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Supporting a Thriving Rural Future

Rural Housing Association was established in [992. Its mission then was “to provide a supply of
readily available and affordable accommodation for rural people in rural areas, with a view to
helping maintain and regenerate rural communities”.

The Association works throughout Northern Ireland and has a particular interest in working
in what are considered to be disadvantaged rural areas. The Association does not see its
role as merely providing rural housing, but rather helping to build strong and sustainable rural
communities. It is a core belief of the Association that the housing requirements of small rural
communities are best identified, understood, and solved through close co-operation with
local community development groups. To this end, the Association works closely with local
communities and the Northern Ireland Housing Executive in assessing needs and delivering
appropriate housing solutions in what is, predominantly, a niche rural market.

The Association’s housing stock of over 600 dwellings is widely dispersed right across
Northern Ireland.

Rural Housing Association is governed by a voluntary Board of Management, whose members
come from a range of professional, commercial, and social backgrounds such as finance,
education, the not-for-profit sector, regeneration, and the public sector. Together, they forge the
strategy of the Association and provide oversight of the operations of the company. They are
supported by four committees: Technical Committee; Audit, Risk and Governance Committee;
Housing Services Committee; and Finance and General Purposes Committee.

In June 2024, the Board met with senior staff and external consultants to agree how the
Association would go forward for the next three years and to reconsider its vision, purpose, and
values. This included an in-depth analysis of the Association’s current role, a look at our past
successes and failures, consideration of the changing socio-economic environment, and how
Rural Housing Association will best succeed for its tenants and stakeholders through all those
challenges and opportunities.

That strategy not only explains how Rural Housing Association will implement the mission
through the challenges of the next three years, but it also provides an insight into where we
hope to be in three years' time and serves as a template for our annual business plans in each of
those three years.

Those business plans will provide annual operational waypoints, ensuring the Board's vision for
the Association—its purpose and values—all translate into workable documents for the Chief
Executive and Senior Management to follow as they guide their departments through the next
three vyears.

This is the second of those Business Plans.



To grow a strong To provide desirable In order to fulfil our
organisation, providing housing in rural purpose we commit
sustainable, affordable communities throughout to the following values
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Strategic Objectives

Our three-year corporate plan is delivered through operational themes that are directly linked
to our committed values as an organisation. These themes are set out in each of the business
plans for the next three years and cascade down into measurable, progressive KPIs for each
Director, Manager, and staff member.

Progress against these targets is measured and monitored through:

¢ Weekly internal meetings

* Senior Management Team meetings

* Monthly Board of Management meetings

This approach ensures effective governance and full accountability.

The Association publishes an annual report providing information on all our financial and
business performance for the previous year, alongside a value for money statement to ensure we
are using our resources effectively and efficiently.

Below are outlined our strategic objectives:

Grow a Strong
(and Accountable)
Organisation

Support Rural
Communities
to Thrive

“Supporting
a Thriving
Rural Future”

Deliver
Sustainable
Homes for
the Future

Provide
Great Homes



Support Rural Communities
to Thrive

In the next year we will...

Continue to develop our tenant engagement model, ensuring tenants can get involved or
provide feedback in ways that suit them, and ensure tenant engagement, for example, through
our Tenant Panel Groups informing our decision-making, oversight of policies, etc.

Be clear about what partnerships we support (held on a register) and how we collaborate,
with clear roles and relationships, e.g. in effectively addressing issues such as nuisance and anti-
social behaviour.

Help build community capacity by stimulating and enabling the development of community
groups, and encourage co-operation and learning between them.

Continue to work with partners to provide tailored support to tenants who need it most, for
example, through tenancy sustainment initiatives and access to training and support.

Aim to achieve high levels of satisfaction with neighbourhoods as a place to live and good
tenancy sustainment.

Provide Great Homes

In the next year we will...

Improve our understanding of our assets, their condition, and environmental performance
through a full audit and cost analysis.

Use our intelligence to prevent avoidable problems and to invest wisely to provide homes
that are sustainable in the long term (including integrating net zero ‘retrofit’ improvements
where practicable).

