumptions made on increases to costs
or reductions in income would threaten the viability of the Business Plan except for sensitivity
3.

•

As before, the graph shows levelling of cash in Years 14 to 21, due of peak activity for major
repairs investment.

Finally, the sensitivity analysis has addressed two further two scenarios, where a number of risk
factors crystallise simultaneously. This is particularly relevant to the current operating
environment, where registered social landlords are exposed to a range of different risks and
uncertainties.

Scenario 16 (represented in the chart by the rose line) combines the following factors:
9

Major repair costs increase by 5%

10

Increase of 10% in reactive maintenance costs

11

Management costs increase by added 0.5% to Y10

12

Increase in interest rates by 1%
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Scenario 15 (represented in the chart by the red line) combines the following factors:
10

Increase of 10% in reactive maintenance costs

12

Increase in interest rates by 1%

13

Reduction in net income £100k pa

As would be expected, the incidence of a number of risks occurring all at the same time places the
future cash flows under greater pressure.
Overall, the testing that has been undertaken indicates that:
•

The Association can comfortably maintain adequate cash flows and levels of cash
balances throughout the period of the Business Plan.

•

Reductions in net income and increased management costs have the greatest adverse
impact on the Business Plan.

Brexit Risks
The economic impacts of Brexit were a matter of serious concern for much of 2019, due to the risk
of a “no deal” Brexit and the economic impacts described in the Bank of England’s November 2018
stress testing report, particularly in relation to the Bank’s predictions about inflation and the Bank
rate.
In response to the revised Brexit deal agreed by the UK and EU members states, the Bank’s
November 2019 Monetary Policy Report states that the risks of no deal have now receded to a
substantial degree. There remains some uncertainty about the economic impact of Brexit, due to
two factors:
•

The outcome of the UK General Election in December 2019, and

•

The prospects of trade deals being negotiated and ratified by the end of the transition period
under the revised Brexit deal, which ends on 31 December 2020.

It is possible that if new trade deals are not agreed by this date, UK businesses and the wider
economy would be exposed once again to the risks of a hard Brexit. But it is worth noting that the
new Withdrawal Agreement allows the end 2020 date to be extended. The present UK
Government has said that it would not seek an extension, but it seems possible that pragmatism
could dictate otherwise. This was the case when the Prime Minister said publicly (on more than 60
occasions) that he would “die in a ditch” rather than see the UK’s exit date go beyond 31 October
2019.
MPHA will continue to monitor developments closely. Our cash position and low levels of
borrowing provide scope to mitigate any negative Brexit outcomes that might occur, and this would
be manageable provided that the no deal scenario does not return. Should the Association need
to manage adverse circumstances, we have a number of options for doing so through re-shaping
the planned maintenance programme and reducing staffing and overhead costs. We have a
sufficient financial buffer in place, to allow the Management Committee to make any difficult
decisions in a considered way.
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Covenant Compliance
The financial projections show that the Association is in a position to meet comfortably the financial
covenants agreed with Nationwide throughout the thirty years of the Business Plan. These
covenants are as follows:
•
•
•
•
•

Debt Serviceability Test Liability,70% of Charged Property Rents > Loan Repayment
Interest Cover %=>110%
Gearing %=<50%
Asset Cover - Value of Charged Properties – Valuation Basis 1 >= 100%
Asset Cover - Value of Charged Properties – Valuation Basis 2 >= 133%

The Association will ensure that covenant compliance continues to be firmly embedded in its
financial management and reporting.
Summary and Conclusions
The Base Case 30 year projections demonstrate financial viability over the next five years and
indeed the whole 30-year period of the financial projections. They also confirm that the Association
will be able to meet its obligations to tenants and to funders over this period.
The projections and the sensitivity analysis undertaken allow for operating in a more challenging
and uncertain financial environment. The projections show that the Association has sufficient
headroom to help it withstand pressures on its cost base and future risks and uncertainties. This
includes the possible impacts of Brexit, although the risks of “no deal” have reduced as a result of
the new agreements entered into with EU member states.
The Association will continue to exercise strong financial discipline and will also track changes in
the external risks and uncertainties we face so that these are identified at an early stage and
incorporated in future budgets and financial projections.
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CHAPTER 13
Implementing and Reviewing the Business Plan
Roles and Responsibilities
The Director is accountable to the Management Committee (MC) for managing the Association’s
overall performance, including the delivery of the Business Plan and the priorities it sets out.
Committee scrutiny, by the MC and/or the Finance, Audit & Risk Committee, will include:
•

Reviewing overall performance in relation to the Business Plan twice a year, at the mid-year
point and when approving the following year’s Plan.

•

Reviewing financial performance, and services performance against Key Performance
Indicators (KPIs), as part of the ongoing cycle of committee meetings during the course of the
year.

Oversight of Risks
The Management Team will maintain oversight of risks, and report to the Management Committee
and the Finance, Audit & Risk Committee any emerging risks to the Association’s strategic
objectives, financial position or reputation. As directed by the MC, the Association may undertake
additional risk analysis and reporting for designated business areas.

Internal Communications
The Director will make sure that the Business Plan is discussed with the wider staff team, including
the associated action plans by business area. The aim will be to give all colleagues a strong
connection with our organisational aims and priorities and their role in meeting these.
For cross-cutting issues such as asset management, budget-setting and value for money, the
Director will ensure that the appropriate staff members are involved in the work that needs to be
carried out.

Annual Business Plan Updates
The Business Plan will be subject to an annual review in years 2 and 3 of the planning period.
This means that we will update elements of the current plan, rather than producing a new Business
Plan from scratch every year.
The review will include the following elements:
1. Review achievement against the Action Plans approved for the previous year, covering the
key service/activity areas described in the Business Plan
2. Update the strategic analysis, to identify any new or altered internal and external factors that
have a bearing on our strategy or risk exposure
3. Confirm that the strategic objectives set in year one continue to be appropriate
4. Develop the action plans and targets/key performance indicators for the year ahead, taking
account of updated information such as tenant feedback, performance, service development
etc.
5. Update the strategic risk registers, for discussion by the full Management Committee
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6. Consider the resources needed to deliver the Action Plans (financial and people). This will
include producing the annual budget and updated financial projections for the next 5 and 30
years, with appropriate stress testing carried out.

The outputs from the various strands of work – and any others deemed essential – will be
incorporated in a Business Plan Update, which will be presented to the Management Committee
by the end of June each year.
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