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1. Introduction & Background 

In February 2018, Southside Housing Association (SHA) developed an IT Strategy 

(for the period 2018-2020) which set out the following IT objectives: 

 Ensure the data/information requirements for running an efficient and 

effective customer and property management service are understood and 

documented; 

 Review business-as-usual IT service to ensure that the day-to-day offering 

to the business is clear. This includes formalising contractual and 

performance management arrangements with third party IT service providers 

(to be addressed in response to the IT General Controls review conducted in 

Q4 2017); 

 Proactively encourage a ‘paperless office’, with measures taken to limit 

paper document creation/storage in preparation for GDPR legislation; 

 Implement business process improvement ‘quick-wins’ and undergo a 

programme of continuous process improvement, led by process owners; 

 Commence Enterprise Resource Planning (ERP) implementation project – 

Specification and Selection. Appoint project manager, document 

requirements and procure solution; 

 ERP implementation project (core and additional modules) and begin de-

commissioning legacy systems, where required; 

 Ongoing review of ERP effectiveness and begin realising benefits of 

implementation; 

 Assess IT hardware and software provision and take measures to maximise 

the new ERP system functionality; and  

 Implement customer facing digital solutions. 

Since the 2018-2020 strategy was developed, the Association has embarked on a 

business improvement programme which has included the following achievements, 

in line with these objectives;  

 Reviewed the business-as-usual IT service and appointed a new third party IT 

partner (Tecnica Limited) in December 2019, with contractual and 

performance management now in place.  

 Upgrades have been made to the physical (on-premise) and virtual server 

environments, leased line and office wifi provision and we are in the process 

of making further core-IT improvements, including implementing a new remote 

desktop service to improve the working from home experience; 

 Developed a multi-disciplinary business improvement project board, 

consisting of colleagues from across the business as ‘workstream leads’. This 

group is currently supporting in delivering the ERP project having already 

achieved early quick wins within their own departments and documented 

requirements from a new ERP system;  

 Completed the procurement of a new ERP system, selecting Orchard 

Information Systems to implement their housing, asset and finance system 

(OpenAccounts), including customer dashboard, purchase-to-pay, mobile 

housing officer and digital customer portal. This also includes the introduction 
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of SQL Server Reporting Services (SSRS), which provides the Association 

with data warehousing capabilities and enhanced scope for management 

reporting; and 

 Improved the IT hardware provision, in part as a response to rapidly changing 

business requirements caused by COVID-19. All office-based colleagues now 

have the ability to work from home.  

The 2020-22 SHA IT & Digital Strategy aims to continue and progress the ambitions, 

sentiments and projects set out in the 2018-20 Strategy, and will build on recent 

achievements by adding objectives that reflect what has changed at SHA and the 

external environment since the 2018-20 strategy was developed.  

While the 2018-20 Strategy can be characterised as ‘transformational’ - focused 

heavily on achieving significant business and systems change - the 2020-22 

Strategy focuses more on completing the business improvement programme with a 

view to achieving ‘steady state’ and ‘continuous improvement’. This will ensure that 

ongoing transformation efforts achieve the expected benefits, which are then 

sustained and improved upon. 

2. Strategic Business Principles underlying the 2020-2022 Strategy (‘The Big 

Picture’) 

The key driver for this IT & Digital Strategy is to ensure that technology enables the 

Association to deliver its mission, values and strategic objectives as set out in the 

current draft Business Plan document.  

2.1. Mission 

Mission: Southside Housing Association provides quality, affordable and well 

maintained homes and works with communities and partners to maintain safe, 

popular and inclusive neighbourhoods 

2.2. Vision 

Vision: Southside Housing Association strives to support thriving local communities: 

 We want all our homes to be popular, affordable, well maintained and 

energy efficient; 

 We want customers to receive excellent services from approachable and 

knowledgeable staff; 

 We want to serve the needs of all communities equally; and 

 We want to work with partners to build popular and inclusive 

neighbourhoods. 

2.3. Strategic Objectives 

The Association aims to deliver this mission and vision by pursuing the following four 

key objectives: 

1. To deliver service excellence; 

2. To provide popular, affordable, well maintained & energy efficient homes; 

3. To support inclusive communities and thriving neighbourhoods; and 
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4. To maintain a resilient community organisation with strong local leadership. 

3. Current Position (‘Where are we now?’) 

Before developing future objectives and plans, it is important to clarify the current 

position and the context in which the Association operates. This includes having an 

appreciation of challenges and opportunities presented by the external and internal 

environments. 

3.1. External Environment 

When reviewing the external environment, we can use the PESTEL analysis 

approach (considering political, economic, social, technological, environmental and 

legal factors) to assess the influences from out with the organisation that have the 

potential to effect the content within the strategy or have an impact on our ability to 

deliver it. The following four external forces have been identified. 

