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49 Wellhouse Crescent, Glasgow G33 4LA 
(office hours) Tel: 0141 781 1884  
Emergency 0800 595 595 Fax: 0141 781 1885

www.wellhouseha.org.uk

How to contact us
We are open in the hub daily from 9am, 
except Wednesdays when we open at 10am

We close at 5pm Monday to 
Thursday and at 4.30pm on Fridays

Call us on 0141 781 1884. 
Email us direct, e.g.Pat@wellhouseha.org.uk
if you know who you want to contact, or
info@wellhouseha.org.uk 

Scottish Charity No. SC036552

Keep up to date with 
what’s happening in your community.

SUMMER

2016

LIKE US ON  FACEBOOK TO
KEEP UP TO DATE WITH ISSUES

Welcome to the summer 2016 newsletter.  Wellhouse Housing Association is working
with the local community and our partners to make Wellhouse, the Place to Be. We have
great pride in our local community and want to work with you to keep on improving
where we all work, rest and play and especially those of us who call Wellhouse home.
The Housing Associations values reflect how we want to work with you:

Wellhouse The Place to Be!

Lets Keep 
Wellhouse Clean
Are you concerned about litter, fly tipping, graffiti, dog
fouling or any other environmental issues? If so, 
Glasgow City Council's newly formed ‘Environmental
Task Force’ wants to hear from you.

Use the 'MyGlasgow' app on your smartphone, call
0300 343 7027 or contact them using social media: 
Report using twitter: @theenvtaskforce Report using
Facebook: envtaskforce

Wellhouse staff have met up with ETF staff to discuss
the new service, which looks very impressive. But don't 
take our word for it, look at their website
(https://www.glasgow.gov.uk/index.aspx?
articleid=17179) for full information and a video about 

the service, or look at the positive comments on 
Facebook, and before and after photographs that 
people have published.

Keeping the area clean is the responsibility of every 
resident, so let’s make the best use of this service from
Glasgow City Council to make Wellhouse the place 
to be!

Trust                  Honesty               Integrity             Excellence         Accountability        Sustainability

Our Values

TRUST • HONESTY • INTEGRITY • EXCELLENCE • ACCOUNTABILITY • SUSTAINABILITY

We are reviewing our ways of working and our housing officers and assistants will have a
new way of delivering customer service.  We will launch a new website later in the year,
are reworking our policies and procedures, which we will consult on and have a customer
opinion panel, as well as our regular management committee meetings. 

Clean up after your
dog: It is unsightly, 
unhygienic and 
against the law.

Do not feed 
pigeons or gulls 
please they 
create a mess.

Please be considerate,
cars on pavements 
are dirty, unsightly 
and dangerous.

Please help us 
make Wellhouse the
Place to Be and put
your litter in a bin. 

Clean up after your
dog: It is unsightly, 
unhygienic and 
against the law.

Do not feed 
pigeons or gulls 
please they 
create a mess.

Please be considerate,
cars on pavements 
are dirty, unsightly 
and dangerous.

Please help us 
make Wellhouse the
Place to Be and put
your litter in a bin. 

Who put that there! 
The barriers to blind and partially sighted people 
getting out and about.

Parking on Pavements 
Research undertaken by RNIB shows that people with sight loss 
most commonly collided with cars parked on pavements more
than any other pavement obstruction 

Please be considerate of people with sight problems, mobility issues,
people with buggies, etc and don’t park on the pavement.

 ● Scottish Charity – SC036552

 ● Scottish Housing Regulator – HAC281

 ● Co-op & Community Benefits Societies – 2469R (S)

 ● Property Factors – PF000109

 ● Financial Conduct Authority - 2469R (S)

 ● Office of the Information Commissioner - 277205348

Registered office: The Hub, 49 Wellhouse Crescent, Easterhouse, Glasgow, G33 4LA.



T R U S T  •  H O N E S T Y  •  I N T E G R I T Y  •  E X C E L L E N C E  •  A C C O U N T A B I L I T Y  •  S U S T A I N A B I L I T Y 3

Welcome to the executive summary of 
the new 3-year business plan, which I am 

delighted to launch after working closely with 
the committee, staff team and partners over 
the last 6 months of 2018/19.  The document 
sets out our aims and objectives over that 
period to develop our business.  

