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Key Outcomes

Priority
Actions

Performance Indicators

Baseline

Bridgewater’s 5 year Strategic Delivery Plan

Annual Targets

Strategic Objective 1: Manage and maintain, safe, high quality, sustainable, affordable homes

Improved Tenant

Implementation
of streamlined

% of homes meeting legal compliance of gas
safety, LD2 Compliance, EICR compliance,

23/24 | 24/25 | 25/26 | 26/27 | 27/28

approach to . . 96% 100% 100% 100% 100% 100%
Safety Legionella Inspections complete, asbestos surveys
fenant safefy compliant, play park inspections on time
inspections P s playp P
Our homes Strengthen our
) . approach fo asset | % tenants satisfied with quality of home 93% 93% 93% 95% 95% 95%
remain desirable
management
Meet national o .
Our homes meet ey S eEney % of homes meeﬂng EESSH2 (Standard under 0% 10% 20°% 30% 40% 509
EESSH2 review targets will be amended once known)
targets
Improved Improve .
opportunities opportunities % of tenancies to those assessed as homeless
PP for those facing . 92% 90% 95% 95% 100% 100%
for homeless : sustained
homelessness in
households. .
Renfrewshire
Implementation
of a new
approach fo
Imbroved carbon maintenance % Properties meeting Net Zero guidelines
fooﬁ rint that supports (Standard under review targets will be amended n/a 0% 0% 10% 15% 25%
P our approach fo | once known)
decarbonisation
and future-
proofing our stock
Implement fea-
Services Deliv- sibility of utilising
Care and Repair | % feasibility complete n/a 50% 75% 100% 100% 100%

ered Internally

service for core
business needs
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Baseline Annual Targets

Priority

. Performance Indicators
Actions

Key Out
ey Yuicomes 23/24 | 24/25 | 25/26 | 26/27

Strategic Objective 2: Protect and enhance the value of the local environment

,s\g?il;?i;ilnvcx‘/i:: how ler:\lz:g\:\ernTZre]Tol % tenants satisfied with Bridgewater’s contribution
7 we manage their | apoeal in our to the management of the neighbourhood they 92% 92% 92% 95% 95% 95%
. 9 PP . live in
neighbourhood communities
More wider
action projects Enhance our
8 supported and wider reach in the | No. of projects supported 1 1 2 2 3 3
Social Value is community
measured
More wider
action projects Imblement Social Progress development and implementation
9 supported and P . of Social Value Policy resulting in annual N/A 50% 100% 100% 100% 100%
: . Value Toolkit
Social Value is measurement
measured
Promote external
Owners are funding fo help' No. of publicity/communications to owners
10 supported owners maintain highlighting funding/efficiency measures N/A 2 2 2 2 2
PP and improve their gniighting 9 Y
homes
Increased Customers have
1 sohsfochgr} with more opportunity | % Tehgnfs satisfied with opportunities to 929, 92, 92, 96% 96% 96%
opportunities to to influence participate
participate service
Tenant
representation on Al ileli
12 involvement on No. of tenants on our Board 5 5 5 5 5 5
our Board at all
! our Board
fimes
Improved Customer service |, - . . .
13 customer queries are fo—l:rgirzf)riog?:eig\r/citgsuLJe:\Lees )resolved at first N/A N/A 50% 60% 65% 75%
satisfaction. resolved first time going v
Achieve Care Implement
14 and Repair accreditation % completion of implementation N/A 25% 50% 100% 100% 100%
accreditation process
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.. Baseline Annual Targets
Priority .
Key Outcomes . Performance Indicators
Actions 24/25 | 25/26 | 26/27 | 27/28
Introduce
Increased initiatives
customer & to enhance No. of initiatives encouraging customer
15 . . 1 2 2 2 2 2
community customer & involvement
involvement community
involvement
Strengthen our
16 Incrggsed ‘rakg up | digital services No.of customers registered on the MyBHA portal 751 826 909 954 1000 100
of digital services | fo support (fenants and owners)
participation
Improved market | Strengthen our 0 - . .
17 info & customer use of market info i Elese) SOTISﬁeO! Yot Csiemer st/ ene N/A N/A N/A 75% 85% 90%
- oo Market Information
insight & customer insight
Implement new
18 fjgg:f:r dobi— | aroma> TeoNS™Y | % reduction in rent debt (Gross Arrears) 3.40% 310% | 290% | 250% | 2.25% 210%
P reduction in current factoring debt 229% 170% 120% 90% 50% 30%
tenant and owner | increase human
resource
Implement digital Lrlzzljrs;fegnlme
19 application o % Complete n/a 0% 25% 50% 100% 100%
application
process
process
Improved Explore roll out
efficiencies within | of Office 365 % of factoring staff who report an efficient and o o o o
20 our factoring Windows 1st effective set of working practices N/A N/A e 78 el el
service approach
Achieve lomplrimfi;e
21 customer service Opfeedp % Complete n/a 0% 0% 0% 50% 100%
accreditation 9 o
accreditation
Strategic Objective 4: Invest in our
Implement new Establish new
22 staffing structure | customer focused % Comslaie n/a 759, 100% 100% 10(_)4 100%
and modern human resource Review
office space by Summer 2023
;O:::: Tomrr:wnegn’r E;fkl)c;edbilif No. of individuals supported through community
23 ploym P oyability benefits and direct employment of modern/ N/A N/A 1 2 3 4
opportunities are | and fraining . .
s graduate apprenticeships
created opportunities
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Key Outcomes