3.1.1. COVID-19 

This strategy was written during the ongoing disruption related to COVID-19, which 

has and will continue to have profound impacts on how and where we work, how we 

deliver services, and how we engage with customers and communities.  

3.1.2. Changing Expectations of SHA Staff & Customers 

As modern consumers, a proportion of our internal and external customers (including 

staff, tenants, factored owners and the wider communities in which we operate) now 

expect to be able to use technology to make their lives easier.  

 For staff, this includes being able to access technology and information when 

and where they are working, with intuitive solutions that they have received 

the required training and resources to operate effectively. These tools should 

make it easier to complete tasks efficiently and deliver an excellent 

technology-enabled customer service; and  

 For customers, we want to expand options and choice through digital, 

providing opportunities for customers to manage their own housing accounts 

digitally via self-service platforms, in the same way they can currently manage 

their bank account(s) via online banking. This should remove some of the 

transactional workload to allow staff to focus time and effort on value-added 

activities and more complex work items.  

3.1.3. Access & Digital Exclusion 

We also need to be increasingly aware that not all of our customers (and staff) want 

or are able to use digital technology without additional support to access and use it. 

Research conducted by Lloyds Banking Group in 2018 (‘UK Consumer Index 2018’)  

indicated that ‘8% of people in the UK are estimated to have zero basic digital skills, 

lacking the ability to manage information, communicate, transact, problem solve or 

create via digital channels. A further 12% had only limited skills’.  This research 

should serve as a reminder to us not to assume that everyone can access digital 

services, and prompt us to think about how we can ensure that people aren’t left 

behind as we begin to introduce options for digital engagement. 
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3.1.4. The Importance of Data Management 

Given how many transactions and interactions we now have with customers and 

stakeholders, the effective management of data is key to ensure that the information 

we report internally and externally is complete, accurate, reliable, and delivered on a 

timely basis.  

3.2. Internal Environment 

When reviewing the internal environment, it is important to consider the skills and 

resources of the IT Organisation (both in-house and third-party technology partners).  

3.2.1. The Current IT Environment   

Infrastructure and Security 

Infrastructure and security is primarily managed (via a managed service agreement) 

by Tecnica Limited. This includes the following components: 

 IT helpdesk and end-user support;  

 Managing and monitoring the on premise and virtual server environment; 

 Monitoring and improving the network and connectivity; 

 Updates & patching;  

 Antivirus and mail filtering; and 

 Backup & disaster recovery.  

 

Key Applications Portfolio 

The following key applications are in place to support the business: 

 Orchard Housing and Asset; 

 OpenAccounts Finance System, eBIS purchase-to-pay and V1 Invoice 

Scanning; 

 IRIS Payroll; 

 Kelio Time Management; 

 Interact Intranet; 

 AdvicePro Welfare Rights and Money Advice Software; 

 Care & Repair Customer Database; 

 Microsoft Office 2016 Outlook/Exchange; and  

 SQL Server Reporting Services (SSRS) and Information Management System 

(IMS). 

Other applications currently running, but which will be phased-out as we 

complete the current Business Improvement Programme are: 

 Omniledger Housing Management (to be replaced by Orchard Housing); 

 Omniledger Finance System (to be replaced by OpenAccounts); and  

 Cirrus Complaints (to be replaced by Orchard Housing (Feedback Manager 

Module)). 
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3.2.2. The IT Organisation 

The SHA ‘IT Organisation’ consists of an in-house team and a variety of third-party 

technology partners, who provide support and consultancy for the applications within 

the portfolio described above. 

In-house Staff Structure and Remit  

The in-house ICT Team falls within the ‘Business Improvement’ remit, and the staff 

structure is as follows: 

 Business Improvement Officer & IT, Systems and Reporting Manager, 

reporting to: Business Improvement Manager; 

 Business Improvement Manager, reporting to: Depute Director; 

 Depute Director, reporting to: Director; and 

 Director, reporting to: SHA Management Committee. 

The in-house ICT team has a number of areas within its remit, including:  

 Management of third-party technology partners; 

 Systems administration for key applications; 

 Reporting and data management; 

 Hardware procurement and deployment; 

 IT strategy development;  

 IT project management; and  

 System and application procurement and contracts management.  

Third-party Technology Partners 

We have a number of partnerships with third-party technology providers. Generally, 

the Business Improvement Manager is responsible for managing the performance of 

these providers. 

4. IT & Digital Vision, Objectives & Underlying Principles (‘Where do we want to 

be?’) 

4.1. Vision  

For Southside Housing Association to be a technology leader in the Scottish Housing 

sector by completing and embedding technology improvements, improve the digital 

customer and colleague experience, and develop a culture of continuous 

improvement relating to IT & digital.  