Provide a reliable, responsive repairs service, with more repairs completed by appointment
and on a first-time fix’ basis year-on-year. (KPI)

Ensure we complete repairs to empty homes quickly and to a good standard. (KPI)

Ensure all homes are safe and in good condition, with robust arrangements to provide
assurance to tenants and decision-makers.

Deliver high levels of satisfaction with both our homes and responsive services.



Provide Great
(Customer-focussed) Services

In the next year we will...

* Undertake a full tenant census so we can better shape services to our tenants’ needs. (KPI)
* Undertake a fundamental service review of all key services over the life of this plan.

* Continue to improve our digital offering—making it easier for tenants to access the services
and information they need, when they want to and how they want to.

* Deliver high levels of satisfaction with ease of contact, how well we listen, and how we keep
tenants informed.

* Strive to minimise complaints, but when they do arise, RHA will manage complaints well and
will demonstrate how we use learning to improve our services.

* Monitor the implementation of our integrated |T system to ensure efficient outcomes.

Deliver Sustainable Homes
for the Future

In the next year we will...

» Continue to set clear milestone
delivery targets to ensure our
properties achieve an average SAP
Band C by 2030—delivered on a
‘worst first’ basis. (KPI)

* Develop a longer-term
retrofit ‘road map'’ setting
out how we will treat
different property types
and work towards RHA

becoming a carbon neutral
organisation by 2050. (KPI)




Grow a Strong (and Accountable)
Organisation

In the next year we will...

* Ensure we have strong and accountable leadership, with effective governance arrangements
and leaders (BOM and Exec) who demonstrate the necessary skills and commitment to
our values.

» Continue to position ourselves in a competitive employment market as an ‘employer of
choice’, with RHA seen as a great place to work and develop.

» Continue to raise our profile as the key influencer on Government policy and funding
decisions, and as an advocate for the ‘rural voice'.

* Embed new systems and processes and ensure data, tenant, and business insights inform our
decision-making.

* Ensure the organisation remains financially strong—maximising income collection and
continuously improving value for money across services and new development.

* Maximise the number of new, environmentally sustainable, affordable homes delivered
through our development programme.

The Operating Environment
and Challenges

Economic Landscape

Inflation and Interest Rates: With inflation easing and interest rates set to decline, the
association may find some relief in its financial pressures. The broader economic environment
remains uncertain, with potential fluctuations in the housing market and broader economy.
Therefore, the association must remain agile and adaptable to respond to these changes effectively.

Funding Models: The restrictions on funding coming from Government continue to provide
uncertainty year on year. The association continues to do thorough risk analysis on all its new
build schemes to ensure priority is given to those developments with low risk.



Political and Regulatory Environment

Government Policies: The NI Executive has committed to delivering a significant boost to
affordable housing and included housing for the first time in its Programme for Government.
This includes policy shifts that could alleviate some challenges facing housing providers and
enable the delivery of new homes. Unfortunately, as mentioned above, the funding has not been
put in place to match this aspiration.

Regulatory Changes: There continues to be a shift towards prioritising tenant experience
and addressing vulnerability. Rural Housing continues to adapt to these changes to ensure
compliance and improve tenant satisfaction levels.

Social and Demographic Factors

Housing Demand: The demand for affordable housing continues to outstrip supply. This
highlights the urgent need for more affordable housing.

Tenant Needs: There is an increasing focus on improving the quality of existing homes, including
decarbonising them, and enhancing services to residents.

Technological Advancements

Digital Transformation: Technology is playing an increasingly important role in shaping the future
of housing. In 2025, digital transformation will continue to be a critical focus for us as we seek to
improve operational efficiency and tenant services.

Innovation: We need to continue to adopt innovative solutions to address emerging risks and
operational challenges. This includes leveraging technology to enhance service delivery and
tenant engagement.

Environmental Considerations

Sustainability: There is a growing emphasis on sustainability and the need to decarbonise
existing housing stock. We must continue to invest in green technologies and practices to meet
environmental targets and reduce our carbon footprint.

Climate Resilience: We must also consider the impact of climate change on our operations and
develop strategies to enhance the resilience of our housing stock.