We have looked at the economy, the 
political environment, our opportunities and 
challenges and, above all, the needs of the 
community – this is something we will be 
working on in some detail with the Tenant 
Participation Advisory Service over the next 
year, with a focus on value for money and 
affordability.   This is a significant milestone 
for the association and represents the final 
stage in our journey since 2014.  We are a 
confident, forward thinking independent 
housing association who works solely for the 
benefit of the residents of Wellhouse.  We 
will not merge, nor join a group structure 
nor seek to work beyond the boundaries 
of our community.   We retain ambitions 
toward making best use of the housing stock; 
maximising our income and using that to 
benefit the community and; keeping a close 
interest in the vacant sites which we hope 
to purchase as soon as is practical to deliver 
new homes and finalise the redevelopment of 
Wellhouse.  We are proud of our achievements 

and will always work to put our community 
first.  We will never forget our journey, our 
achievements nor the hard work of everyone 
who has worked to make Wellhouse the Place 
to Be. 

You are being sent a copy of this as an 
important partner in business ambitions and I 
trust you will find it useful.

Maureen Morris, Chair, on behalf of the 
Management Committee

Business Plan
Wellhouse Housing Association
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• WHA owns and manages 791 good quality 
homes; 1 HMO property (3 tenancies); 1 non 
self-contained property (two tenancies) and 
provide factoring services to 55 owners.  In 
addition, we own the Hub and 4 commercial 
units in Newhills Road. 

• WHA is a significant social business, with an 
annual turnover of 3.8 million.

• We are led by an experienced and very 
committed voluntary Management 
Committee made up of both local residents 
and others elected for their skills and 
expertise. 

• WHA employs 18 members of staff, led by 
our Director who is responsible for the day 
to day management of the Association.

WHA provides a comprehensive range of 
services; all focused 100% on the needs of our 
tenants and community.  These services include 

tenancy and neighbourhood management, 
repairs and property management, 
property development, asset management, 
environmental works, income maximisation and 
factoring.  We will never seek to expand beyond 
our geographical boundaries – our uniqueness is 
Wellhouse.

Introduction
Wellhouse Housing Association (WHA) has produced a Business Plan (primarily an internal 
document) to set out our vision and values, along with our objectives, plans and resources for 
the period 2019/20 – 2021/22.  

The Business Plan informs our relationships with tenants and residents, funders, regulators and 
partner organisations. In developing the Plan, we have taken account of the Scottish Housing 
Regulator’s “Recommended Practice” on business planning, published in December 2015.

It will be reviewed and updated annually and approved by committee accordingly.

The Association and its Services
WHA operates solely in the Wellhouse neighbourhood of Easterhouse.

Our vision:
Wellhouse – the Place to Be.

Encapsulated in this simple statement is 
our vision of Wellhouse as an attractive 
place where people feel happy and safe, 
benefit from having a good home and an 
attractive environment and feel proud to 
be part of a vibrant community.  
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Throughout our history we have gone 
through a number of phases which could be 
best described as rapid growth, ambitiously 
innovative and more recently, internal review 
and underpinning. We are now confident 
about our future, motivated to continue to 
build the respect of our customers and the 
wider community, and keen to stay focused on 
improving our performance. 

We recognise that for the next three years, the 
period of this business plan, we need to ensure 
we apply the lessons we have learned from 
our previous three years (a period of business 
transformation) and use these to continue to 
improve our services, our performance and our 
organisation. From our analysis of our operating 
environment, we appreciate that there are 
challenges ahead. We also understand that it 
is important that we take time to, assess the 
risks and carefully plan the way forward. We 
are however confident in our skills, abilities and 
ambitions.

Given all of this, we intend that the next three 
years will be a period of confident forward 
momentum where we continue to improve 
our performance, embed the improvements 
we have made, increase our community 
engagement activities, strengthen our 
partnerships and deliver tangible and positive 
social benefits – not least our ambitions toward 
the three vacant sites in Wellhouse. Wellhouse 
carried out a full options appraisal in 2015 and 
chose to remain an independent CCHA at that 
time.  There is no need to repeat this exercise 

at any time during the life time of this plan and 
we do not intend to ever need to merge or join a 
group structure.

We are confident that we will have begun a new 
growth phase in meeting housing need and 
taking us on the path of eventually completing 
the housing re-provision by the end of this 
business plan.  This is likely to include additional 
house-building, provision of other tenures (e.g. 
shared equity) and new services.  

Our strategic direction

Our social impact
We are keen to develop a more outcome-
based approach to our service planning. 
This will help to maintain our focus on 
the social impact we want to make. We 
argue that by doing this we can help our 
staff, as well as our customers, to better 
understand that our vision will influence 
our strategy, policy and everyday actions. 
It will also provide us with a framework to 
assess how well we deliver social value. This 
will include exploring growth of our ethical 
ambitions and wider role, through student 
placements, modern apprenticeships and 
other initiatives which boost employability 
and life chances, working with residents and 
key partners.