4.2. Principles 

Our vision will be delivered by applying the following six principles, which take and 

update a number of the principles outlined in the 2018-20 strategy. These principles 

will guide the development of plans, projects and future actions. 

 Customer Focused: IT and digital projects and initiatives should always 

(either directly or indirectly) enhance how our customers access our 

services, support, information and spaces. This should also include 

ensuring that technology allows staff to focus time, energy and effort on 

adding value for our customers; 
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 User-Centric Design: IT and digital solutions should always be delivered 

with users in mind. Users will be equipped with the knowledge, skills and 

resources required to use technology to its full potential where and when 

they want it, enabling flexible working. Where users encounter challenges 

(real or perceived), they should have confidence that issues will be 

recorded, owned, investigated and resolved within reasonable and agreed 

timescales;  

 Technology as a Service: IT will become a remit that works alongside the 

business and users to ensure that technology is an enabler, and that users 

feel confident and supported to use technology to their advantage. This 

will require IT to be resourced appropriately, with the right people in the 

right places and clearly defined remits; 

 Data Management is Integral to our Success: Collecting, recording, and 

maintaining accurate and complete data is paramount to our success as 

an Association. This will allow us to present insightful information to 

support the Association’s decision-making capabilities and drive 

improvements, and includes financial data, process KPIs and regulatory 

performance information for Annual Return against the Charter (ARC) 

regulatory reporting; 

 Integrated & Collaborative: Limiting the number of systems being used 

to those which support a genuine business need and encourage 

processes which are integrated, standardised and which people to work 

together more effectively; and 

 Continuous Improvement: Improvement efforts are ongoing and 

improving the business via technology will be the responsibility of the 

whole organisation.  

4.3. Objectives 

Within the IT Strategy period (20–22), we will: 

 Provide more and better digital engagement options for SHA customers and 

communities. We will encourage and support customers to take advantage of 

these, with at least a third of customers signed up and 30-40% transactions 

and customer engagement activities being completed via digital technology. 

This is based on a comparison with a Welsh Housing Association (Newydd) 

who are a similar size to SHA, and were able to achieve 28% transactions 

within 5 months of implementing Orchard’s digital platform; 

 Improve the internal IT user experience and support our workforce to become 

confident in using the technology available to them, regardless of where they 

are. This will include revised processes, documentation and user 

guides/tutorials, and access to virtual and in-person training; 

 Raise the baseline IT skill levels among staff, by continuing the SHA Digital 

Academy, the Association’s programme for digital skills development, 

introduced in 2019; 

 Conduct a review of the IT and Digital organisation at SHA and develop a 

proposed target operating model (TOM) by August 2021. This will include 
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core IT, support and maintenance, systems, reporting and data management 

disciplines; 

 Improve the quality of data management and reporting, ensuring that 

information is complete, accurate and can be collected and reported 

efficiently; and 

 Nurture a culture of continuous improvement, where issues are defined, 

measured, analysed, improved and controlled in line with good practice, and 

by adopting a ‘whole organisation’ approach to improvement.  

5. Delivering the Vision (‘How will we get there?’) 

Over the next three years, we will deliver this vision in the following three stages. An 

overview timeline presenting these stages can be found at Appendix 1. 

5.1. Stage One: Deliver Transformation Programme (Dec 2020 – Aug 2021) 

Stage one aims to deliver the existing Business Improvement Programme. This will 

include:  

 Completing the Orchard project and phase out obsolete applications; 

 Support wider business organisational change through applying technology 

(including the establishing of a customer service department and business 

support unit); 

 Introduce and encourage uptake in the digital customer platform; 

 Complete key core IT improvements (including the remote desktop services 

(RDS) build and cloud-based disaster recovery);  

 Ensure that staff have the hardware to work effectively, and from anywhere;  

 Developed proposed IT target operating model (TOM); and 

 Upgrade existing additional applications, where required (including Kelio).  

5.2. Stage Two: Consolidate & Simplify (Aug 2021 – Jan 2022) 

Stage two will focus on consolidating the transformational changes implemented as 

part of the Business Improvement Programme and improving the IT service to 

colleagues. This will include: 

 Complete colleague IT satisfaction surveys (before and after); 

 Develop improved training materials and guides to support the business to 

use systems and technology better; 

 Deliver basic IT and digital training as part of the Digital Academy; 

 Introduce ongoing data management practices and regular audits of data 

quality; and  

 Upgrading user equipment to enable efficient working from home/remotely 

and the office.  

5.3. Stage Three: Steady State & Continuous Improvement (Jan 2022 – Nov 

2022) 

Stage three will take the progress made in stages one and two and, after achieving 

‘steady state’ (with changes embedded and operating as business-as-usual) begin to 

make iterative improvements. Stage three will be supported within an improvement 
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plan, which will be developed by the IT remit, in close collaboration with the 

business.  