Conclusion

The external operating environment for us in 2025 is shaped by economic, political, social,
technological, and environmental factors. By understanding and addressing these challenges, we
can continue to provide essential services and contribute to solving the housing crisis.



Business Priorities for 2025/26

Provide
Great
(Customer-
focused)
Services

Annual publication of
tenant newsletter:

Deliver effective communication
to our external stakeholders.

Measure our tenants attitudes
to us as a landlord.

Continue to provide
assistance and support tenant
panels both in-person and
through hybrid meetings.

Provide a full formal
consultation to tenants on
the 2026/27 rent increase.

Undertake a full tenant census
so we can better shape services
to our tenants’ needs.

Undertake a fundamental
service review of all key services
over the life of this plan.

Continue to improve our digital
offering - making it easier for
tenants to access the services and
information they need when they
want to and how they want to.

Strive to minimise complaints
but when they do arise RHA
will manage complaints well and
will demonstrate how we use
learning to improve our services.

Communicate effectively
with tenants.

Communicate effectively
internally and externally using
Communication Action Plan.

Ensure continued quality,
effectiveness and value for
money and high service levels.

Continue to support and Develop
opportunities to enable Tenant
Panels to fully participate in the
governance and decision making
processes of service delivery.

Commit to encourage tenant
participation and ensure
tenant involvement.

Develop opportunities to allow
tenants to participate in the
decision making process of the
association at the highest level.

Understand our tenants better and

provide targeted services as required.

Provide management with an

opportunity to enhance and improve

services provided to tenants.

Complete installation of new
HomeMaster system. Rollout
tenant portal including inducements
for tenants to sign up

New software system complaints

module with fully automatic updates.

Increase in Customer
Satisfaction Levels.

Increase in Customer
Satisfaction Levels.

Increase in Customer
Satisfaction Levels

Number of groups formed and
numbers of Quarterly meetings.

Increase in tenant satisfaction levels.

Increase in tenant satisfaction levels.

Increase in tenant satisfaction levels.

Provide easy access to tenants
for their data. Improve Admin
and communications by
signing up at least 50% of our
tenants by March 2025.

Deal with 100% of complaints
within time schedules.

Qtr3
Yr |

Qtr |
Yr |

Qtr |
Yr |

Qtr4
Yr |

Qtr4
Yr |

Qrt 4
Yr |

Qtr4
Yr | Yr
2,Yr3

Qtr4
Yr2

Qtr4
Yr I Yr
2,Yr3



Provide
Great
Homes

Continue new build programme.

Provide attractive, local, new build
through use of our Rural Design Guide.

Be at the forefront of housing
provision in rural areas with
limited planning opportunities

Through local links identify and
highlight rural areas where rural
needs testing is required.

Through ongoing stock condition surveys
continue to develop detailed profiling of
our properties and their components.

Invest planned and response
maintenance including component
replacement, external painting
and annual servicing.

Improve our understanding of
our assets, their condition and
environmental performance.

Use our intelligence to prevent avoidable
problems and to invest wisely to provide
homes that are sustainable in the long-
term (including integrating net zero
‘retrofit’ improvements where practicable).

Provide a reliable responsive
repairs service with more repairs
completed by appointment and on
a first-time fix' basis year-on-year.

Ensure we complete repairs to empty
homes quickly and to a good standard.

Ensure all homes are safe and
in good condition with robust
arrangements to provide assurance
to tenants & decision-makers.

Deliver high levels of satisfaction with
both our homes and responsive services.

Continue with modest growth
until SHDP funding rises again.

Provide framework and guidance for future
developments and deliver well designed
schemes with like-minded partners.

Investigate and bring forward to SHDP
at least | scheme per year in areas
of limited planning through PPS21.

Investigate and bring forward at least
one scheme for latent demand testing in
conjunction with the NIHE Rural Section.

Protection of assets.

Protection of assets.

Continued property surveys
and response to surveys.

Continued property surveys
and response to surveys.

Integration of software systems with
response maintenance contractor.
Fully transparent flow of information.

Integration of software systems with
response maintenance contractor.
Fully transparent flow of information.

