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Introduction

Upkeep Shettleston Community Enterprises Ltd (“Upkeep”) is a successful social enterprise,
established in 2005.

We are a wholly-owned subsidiary of Shettleston Housing Association (SHA) and a company
limited by shares. ‘Upkeep’ is a commercial trading company with a turnover of over £3
million and employs 51 FTE staff.

We have our own Board which operates in accordance with an Intragroup Agreement and a
Service Sharing Agreement with SHA. Some Upkeep Board members also sit on the SHA Board
and others are “independent” of the parent Board.

We provide SHA with a range of services including:

° Day to day and cyclical maintenance
° Void works and Major Repairs
. Stair cleaning, back court maintenance and bulk waste uplift.

° Landscape gardening

In addition to Shettleston, Upkeep also provides services on a much more limited scale to a
range of other RSL’s and private clients.

From its inception in 2005, as an estate services provider, Upkeep grew rapidly in the ensuing
years and built up an external customer base in addition to a fast-growing role in the delivery
of SHA’s repairs and maintenance programme.

We have always had a strong social purpose and focus on community benefit, particularly
through the contribution we can make to good local employment and training opportunities.
Over 70% of Upkeep permanent staff live in the East end of Glasgow and over 70% of staff
have been with Upkeep for over five years.

1. What we are about...

a)  Our Purpose
We are a social enterprise, providing high quality, value for money property
maintenance and environmental services. We contribute to the local community
and economy through the creation of employment, training and development
opportunities in the area.

b) Our Vision

Our vison, which we share with our parent, is of:

Thriving and prosperous local communities where all residents enjoy great homes
and services, an attractive physical environment, and good life chances.
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c)  Our Values

Our values, and the behaviours that we believe are required to underpin these
(also shared with SHA) are:

e Creating
opportunities
* Empowerment

® Listening and

responding * Social inclusion
* Commitment * Building resilience
* Professionalism * Environmental
* Service sustainability

excellence OU R * [nnovation
* One vision and VA LU ES

common goals

e Communication

¢ Taking responsibility
* Working with internal
and external partners
* Creative
problem
solving

* Equal treatment

for all
¢ Understanding

needs and other
perspectives
* Integrity
* Openness
* Dignity
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Strategic analysis

We keep our operating environment under review and consider the company’s
strengths, weaknesses, opportunities and threats to be as follows:

SWOT analysis

Strengths

Long established company with track record and experienced,
skilled and committed staff team.

Board has been strengthened by the recruitment of additional
independent Board Members with diverse skills.

We benefit from the support of our parent, Shettleston
Housing Association (SHA) — particularly in terms of financial
management, governance and compliance, HR and IT support.

SHA is our main customer, and its business is relatively stable.

Supplementary external estate management and reactive
works contracts continue to be received, and it is anticipated
this will continue into 2026/2027.

Good overall performance and reliability in service delivery.

VFM studies have confirmed that prices for work are generally
competitive.

Well-resourced in terms of premises, equipment and vehicles.
A range of trades and services offered.
Stable finances with surpluses projected into future years.

Track record of delivering benefits to the community through
job and training opportunities and good relationships with
other community bodies.

Weaknesses

Range/capacity of trades has been adversely impacted by
recruitment difficulties in recent years although this has
improved.

Scope for improved consistency in quality of some services.

SHA perception of a need for a more commercially focussed
approach to compete with external contractors for SHA
planned maintenance contracts.

Good staff terms and conditions offered can make it more
difficult to compete with private sector on price.
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Opportunities

Opportunity to secure longer term commitments to current
works from SHA.

Potential for future expansion into more planned / major
works

Potential to tender for additional external works — particularly
with neighbouring RSLs - although main focus to continue to
be on SHA going forward.

General waste collection situation in Glasgow offers potential
opportunities to sell expertise and services in respect of bulk
uplift.

Developing technology opens opportunities for cost saving
/efficiency and effectiveness improvement (e.g. drone
technology and new roof maintenance equipment).

Potential savings on purchase of materials and plant through
use of national procurement frameworks.

“Cost of living crisis” exacerbates existing community needs
and may open up additional grant funding opportunities to
meet those needs.

Climate change and bio-diversity objectives amongst national
and local policy makers opens up opportunities to diversify
into greener activities.

Potential support from agencies such as Skills Development
Scotland (SDS) to help with our approach to staff development
and working arrangements.

Threats

Availability and cost of materials, labour, equipment and fuel
due to economic disruption & inflation caused by Brexit, Covid
and wars in Ukraine and Iran.

Potential effect of economic change on SHA’s overall financial
position may impact on contract prices/hourly rates and
volume of works to be awarded going forward.

Negative, cost-driven, changes to the Council’s refuse
collection service have added to the challenges for Upkeep in
keeping common areas clean and tidy, with the prospect of
further changes ahead.

Reputational risk to Upkeep from potential confusion amongst
residents of our responsibilities vis a vis the Council in this
regard.

Glasgow City Council arrangements for allowing housing
associations free use of waste depots for bulk items for their
tenants subject to ongoing review and could jeopardise this
business area.
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New legislation to combat the prevalence of Persistent
Organic Pollutants ‘POPS’ in the waste stream may hasten the
arrival of these charges and are adding to effort/time and cost
for Upkeep in delivering the service.

Problems with the operation of waste depots are leading to
restrictions on access at certain times, compounding the
above problems.

Particular health and safety risks due to nature of business and
work carried out.

Risk of increase in mental health and other issues amongst
staff due to wider economic/social situation.