 In our delivery plans, we have therefore 
set out how our actions will help us achieve 
our strategic objectives and deliver social 
outcomes.
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To ensure we stay focused on transforming 
our business and making the social impact 
we seek, we have maintained our 6 strategic 
objectives for the next 3 years. From these 

objectives, all our activities will flow. We will also 
measure our success by setting targets against 
these objectives, ensuring that we deliver them 
effectively and efficiently.

Wellhouse was initially developed as part 
of greater Easterhouse in the 1950’s, when 
Glasgow Corporation carried out inner city 
slum clearances and created the new peripheral 
estates, rapidly reaching a population of 50,000 
in that decade (this dropped to 23,000 by 2010).  
There was fairly rapid deterioration arising from 
a lack of facilities and a top down management 
approach by the local authority and by the 
1980’s there were serious housing and socio-
economic problems across Easterhouse.  A 
new movement emerged at that time that 
included new community-controlled housing 
associations which operated as managers, 
landlords, developers and community anchors 
amongst other things.  Wellhouse was one of 

these new organisations.

In 1989, a tenants steering group was set up to 
seek the transfer of 335 homes from Glasgow 
City Council to community ownership. Their 
success led to the creation of Wellhouse 
Housing Co-Operative, registered as a social 
landlord in 1994 and becoming Wellhouse 
Housing Association in time for our 10-
year anniversary. A second successful stock 
transfer from Glasgow Housing Association 
in 2010 resulted in all the social rented homes 
in Wellhouse being owned by the housing 
association.  The association has worked hard to 
transform the local area and build new homes. 

Over the years, we have developed innovative 

Our strategic objectives

The Association’s History and Achievements

Deliver excellent services

Provide good quality homes

Anticipate, undertand and respond to 
local need

Foster an attractive, successful and 
thriving community

Maintain good governance and 
financial management

Value and invest in our people.

The six objectives are to: - 
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approaches, particularly in our wider role 
activities. We have been ambitious to transform 
the local area and the physical and social 
improvements are obvious. Statistics show 
that since 1994, and 2010, the community is 
more stable, there is little anti-social behaviour.  
Changing SIMD statistics remains a real 
challenge.

In 2015, we embarked upon a major review of 
our governance and financial management 
arrangements. We agreed with and responded 
to requirements from the Scottish Housing 
Regulator, with a comprehensive Governance 
Improvement Plan (GIP).  In 2016 we 
significantly strengthened our organisation 
in critical business areas. We have clarified our 
relationship with our key partner in wider role 
activities, Connect Community Trust.  We have 
robust business planning and risk management 
arrangements.  We reviewed the investment 
needs in our tenants’ homes and provided for 
a more appropriate upgrading programme 
based upon a refreshed Sustainable Community 
Strategy. We completed the GIP in March 2017.  
We have enhanced our management reporting 
systems and this has helped to identify 
efficiencies and improve our performance.  
We will continue to implement and develop 
these improvements.  We completed a staff 
restructure in 2017 and fully updated our 30-
year plan, asset management plan and our 
approach to operational running of the business 
and risk management.   We restructured our 
rents, based on tenant feedback and the third 

and final part of the harmonization will happen 
in April 2019.

In 2017/18, we had substantial staff turnover 
but we are in a strong position to take WHA 
forward and deliver our ambitions, with 
noticeable improvements in all core KPI’s.

In 2018, we adopted new ethical, sustainability 
and value for money standards and these are 
at the heart of our business approach going 
forward.

This plan describes our new framework for 2019 
– 2022.   The main things we will do to achieve 
our aims during the first part of the next three 
years, from April 2018 to September 2019, 
are outlined in more detail in the appendices.    
During this time, the Management Committee 
will monitor performance, to make sure we stay 
on track as much as possible.

More information on our achievements can be 
found in the main business plan, which is on our 
website.

The plan also describes our approach to equity, 
diversity and human rights; ethical standards, 
sustainability and value for money. 

In addition, the plan has full details of our 
horizon scanning, assessment of the economy 
and our operating context and financial 
framework.

We would take this opportunity to thank 
everyone who participated in the production of 
the plan and for your feedback throughout the 
consultation processes. 
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VISION: Wellhouse – the Place to Be.