Continued property surveys — Full
reporting from new software.

Continual tracking of contractor
performance, regular meetings
and constant communication.

Number of homes

Number of Design Awards

Number of homes

Number of homes

Expenditure at year end

Expenditure at year end

Reduced expenditure on response
maintenance v planned maintenance.

Reduced expenditure on response
maintenance v planned maintenance.

Contractor KPI

Contractor KPI

Annual Property survey reports

Contractor KPI's

Tenant Repair KPI's

Qtr4 Yr |

Yr |, Yr2

Yr3

Qtr4 Yr |

Qtr3 Yr |

Qtr4 Yr |

Qtr4 Yr |

Qtr4 Yr |

Qtr4 Yr |

Qtr4 Yr |

Qtr4 Yr |

Qrt4 Yr |

Qtr4 Yr |

Be an
Excellent
Employer

Develop highly trained staff as laid out
in our Human Resources Strategy.

Continue to renew the Board of
Management through a renewal
programme in accordance

with the 9-year rule.

Provide in-house and external
training for Board Members led
by an annual skills analysis.

Continue to Implement the Board
Member Appraisal policy and carry
out an annual appraisal of Board
Members to identify governance
and performance issues.

Happy, effective staff with low turnover.

Ensure compliance and

regeneration of Board.

Ensure effective and informed Board.

Ensure effective and informed Board.

Staff turnover

Board numbers and turnover

Board satisfaction levels
through appraisal.

Board satisfaction levels
through appraisal.

Qrt4 Yr |

Qrt | Yrl

Qrt3 Yr |

Qrt | Yrl



Grow a
Strong (&
Accountable)
Organisation

Ensure we have strong & accountable
leadership with effective governance
arrangements & leaders (BOM and
Exec) who demonstrate the necessary
skills & commitment to our values.

Continue to raise our profile as
the key influencer on Government
policy and funding decisions and as
an advocate for the ‘rural voice'.

Ensure the organisation remains
financially strong - maximising
income collection and continuously
improving value for money across
services and new development.

Well trained board and staff.

Continued marketing of Association.
Representation on NIFHA and
other representative bodies.

New work flows in newly
integrated software ensuring
timely responses and more
automation to cut down staff time

BOM and Exec satisfaction levels.

Rent arrears /Value for money KP!'s.

Qtr4 Yr |

Qtr4 Yr |

Qtr4 Yr |

Be a Key
Influencer
in Rural
Housing
Policy

Produce yearly operational Business Plan.

Encourage Board and senior
staff to make new links with
relevant external stakeholders.

Encourage representation
on NIFHA board.

Produce Corporate
plan every 3 years.

Use social media to ensure the
profile of the Association is at
the forefront of rural policy.

Create a decarbonisation strategy
and plan for the Association to
implement a 50% reduction in scope
| and scope 2 emissions by 2030
and commit to reducing scope 3
emission, on a baseline of 2015.

|dentify and measure work targets.

Increase partnerships with rural
community groups to support
expansion of community initiatives.

Increase policy involvement and
ensure rural priorities are at the
forefront of housing policy.

Provide direction and effective
strategic leadership in rural policy.

Provide a high profile for
the organisation.

Provide leadershipto our
stakeholders in carbon reduction in
the rural sector by understanding,
measuring, planning and committing
publicly to decarbonisation targets.

Publication

New partnerships

New partnerships

Publication

KPI's on social media.

Using a baseline of 2015/,
measuring our organisational
footprint and measuring
our reductions.

Yr |, 2,
3Qtr4

Yr |
Qtr4

Yr |
Qtr 4

Yr2
Qtr4

Yr |
Qtr |



erorey | Worksteam | ouome | Memurement succen | Target

Support
Rural
Communities
to Thrive

|dentify additional Housing for Al
Neighbourhoods in rural locations.

Extend delivery of community
projects focused on addressing
social isolation in rural areas.

Explore areas to provide non-
housing products to our tenants
and local communities.

Work in partnership with the NIHE
and local groups to conduct latent
demand tests in rural locations.

Continue to Implement a hardship
fund for our tenants to help sustain
tenant welfare and tenancies.

