Each year the Board approves the extent to which we need to consult with our
customers (both tenants and residents) our staff, and our stakeholders, on key
areas identified in the Business Plan.

The main ways we consult with our tenants are individually through letters,
newsletters, questionnaires and email and also through ETO Eildon Tenants

Eildon Housing Association Ltd founded 1973

Over the next 5 years, as Parent of the Group, EHA will provide:

. High quality affordable houses throughout the Borders

Organisation, the independent body representei nQuality 8envimas fosoor tehants and appicasts col | ecti vel y,

our Tenant Opinion Panel which was established last year and will be further
developed over the coming year to provide a fully representative group of tenants.

The key event over the next 12 months will be the commissioning of the
Independent Customer Satisfaction Survey and acting on the feedback it provides.

Tenant Consultation (with ETO and Tenant Opinion Panel)
e Make services for tenants more accessible

e Commence & act upon Independent Customer Satisfaction Survey
e Improve ways of delivering our services to tenants

e Introduce a Tenant Reward Scheme

e Increase ability of tenants to influence services

e Consult on Annual Rent and Service Charge levels

Staff Consultation (With Staff Association and Staff Groups)
e Change the way services are provided

e Change our organisational structure

e Review Staff Salaries/Remuneration Package

Key Stakeholders

e Consult with SBC over SHIP and SDFP

e Consult with SBC over Lead Developer proposals

e Consult with SBC over Care & Repair Contract and Migrant Support Service
Contract

e Consult with BHN colleagues over Joint Working

e  Affordable, high quality care and support services for those in need

o Effective maintenance and modernisation services to preserve our stock for
future generations

e  Effective business support services for all members of the Group

e  Good employment practices to ensure staff are well motivated and effective

Eildon Enterprise Ltd founded 2004

We will deliver a range of wider action services and new initiatives that directly
support EHA objectives.

Eildon Trust
We will form a fundraising Committee and actively engage in raising funds which

can be distributed by the Trustees primarily to support Eildon projects or tenants.

Eildon Tweed Valley HA Ltd founded 1989

When required, we will deliver Agenecy

charitabled housing associations and
when the economic climate allows. We do not anticipate any activity for this
subsidiary in the coming year.

The Eildon Group will remain financially strong over the next 5 years, able to meet
all its business objectives within the banking covenants we have in place. As a
growing organisation we continue to take out loans at competitive rates and have
the financial capacity to support our future development responsibilities. The
following table shows the growth in our assets over the next five years.
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Each year the Board reviews the key values under which the Group will operate.
No matter which part of the Group staff are working for, including contract work and
Agency work for other organisations, the following values by which we operate are
the same.

e Help people in need

e Respond to new challenges e Deliver quality and value

e Be Customer focussed e Be good employers
e Adopt a ARiIight Fi e Besustainable

e Ensure our products and services
are affordable

e Work in Partnership with Key

e Be open and accountable e Remain financially strong

and
t he

e Promote 6Good Governancebd
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OWe work

together to provide

sustainable housing and other services for people in need for the
benefit of

The next 5 years will see the Eildon Group maintain and
improve its excellent track record of providing a wide range of
housing, care and support services and other community
based services

The Group will continue to be customer focussed and develop
new systems aimed at making the delivery of services more
effective and O6Right First Ti

The Group will continue to work in partnership with Key
Stakeholders where this results in an advantage for our
customers and our staff

The Eildon Group has no plans to change constitutionally
within the next 5 years, but will talk to other Registered Social
Landlords about working together to improve services for our
customers

The Eildon Group will remain financially strong, whilst
services will remain affordable to our customers

Eildon will work in partnership with Borders Housing Network
and Scottish Borders Council to be the Leading Developer for
the Scottish Borders and beyond.
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We have always enjoyed excellent relations with our Key Stakeholders and
increasingly work with them in addressing our joint needs in meeting Single
Outcome Agreement objectives, and specific BHN/SBC joint initiatives e.g. TOPS
and Leading Developer Proposals.

New Ways Partners
(NWP)

Borders Housing
Network (BHN)

Support active membership of NWP Strategic Board and Theme
Co-operate with NWP to achieve SOA objectives

Explore joint working to improve efficiencies

Provide Borders wide Care and Repair Service
Provide Borders Migrant Support Service

Scottish Borders Develop and operate joint homelessness protocol

CeumEl (S Negotiate preferred developer status for EHA in the Borders

Agree housing need and regeneration priority areas
Assist SBC in Transforming Older Persons Strategy

Scottish Enterprise Deliver BCIF Agency Contract

NHS Borders Respond positively to Partnership Care in the Community Initiatives

Deliver on Procurement Strategy

Assist SBC with the preparation of the Strategic Housing
Investment Plan (SHIP)

Maintain/enhance our EHA Housing Association Grant
Development Programme

Scottish
Government

Achieve Leading Developer status for the Borders
Play active role in influencing better value through SFHA

National Bodies Support Rural and Island Housing Association Forum activities

Respond and influence national debate on Care and Support
funding

Eildon Housing Association has been continuously developing new houses for the
past 30 years with an average development programme between 50-100 new units
a year. As a charitable RSL the tenants of our new homes have never had the
Right-to-Buy.