As a charity and a community-controlled housing 
association working to deliver social benefits, our 

values are very important to us.  They underpin 
our services and drive our behaviours. They are:

People agree Wellhouse is an 
attractive place

People benefit from having a good 
home and an attractive environment

People feel happy and safe here People feel proud to be part of a 
vibrant community

TRUST HONESTY

INTEGRITY EXCELLENCE

ACCOUNTABILITY SUSTAINABILITY

VALUES:
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Strategic Objective 1:  
Deliver excellent services
Our customers want to feel safe, warm 
and secure. We deliver a range of services 
aimed at helping them to achieve this. 
For those customers who are seeking new 
accommodation, we aim to support them to 
understand their choices.  The outcomes we 
seek:
• Our services deliver high customer 

satisfaction;
• Our services meet or exceed agreed quality 

standards;
• Our services enable people to stay in their 

home for as long as they want to;
• Our services deliver value for money.

Strategic objective 2:  
Deliver Good Quality Homes
As a social landlord we take our responsibilities 
for looking after our properties very seriously. 
We are also acutely aware that these properties 
are peoples’ homes and as such, their quality has 
a major impact of the lives of those who live in 
them.  The outcomes we seek:
• Our homes deliver customer satisfaction;
• Our homes meet customers’ aspirations;
• Our homes meet current and future housing 

needs;
• Our homes meet agreed quality standards. 

Strategic Objective 3: To anticipate, 
understand and respond to local needs
We know that our community and their needs 
are changing. We need to better understand 
these changes in order to anticipate and 
respond to the demands placed on our services.   
The outcomes we seek:
• Our customers’ needs and aspirations are 

understood;
• Our customers’ needs and aspirations are 

met;
• Our customers’ future needs and aspirations 

are projected.

Strategic Objective 4: To foster an 
attractive, successful and thriving 
community
We own all the social rented properties in 
Wellhouse. This means we have an opportunity 
to play a wider role in helping to ensure 
Wellhouse is the Place to Be. Clearly, we cannot 
do this alone and so will be working alongside 
our statutory and voluntary partners.  The 
outcomes we seek:
• Our community benefits from our activities;
• Our community is an attractive place;
• Our community is a safe place;
• Our community is a vibrant place where 

people prosper

Strategic Objective 5: To maintain good 
governance and financial management
We aim to be in Wellhouse for the long 
term. This means we need to ensure that our 
organisation is properly governed, has sufficient 
resources and is able to manage risk. We need 
to offer value for money at all times and most 
importantly, be able to retain the confidence 
of our customers, regulators and funders.  The 
outcomes we seek:
• Our organisation is viable and sustainable;
• Our organisation is trusted and well-

respected;
• Our organisation protects its assets and 

manages risks;
• Our organisation offers value for money.

Strategic Objective 6: To value and 
invest in our people
Our people are essential to our future success. 
Our people include our staff and Committee 
members. Without their efforts, skills and 
commitment we would be unable to meet our 
objectives.  Investing in our people is investing 
in our future. The outcomes we seek;
• Our people are skilled, committed and high-

performing;
• Our people feel valued and supported;
• Our people enjoy their work.
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Wellhouse Housing Association
Business Plan: Base Case Assumptions
Inflation 3% for the full 30 year term.

Rents Increase of 3% (CPI only) in year 1 and 4% in years 2 – 10 (CPI + 1%), then 
3% (CPI only) thereafter. 

Benchmarking of rent levels exercises are carried out to ensure we are 
not too far removed from the Scottish national average and the east end 
of Glasgow average. 

Rent Collection 
and impacts of 
Welfare Reform

Void losses: 0.8% of rental income in year 1, 1.0% in year 2, 1.25% in year 
3; and then 1.5% thereafter.

Bad debts: 0.97% of rental income in year 1, 1.0% in year 2, 1. 5% in year 
3; and then 1.75% thereafter.    

Rent arrears: Business Plan assumes arrears at 3.93% of Turnover in year 
1, and doubling to 8% by year 4. However, with the resources committed 
to ensuring the rollout of Universal Credit does not have an extreme  
impact on the organisation, it is expected that arrears will reduce to 5% 
in year 9 and remain at that level for the remainder of the plan.

Maintenance and 
Major Repairs

Reactive repairs profiled to include a real terms increase of 0.5% per  
annum for the life of the plan
Planned/Major repairs profiled to include a real terms increase of 0.5% per 
annum for 10 years and then revert to 0%.

Cyclical maintenance profiled to include a real terms increase of 0.5% per 
annum for 10 years and then revert to 0%.

Development  
Programme

The Association will continue to seek GCC support for new developments 
in our area.  The prospects for achieving this are limited in the short-term 
and no firm decision has been made in relation to development, there-
fore, no new projects are included in the Business Plan for 2019/22 at 
present.

Interest Rates/ 
Treasury  
Management

Loan interest rates: Assume Libor at 1.0% in year 1 and climbing by 0.50% 
each year until reaching 4.0% in year 8 and for the remainder of the plan.