Continue to develop our tenant
engagement model ensuring tenants
can get involved or provide feedback
in ways that suit them and ensure
tenant engagement for example,
through our Tenant Panel Groups
informs our decision-making,

Be clear about what partnerships
we support (held on a register) &
how we collaborate with clear roles
and relationships e.g. in effectively
addressing issues such as nuisance
and anti-social behaviour:

Help build community capacity by
stimulating & enabling the development
of community groups & encourage
co-operation & learning between them.

Work with partners to provide
tailored support to tenants who
need it most for example, through
tenancy sustainment initiatives and
access to training and support.

Achieve high levels of satisfaction
with neighbourhoods as a place to
live & good tenancy sustainment.

Sustain rural communities through
community development.

Sustain rural communities through
community development.

Sustain rural communities through
community development.

|dentify new areas for social housing
and sustain local communtties.

|dentify those tenants in severe need
and provide assistance as required.

Promote and support tenant groups
providing policy and strategic drafts for
their review. Continue to promote the
prospect of tenant board members.

Close communication with local
community groups, voluntary
and statutory agencies.

Work through housing for all and
local tenant groups to encourage
outreach to community groups.
Investment in community activities.

Outreach to external
stakeholders and signposting.

Ensure tenant involvement and
feedback. Annual scheme walkabouts .

Number of new schemes. Community
Satisfaction through project surveys.

Community Satisfaction
through project surveys.

Community Satisfaction
through project surveys.

Number of latent demand
tests at year end.

Number of tenants helped through Qtr 1Yr |
hardship fund at year end.

Tenant satisfaction KPl. Number Qtr4Yr |
of tenant groups and meetings.

Number of tenant board members.

Number of complaints. Qtr4Yr |
Tenant satisfaction. Number of new Qtr4 Yr |
schemes coming from community.

Number of relets Qtr4 Yr |
Tenant Satisfaction Survey. Qtr4 Yr |

Deliver
Sustainable
Homes for
the Future

Set clear milestone delivery targets
to ensure our properties achieve
an average SAP Band C by 2030 —
delivered on a ‘worst first’ basis.

Full review of all properties. Consider
disposal of properties that are too
expensive to reach band C.

Property SAP ratings updated annually. Qtr4 Yr |



SMART Targets
-

Surplus for Year
The difference between income and expenditure for the year

Prompt Payment Days (normal)

Prompt Payment Days (hew build)

Gearing Ratio

Interest Cover
Interest Cover §

Current Ratio

Non-Technical Arrears

Arrears owing directly from tenants as a % of rental income expected
directly from tenants

Technical Arrears

o %
Arrears Write-Offs - P
5 _—
Amount of arrears that are not collectable as a % of total rental income =

4

. o0
Tenants 13 weeks in arrears l.l.l.l
Past Tenant Arrears i R
Arrears owing from ex-tenants as a % of total rental income )
Maintenance Costs %
How much it costs the Association to maintain its properties from day to day \)
Repair Relet Costs <
How much it costs the Association to bring vacated properties back into E&'-_F%
lettable condition Sh

Repair Relet Time
How quickly the Association can get repairs done on a vacant property

&

‘Z!‘
I
NS

Mar-26

Mar-26

Mar-26

Monthly

Monthly

Monthly

Monthly

Mar-26

Mar-26

Mar-26

Mar-26

Mar-26

Monthly

Monthly

Mar-26

£322,448

30 days or within contract
terms if shorter

[4 days

<50%

>1.35

<I.I

.00 or higher

5%

5%

2%

3%

2%

Monthly Budget - 5%+5%

Monthly Budget - 5%+5%

2| Days



Target
-

Voids /\ »

The cost of vacancies as a % of total rental income

Anti-Social Behaviour
Deal effectively with 90% complaints within time limits

90%

Grant Aid () 50 additional tenants or

. . . " local residents are engaged
Identify and claim new grant aid for tenants and local communities (measured Mar-26

. : } through new grant funding
in numbers of tenants or residents engaged with fund) in community activities