Our people feel

Priority
Actions

Embed a growth

Performance Indicators

% staff feel valued for the work | do — Staff

Baseline

Annual Targets

24/25 | 25/26 | 26/27 | 27/28

Strategic Objective 5

Tenancies are

Review existing

% of tenancies from housing list sustained for more

: Promote Innovation and collaboration for improvement and growth

24 supported & mind-set SR Uy 69% 69% 75% 75% 80% 80%
encouraged
Our culture is 5?\;32509(;0'
25 diverse and romofz/e No. of Equalities projects delivered/promoted N/A 2 2 2 2 2
inclusive P o
equalities
. Establish Social
We are a socially Corporate
26 responsible porate % Complete N/A 0% 0% 0% 100% 100%
P Responsibilit P
organisation PoliEy Y

27 sustained fenancy support | .~ V- 92% 90% 92% 93% 93% 95%
and provision
Review and
improve Review portfolio
28 supported of supported No. of supported units provided 141 141 141 46 46 46
accommodation | accommodation
provision
Explore roll
out of cloud
Imoroved workin ?g;e\/sgn?ji)ﬁvf/: % of staff who report they have efficient and
29 pre 9 effective way of working using technology - Staff 82% 82% 85% 85% 90% 90%
practices 1st approach Engagement Surve
& blended 999 v
approach to
working
c(ilu:hpeefoozlli :whoeve Continue to adopt | % staff who feel they have all the tools they need
30 need fo do Thei?’/ modern working | to do their job effectively - staff engagement 86% 86% 90% 90% 95% 95%
el ittty practices survey
Demonstrate
Maintenance value for money
31 service delivers 'rr;jcef'i'\‘/’j””g Reactive Maintenance costs per unit £745 £800 £810 £835 £860 £880
value for money .
maintenance
services
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Key Outcomes

New models of

Priority
Actions

Performance Indicators

Baseline

23/24 | 24/25 | 25/26

Annual Targets

26/27 | 27/28

invoicing

32 Workmg & service | Develop a post- % B.oord so’nsﬁed with new initiatives & service N/A 90% 90% 90% 95, 95,
delivery are COVID legacy delivery practices
embedded
We meet the
SHR’s Regulatory
Standards of Demgnstrofe N . N N N N N
33 Governance effective % Assurance and Compliance N/A 100% 100% 100% 100% 100%
and Financial governance
Management
SESNSCEIEEISr ,c\l/i\ggglrnrerzloo&;:y % Assurance through Audit of Function
34 ;er;oi\r/]erragfns & business (Reasonable = 80% / Substantial = 95%) A0 el <l o = =
P continuity systems
. Embed a value o -
35 We deliver value R % tenants who feel that the rent for their property 87% 879 87% 90% 90% 90%
for money represents good value for money - TSS
approach
Effective risk and | Establish revised 100%
36 policy reviews are | risk management | % Complete N/A 100% 100% 100% Reviei/v 100%
in place framework
Establish revised
37 WOCERErlEln | [Peaeinees % Complete N/A 25% 50% 75% 100% 100%
quality services management
framework
Bridgewater
continues to Embed a resilient T .
38 manage the local | C&R workforce New initiatives implemented by Care and Repair N/A 1 1 2 2 8
C&R services
Zﬁ?ol?izie q Establish revised
39 and efficient 2;0;::/‘33?;* % Complete N/A 25% 75% 100% 100% 100%
procurement
process strategy
We have robust Implementation
Sined U ! of integrated
40 o o steme | financial systems/ | % Complete N/A 50% 75% 100% | 100% | 100%
[ 4 solution including

Our targets will be monitored and reviewed regularly with an annual report being submitted to our Board.
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Bridgewater Housing Association Ltd
First Floor Bridgewater Shopping Centre,
Erskine PA8 7AA

Tel: 0141 812 2237

Email: admin@bridgewaterha.org.uk
www.bridgewaterha.org.uk

Property Factor Registration Number PFO00105, Registered Society No 2525R (Co-operative
and Community Benefit Societies Act 2014), Scottish Housing Regulator No HAL 301
Bridgewater Housing Association is a recognised Scottish Charity No SCO 35819