6. Governance (‘How will we make sure?’) 

6.1. Roles and Responsibilities for IT & Digital 

As part of building a collaborative, ‘full organisation approach’ to IT and digital, it is 

important that all internal stakeholder groups assume responsibilities for delivering 

this strategy. The  

 SHA Management Committee 

The SHA Management Committee will be responsible for approving the IT & 

Digital Strategy and ensuring that the business has the resources available to 

deliver it.  

 Senior Management Team (SMT) 

SMT will be responsible for providing direction and sponsorship of IT & digital 

improvement plans and projects.  

 End-users 

End-users will be responsible for providing feedback relating to IT and digital, 

initiating improvement activities, and supporting in delivering projects, where 

appropriate. 

 IT & Digital Team (Currently part of the Business Improvement Team) 

The ICT team will be responsible for ensuring that business-as-usual IT is 

delivered effectively, and to provide specialist support to deliver IT and digital 

improvement projects, with the business. 

 Additional Working Groups and Project Boards 

Additional working groups and project boards (like the ERP Project Board) will 

be established when required and will be responsible for identifying and 

delivering IT and digital improvement projects. The membership of these 

groups will change depending on the project and will be selected on a case-

by-case basis, including managers, end-users and ICT team members, where 

required. 

 

6.2. Governance Processes 

In order to ensure that we achieve the vision and objectives set out within this 

strategy, we will deploy the following governance processes: 

 Regular updates to the Management Committee, reporting on deliverables 

(expected vs actual);   

 Sponsorship and buy-in for projects at SMT level  

 Clearly planned proposals and business cases, in line with good practice SHA 

project management methodology; and 

 Multi-discipline working group(s), where required. 
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6.3. Measuring Performance 

In order to ensure that we are achieving the objectives set out within this IT & Digital 

strategy, we will measure performance using the following key indicators: 

 Volume of transactions and engagement being completed digitally: 

- The introduction of the customer dashboard will allow us to record and 

monitor the volume of customer engagements by type (including 

phone, email, letter, in-person via social media and the website, and 

via digital platform); and 

- Number of customers signed up and actively using the digital platform. 

 Achieving improved business performance: 

- Performance versus business key performance indicators (KPIs) and 

service level agreements (SLAs); 

- Regulatory Annual Return (ARC) performance; and 

- Financial performance, and our ability to reduce overheads caused by 

inefficient working practices (including rent arrears, void losses, 

rechargeable repairs losses etc.). 

 Customer service performance: 

- Customer satisfaction scores; 

- Volume of cases closed (and closed first time);  

- Ongoing feedback via the feedback manager module (positive 

feedback and complaints); and  

- Achievement of customer service excellence certification. 

 Colleague satisfaction with IT 

- Regular IT Service satisfaction surveys, including level of satisfaction 

with hardware, software, reporting capabilities, the IT service more 

broadly (including with third party partners) and level of confidence 

using the technology available. 

 Data Quality 

- Ongoing assessments of accuracy and completeness of data.  

 Process Efficiency 

- Continuous improvements made to create efficiencies within process 

using systems and technology, assessed and measured on a case-by-

case basis. 

6.4. Ongoing Review  

Given the current pace of change and levels of uncertainty due to COVID-19, this 

strategy will be informally reviewed on an ongoing basis to ensure that its contents 

remain relevant. The Action Plans that are produced because of and in order to 

deliver this Strategy will be reviewed formally at operational and strategic meeting at 

a level of frequency agreed when they ate developed. 
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Appendixes 

Appendix 1 – ‘Delivering the Vision’ Timeline 
 

2020 2021 2022 

Dec Jan Feb Mar Apr May Jun July Aug Sept Nov Dec Jan Feb Mar Apr May Jun July Aug Sept Nov 

Stage One: Deliver Transformation Programme Stage2: Consolidate Stage 3: Steady State & Continuous Improvement 

 Completing the Orchard project 
 Support wider business organisational change (incl. 

establishing customer service department and 
business support unit) 

 Introduce and encourage uptake in the digital 
customer platform 

 Complete key core IT improvements  
 Ensure that staff have the hardware to work 

effectively, and from anywhere 
 Developed proposed IT target operating model 

(TOM) 
 Upgrade existing additional applications, where 

required 

 Complete colleague 
IT satisfaction surveys  

 Develop improved 
training materials and 
guides 

 Deliver basic IT and 
digital training as part 
of the Digital 
Academy 

 Introduce ongoing 
data management 
practices and regular 
audits of data quality 

 Upgrading user 
equipment to enable 
efficient working 
from home/remotely 
and the office 

 Take the progress made in stages one and two and, 
after achieving ‘steady state’ (with changes embedded 
and operating as business-as-usual) begin to make 
iterative improvements. Stage three will be supported 
within an improvement plan, which will be developed 
by the IT remit, in close collaboration with the business. 

 


