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Homes & Services 
that make life better



We have set a new business vision for our Association – 
‘Homes and services that make life better’.  
Our Business Plan sets out how we intend to achieve this whilst also continuing to be 
well-managed, fi nancially strong and agile organisation.  This summary version of the 
Plan outlines our key strategic aims and ambitions for the coming year.
We are one of Scotland’s leading providers of affordable high quality homes for people 
in housing need. We aim to make a positive contribution to the communities where we work by 
combining good quality, energy effi cient housing with services that are affordable, sustainable and 
valued by our tenants and other customers.  This is refl ected in the three strategic objectives that we have 
set out in our Business Plan – Achieving Excellence, Building Success and Creating Innovation.
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Achieving Excellence
We will achieve excellence through our people to deliver quality homes and services that 
are affordable, sustainable and valued by our customers.

Excellent customer service is at the heart of our work.  Over the 
coming year we will take steps to transform our approach 
to customer service by developing self-service options for 
our tenants to access a range of services when and how 
they want.  Our approach to service delivery will also be 
underpinned by digital technology, creating opportunities 
for more fl exible working practices and to concentrate our 
efforts on where they are most needed.  We will aim to 
achieve improved value for money and customer satisfaction 
whilst also making life easier for our tenants and other 
customers through being able to engage with us in ways that 
suit them better. 

Building Success 
We will make our organisation stronger for the future by ensuring resilience in all 
areas of our business, creating a strong base for continued growth.

We are aiming to develop 750 new social rented and shared equity homes in our existing areas 
of operation as well as provide 250 alternative tenure homes.  In working to make life better, 
our aim will be to move towards a ‘zero energy’ standard for our new homes.  We will 
also consider options to incorporate new digital technology within our new 
homes to support our customer service and service delivery aims.  
Our work will focus on meeting the chronic need for social 
rented housing and improving the quality and 
choice of housing available, but also critically 
seeking to minimise energy costs for our 
tenants as far as we can. 

Creating Innovation 
We will innovate to create effi ciencies and deliver value for 

money through the effective use of our resources.

At a time when we know that that value and affordability are signifi cant 
issues for our tenants, we will take steps to ensure that our services add value to 

our organisation.  We will seek initially to make sure that our housing support related and 
other ancillary services are sustainable and commercially viable, and will seek to 

expand the customer base for these where possible.  We will also consider 
partnerships with other organisations who we might seek to work 

with on new and existing services.  Our focus will be on providing a 
comprehensive range of sustainable services that meet the needs of our 

tenants, deliver on making life better and add value to the Association.
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