looking to the future
This document details
how we intend to deliver our
five main commitments and how
we will measure our success
d Strategic Objectives
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BUSINESS PLAN 2015 -2020

d Actions

d Measures of Success

We will be valued as an influential and high quality landlord,
a forward thinking employer and a trusted partner in our core communities
Our Customer Care Standards have been rolled out
to all staff, contractors and residents. As part of
continuing to provide a high level of customer service
we will undertake our bi-annual residents survey and
build our residents profiles. This gives us both valuable
feedback that help shape our services, and assists us
in developing an extensive understanding of residents.
We will continue to develop our Resident Scrutiny
Panel ensuring it plays a key role in scrutinising our
activities enabling residents to influence services.

`

The staff survey will be carried out by workplace
specialists ‘Best Companies’. This helps us to ensure
our staff are supported and empowered to carry out
their everyday roles effectively. We will improve on
overall wellbeing in the workplace and improve our
IT systems to enable staff to carry out their duties
more efficiently and monitor progress.

`

We will review our governance (how the organisation is
run) and internal audits yearly, ensuring we are running
the organisation to the highest standard. We will
take forward all actions resulting from these reviews
in conjunction with the Board and in line with the
National Housing Federation’s Code of Governance
(2015). In addition to this, we will hold two dedicated
days per year with the Board to review and ensure
its effectiveness.

`

We will maintain good
relationships with our
regulator and consistently
achieve high ratings

We will develop a calendar to diarise all actions that
are needed to meet the requirements of those who
monitor how we run CCHA. We will carry out both
internal and external audit programmes which help us
to improve our services. We will produce a Value for
Money statement which clearly communicates how we
spend our money as an organisation. We will complete
a register holding information about our stock.

`

We will maintain a robust
risk management system
which will allow us to
manage risks for the
benefit of our customers

We will develop a risk management action plan which
will set out how we anticipate and manage risks to
the organisation. This action plan will be sent to an
organisation called ‘Hargreaves’ (a risk management
company) who will measure how we have performed
against our action plan.

`

We will fulfil our obligations
to ensure that the health
and safety of our staff,
residents and visitors is
protected at all times

We will develop a new annual health and safety action
plan which covers our duties as a landlord. This will
include our health and safety duties to staff, and all
visitors to our properties and head office.

`

We will maintain our
excellent customer service
and satisfaction levels

We will have committed and
motivated staff who feel
encouraged and supported

We will maintain excellent
governance and ensure that
our Board reflects our
business needs

`

`

`
`

`

`

`

Achieve increased levels
of satisfaction through
the STAR Survey
Review the Resident
Involvement Strategy

Achieve increased levels
of staff satisfaction through
the staff survey
More robust method to
monitor individual and
team progress
Achieve the highest
standards of governance
Follow up actions resulting
from audits and reviews
Hold two strategic Board
away days to review its
effectiveness

Achieve a high score
for our internal and
external audits
The successful
implementation of
our Value for Money
statement
Achieve a ‘Hargreaves’
rating of “Very Good”
Ensure our risk management
action plan is reviewed
every six months
Achieve health and safety
satisfaction ratings of
98% or above
Achieve 100% scoring for
our health and safety
duties as a landlord
continued overleaf

d Strategic Objectives
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d Actions

We will prioritise enabling residents to keep their homes and promote mobility

We will ensure that our
income is maximised
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We will review the ways in which our
properties are managed to ensure we are
receiving as much income as possible.
We will efficiently recover outstanding
rent and other monies owed to us.

`

Income will be
increased as a result

`

Continue to use the
programme in place
in relation to our
borrowing practices

`

Achieve a high level of
satisfaction through
our STAR Survey
Produce and publish an
updated set of repairs
service standards
Deliver improved services
and Value for Money against
our current budget

We will develop more homes and services for local communities

We will maximise the use of our
land and property to support
new development but will always
bear in mind the need to provide
genuinely affordable homes
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d Measures of Success

We will ensure we are borrowing responsibly
and in line with our goals and objectives.
A review all CCHA owned sites will
take place to maximise our potential to
develop homes and increase our stock.

We will maximise the quality and value of our homes

We will offer an efficient and
effective repairs service which
meets the needs of our residents
and provides good Value for Money

We will ensure the smooth transition of the
new repairs and maintenance contract. This
will include updating our repairs service
standards and investigating how efficient
our current services and systems are.

`
`

We will manage our assets to
ensure that they make a positive
contribution strategically and
financially without compromising
our commitment to provide
genuinely affordable homes
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We will manage our properties in line with
our Business Plan and Value for Money
strategy. We will build a comprehensive
information database on all our properties.

`

`

Carry out self-assessments
which measure the use,
efficiency and value
of our properties
We will ensure the Board
has regular updates and
approves changes to stock
uses, new developments
and Value for Money

We will deliver continuing efficiencies to achieve improved Value for Money

We will ensure that our service
charges are accurate and
demonstrate the best possible
value for our residents

All elements of the service charges will
be reviewed for Value for Money.

`

50% of the service
charges will be selected
(by value) and reviewed to
measure Value for Money

We will ensure that our organisation
is run as efficiently as possible and
has the appropriate information
and communication technology
back up to support this

We will review and improve the
functional elements of our finance
systems to ensure we are more effective
in managing this information.

`

Improvements and
more effectiveness in
managing and reviewing
financial information
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