Assumed major repairs will be funded from cash balances. 

We do not anticipate a requirement for further loans to implement our 
current strategy. 
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Management 
Costs

Salaries increased by 2.65% in year 1, 3% in year 2 and thereafter.

Pension costs Include SHAPS auto enrolment defined contribution costs, 
plus payments for Past Service Deficit (PSD).

wider 3

Chart Title

man admin costs ract planned major replace bad stage 3 loan wider

WELLHOUSE 2017/18 EXPENDITURE:
Wider Role 
80,269 (3%)

Stage 3 
Adaptations 
38,075 (1%)

Bad Debts 
116,689 (4%)

Loan Repayments 
515,890 (17%)

Management & 
Administration 

Costs 
997,817 (32%)

Reactive 
Maintenance 

369,061 (12%)

Replacement 
Components 

790,898 (25%)

Major Repairs 
130,606 (4%)

Planned & Cyclical 
Maintenance  
65,130 (2%)
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49 Wellhouse Crescent, Glasgow G33 4LA 
(office hours) Tel: 0141 781 1884  
Emergency 0800 595 595 Fax: 0141 781 1885

www.wellhouseha.org.uk

How to contact us
We are open in the hub daily from 9am, 
except Wednesdays when we open at 10am

We close at 5pm Monday to 
Thursday and at 4.30pm on Fridays

Call us on 0141 781 1884. 
Email us direct, e.g.Pat@wellhouseha.org.uk
if you know who you want to contact, or
info@wellhouseha.org.uk 

Scottish Charity No. SC036552

Keep up to date with 
what’s happening in your community.

SUMMER

2016

LIKE US ON  FACEBOOK TO
KEEP UP TO DATE WITH ISSUES

Welcome to the summer 2016 newsletter.  Wellhouse Housing Association is working
with the local community and our partners to make Wellhouse, the Place to Be. We have
great pride in our local community and want to work with you to keep on improving
where we all work, rest and play and especially those of us who call Wellhouse home.
The Housing Associations values reflect how we want to work with you:

Wellhouse The Place to Be!

Lets Keep 
Wellhouse Clean
Are you concerned about litter, fly tipping, graffiti, dog
fouling or any other environmental issues? If so, 
Glasgow City Council's newly formed ‘Environmental
Task Force’ wants to hear from you.

Use the 'MyGlasgow' app on your smartphone, call
0300 343 7027 or contact them using social media: 
Report using twitter: @theenvtaskforce Report using
Facebook: envtaskforce

Wellhouse staff have met up with ETF staff to discuss
the new service, which looks very impressive. But don't 
take our word for it, look at their website
(https://www.glasgow.gov.uk/index.aspx?
articleid=17179) for full information and a video about 

the service, or look at the positive comments on 
Facebook, and before and after photographs that 
people have published.

Keeping the area clean is the responsibility of every 
resident, so let’s make the best use of this service from
Glasgow City Council to make Wellhouse the place 
to be!

Trust                  Honesty               Integrity             Excellence         Accountability        Sustainability

Our Values

TRUST • HONESTY • INTEGRITY • EXCELLENCE • ACCOUNTABILITY • SUSTAINABILITY

We are reviewing our ways of working and our housing officers and assistants will have a
new way of delivering customer service.  We will launch a new website later in the year,
are reworking our policies and procedures, which we will consult on and have a customer
opinion panel, as well as our regular management committee meetings. 

Clean up after your
dog: It is unsightly, 
unhygienic and 
against the law.

Do not feed 
pigeons or gulls 
please they 
create a mess.

Please be considerate,
cars on pavements 
are dirty, unsightly 
and dangerous.

Please help us 
make Wellhouse the
Place to Be and put
your litter in a bin. 

Clean up after your
dog: It is unsightly, 
unhygienic and 
against the law.

Do not feed 
pigeons or gulls 
please they 
create a mess.

Please be considerate,
cars on pavements 
are dirty, unsightly 
and dangerous.

Please help us 
make Wellhouse the
Place to Be and put
your litter in a bin. 

Who put that there! 
The barriers to blind and partially sighted people 
getting out and about.

Parking on Pavements 
Research undertaken by RNIB shows that people with sight loss 
most commonly collided with cars parked on pavements more
than any other pavement obstruction 

Please be considerate of people with sight problems, mobility issues,
people with buggies, etc and don’t park on the pavement.

49 Wellhouse Crescent, Glasgow G33 4LA
(office hours) Tel: 0141 781 1884
Emergency 0800 595 595 Fax: 0141 781 1885

www.wellhouseha.org.uk
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