In 1990 we acquired 180 former SSHA houses from Scottish Homes with tenants
who had a preserved Right to Buy. With less than 100 tenants still with a Right to
Buy out of 2000 tenancies our annual development programme gives us a net

annual increase in stock of between 40 and 90 units per year i average 65 units.

This steady increase in units which is projected to continue for at least 20 years as
the Borders is the second fastest growing region in Scotland, enables us to plan
with confidence against our overall objective of increasing efficiencies.

The following table shows the forecast for growth based on this unit increase and
no additional care and support contracts over the next 5 years.

Number of tenancies 1915 2189 +14%
People receiving care/support services 320 320* 0%*

Total housing stock 1991 2271 +14%
Group turnover excluding Sh. Equity £8,810K £9,756K +11%
Rent/service charge income received £6,453K £7,409K +15%
Net Assets £12,901K £15,466K +19.9%

* May increase if additional funding is available

Business Objectives

Maintain our position with the Housing Regulator as a high performing RSL

Promote 6Smarter Governanced to

standard

ensur e

Work within our income streams to maintain our financial strength in the short,
medium and long term

Continually improve our corporate and financial services to make our business
operation more effective

Ensure we deliver good employment practices for all our staff

Remain an independent group willing to enter into partnerships where this
brings direct benefit to the Group and our customers

Continue to provide comprehensive services to the Eildon Trust, Eildon
Enterprise and Eildon Tweed Valley HA in accordance with annual
Independence and Responsibilities Agreements.

We work closely with Scottish Borders Council at a strategic level as a member of
the New Ways Strategic Board. As an organisation we are playing a significant
role through our housing, care and support and wider action activities in helping
SBC meet the following SOA Strategic Priorities:

e Develop greater economic resilience for those that live and work in Scottish
Borders

e Increase the connectivity of Scottish Borders
heal t h

e | mprove and wel |l being of

e Reduce alcohol related problems among young people & adults and the
harmful impact on communities in the Scottish Borders

e Increased and more effective integrated planning for the demographic
challenges of an older population living in Scottish Borders

e Develop greater environmental resilience within Scottish Borders

e Develop greater community resilience within Scottish Borders

Scotti

Our Board and Management Team are committed to continuous improvement.
Each quarter we review our KPIs and Management Accounts against the targets set
for the year.

The way we set our targets is dependent on the previous three years performance
levels, our need to keep improving where this is feasible and the benchmarking we
do to compare ourselves with other organisations.

In comparing our performance with other RSLs we use the information provided by
the Scottish Housing Regulator on APSR returns and the data we receive from our
membership of the Scottish Housing Best Value Network Benchmarking Club.

From this analysis we make recommendations to our Board on any areas of
improvement. The only area giving us concern at the moment which we are
addressing is the number of days taken on average to re-let a property.

Rent/service charge income received 97% 98% +1%
Level of voids/bad debts 2.05% 2.04% -0.3%
Average debt/home £6900 £6100 -12.3%
Staff costs to turnover 48.74 44.01% -9.7%
Staff attendance levels 96.5% 97% +0.5%
Total loan debt 23,373K 20,890K -11%
Board attendance 80% 85% +5%
Over 90% satisfaction levels achieved 99% 100% +1%
Tenancy Sustainment Levels 89% 91% +2%
Stock meeting SHQS 99% 100% +1%

Core Activity Objectives

To provide a
potential customers

6Right first time, Every

Maintain and where possible enhance /extend our high quality care and support
services to our existing customers

Develop additional Care and Support services where adequate income streams
are secured that meet the objectives of SBC Care & Support strategies

Develop an Asset Management Strategy

Work in partnership with Scottish Government, SBC and BHN to provide a
programme of affordable housing across the Scottish Borders

Become the leading developer for the Scottish Borders recognised by SBC and
the Housing Investment Division of the Scottish Government (HID).

Secondary Activity Objectives

Continue to deliver existing and where appropriate enter into new Agency
Contracts subject to annual performance reviews

Consider new agency services for others
Consider new services that directly benefit our customers

Consider support/initiatives that support SBC/New Ways Single Outcome
Agreements

Support Eildon Trust in raising funds on behalf of the Group.
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