Web Site 1. : 2

How much traffic directed to RHA website 1- . -t

Monthly 1000 per month

Social Media ﬁ!' Monthly At least 1100

Applause Rate — Interaction with social media posts Likes/Followers * 100

Tenant Portal 50% rate of success
Monthly

Self Service Score (logins v action)

Tenant Portal — Savings of 10% using PWC

‘ Annually

Cost Reduction ) standard costings
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Appendix | - Rural Housing Structure

Technical
Committee

Finance and GP
Committee

Property and
Procurement
Director
Paul Fox

Maintenance
Manager
Emma Forker

Technical Officers
(Development)
x 3

Technical Officer
(Reponse)

Technical Officer
(Planned)

Technical Admin Technical Admin Technical Admin

Board

John Waddell (Chair)

Tom Potter (Vice Chair)
Ciaran McKenna (Secretary)
Michaela McCusker (Treasurer)
Tommy Gallagher

Margaret Rafferty

John Moss

Harry Gaffney

Technical Committee

John Moss (Chair)
John Waddell
Ciaran McKenna
Tommy Gallagher

Audit, Risk and Governance Committee

Ciaran McKenna (Chair)
Tommy Gallagher
Tom Potter

Development

Ruth Mongomery

Board of

Management

Audit, Risk and
Governance
Committee

Housing Services
Committee

Chief Executive
Stephen Fisher

Business Housing and
Operations
Director

Martina Cranny

Finance Director
Mary Frances
McCrystal

Director

Housing Manager
Valerie Pinkerton

Community
Involvement
Officer

Neighbourhood
Housing Officer
Orla Maguire

Finance Officer
Carmel Mallon

Housing Officer
Rent Recovery

Finance Shared
Housing Admin Services
Advisor Edel Adminstrator

McNelis PIT

Housing
Advisor

Housing
Advisor

Finance & General Purposes Committee

Michaela McCusker (Chair)
John Waddell

Harry Gaffney

John Moss

Housing Services Committee

Tom Potter (Chair)
Michaela McCusker
Margaret Rafferty

Senior Management

Stephen Fisher (Chief Executive)

Mary Frances McCrystal (Finance Director)

Martina Cranny (Housing and Operations Director)
Paul Fox (Development & Property Assets Director)
Ruth Buchanan (Business Development Director)
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Appendix | - Operational Infrastructure

Rural Housing Association Governance Process and Workflow 2025-2026

Annual Business 3 Year Corporate Annual
Plan Strategy Report

Individual Annual

DG e Senior Management Performance Meeting

Staff
T
Operational/Strategic cam

Core Brief Document

Operational
Weekly | on |
with Manager

Strategic/Operational
Twice per month
Monthly | on | with CEO

Sub-Committees

Board of Management

Maintenance/
Capital Budget
Policy Review
Contracts
Scheme Design

Technical
Committee

Monthly Meeting

Capital Budgets/
Maint Budgets
Dev Strategy
Policy

Allocations
Tenancy sustainment
ASB
Voids
Rent Arrears
TP
Policy Review

Housing
Services
Committee

Monthly Meeting

Arrears
Estate Services
Tenant
Participation
Voids
Policy

Monthly Mgt
Accounts
Budgets
Financial Projections
T
Policy Review

Finance &
General
Purposes
Committee

Monthly Meeting

HR issues
Reward/Remun
Financial issues
Budgets
Quarterly
Accounts
Policy Review

Board of
Management

Meeting
3rd Wednesday
of Month
September to June
(as per timetable)

Risk Mgt
Financial Process
Audit
Policy Review

Audit Risk
Governance
Committee

Quarterly Meetings

Risk Mgt
Financial
Audit
Policy

DFC Regulation

External Audit

Internal Audit

Business Plan
3Yr Strategy
DFC Returns
Annual Report
Benchmarking
Policy Review
Marketing




RHA:

Tel:
E-mail:
Web:

rura
housing .

association

2 Killyclogher Road, Omagh
Co'Tyrone, BT79 0AX

028 8224 6118
info@ruralhousing.co.uk
wwwi.ruralhousing.co.uk

Facebook.com/ruralhousing

twittercom/ruralhousingni