Ongoing need to meet other legal/regulatory requirements,
including those arising from being part of an RSL Group e.g.

FOL.

= Heightened cyber security risks in global environment.

Upkeep’s Board regularly reviews the key risks facing the organisation and action
required to best manage these. A copy of the summary of our Risk Register at May 2026
can be seen at Appendix 1.

How did we do in 2025/26?

3.1 Deliver service excellence

2025/26 saw a strong external scrutiny of Upkeep’s service delivery, particularly
in relation to estate caretaking and this led to internal review and some service
changes. Key factors included:

SHA’s own focus on Customer Service and adoption of new Customer Service
Standards in April 2025.

Increasing issues around the volume of waste and its management across
the City (with particular problems experienced in the spring/early summer
of 2025) which added to the challenges for Upkeep in delivering back-court
maintenance and bulk uplift services in the local area.

SHA’s engagement with its tenants around the review of its rent structure
and service charging arrangements. Survey feedback in the summer of 2025
indicated a desire amongst most tenants for the Association to continue to
deliver close cleaning, back-court maintenance, bulk uplift and common
landscaping works. However, there was also a significant amount of
dissatisfaction expressed with the delivery of these services by Upkeep - in
particular close cleaning.
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Against this background the following action was taken:

° All Upkeep staff actively participated in Group-wide training on Customer
Service Delivery in April 2025. Further, follow up action, to ensure that the
new Customer Service Standards are embedded will be required in 2026/27.

° The build-up of waste in back courts put additional strain on Upkeep’s bulk-
uplift and back-court maintenance services from the Spring of 2025
onwards. In response to temporary blockages at waste depots there was a
need to make use of the private disposal facility in Parkhead on a number of
occasions. Whilst this entailed an added cost for SHA it relieved the pressure
on a number of back-courts where the problems were very significant. There
was also closer working with SHA housing staff around these issues.

. The review of the close-cleaning specification, which had been under
discussions for some time, was urgently concluded with SHA, with some
significant enhancements introduced. To help ensure delivery of this an
increase in staff resources was also agreed and new arrangements
introduced by Upkeep to strengthen the supervisory role of the caretaking
team driver and all of this resulted in some significant improvements to the
close cleaning service. However, at the year end, Upkeep was still struggling
to fully meet the requirements of the new service specification and
discussions around performance and scope to further improve this were
ongoing.

The results of SHA’s three yearly independent Tenant Satisfaction Survey at the
beginning of the 2026/27 year included questions about satisfaction with
Upkeep’s caretaking services, with overall responses as follows:

Service area Response All areas
Satisfied 79.0%
Neither-nor 9.3%
Close cleaning
Dissatisfied 10.5%
Don't know 1.3%
Satisfied 75.4%
Neither-nor 10.3%
Bulk uplifts
Dissatisfied 10.3%
Don't know 4.0%
Satisfied 69.4%
Neither-nor 13.4%
Back court maintenance
Dissatisfied 16.8%
Don't know 0.4%

Page 6 of 19



There is ongoing consideration of how Upkeep’s service can be improved and this
will continue to be an issue into 2026/27. However, the level of satisfaction (79%)
shown here with the close cleaning service in particular is higher than feedback
from the August 2025 survey suggested and gives grounds for some assurance that
the enhancements to the service are having effect. The relatively low levels of
satisfaction with the bulk uplift (75.4%) and backcourt maintenance (69.4%)
services may reflect in part the particular challenges that Upkeep is having to deal
with in terms of volume of waste and inadequacies of the Council’s refuse
collection/waste management service.

Overall Upkeep service delivery on repairs and void maintenance was somewhat
mixed during the year. For the first time Upkeep’s performance against SHA’s
own KPIs was monitored with key year-end results as follows:

SHA Annual Target Upkeep performance

Description 2025/26 in 2025-26
1 . o)
Emergency. Repairs: % 100.0% 100%
completed in 4hrs
o .
;Jt;jg;ynst Repairs: % completed in 97 50% 97 6%
1 H . 0
Boutme Repairs: % completed 97.00%
in 10 days
Repairs right first time 96.50%
% of repair appointments kept 96.50% 98.7%
4 day void 96.50% 100%
Vol Repair ' 1 void 95.00% 94.2%
Timescales
15 day void 92.00%
Tenar.1t Sa.tlsfactlon with 93.00% 96.3%
reactive repairs

This shows generally good performance against the SHA targets and it should be
noted that the Association’s overall performance against relevant sector-wide KPls
set by the Scottish Housing Regulator (void-re-let times, repair response times etc)
continue to compare reasonably well with the sector as a whole.

There is however a need for continuing improvement by Upkeep in relation to

SHA’s own targets for routine repairs, carrying out repairs right first time and
performance in turning around voids (especially those with a longer timescale).
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3.2

Upkeep’s performance was lower in these areas than by other contractors used
by SHA. Performance was adversely impacted in the early months of 2025-26
after the departure of some established personnel, with the rally after that not
quite managing to catch up with targets and some continuing issues still at the end
of the year.

Tenant satisfaction levels with Upkeep jobs (as monitored through SHA’s own
ongoing repairs surveys) were relatively high however. In addition, given that
Upkeep carries out a high proportion of all of SHA’s reactive repair work, it can be
assumed that Upkeep’s performance contributed significantly to the overall level
of satisfaction amongst SHA tenants with the reactive repairs service last year as
evidenced in the recent 3 yearly, independent Tenant Survey, as shown below:

Service area Response All areas
Satisfied 92.5%

Repairs Neither-nor 2.8%
Dissatisfied 4.7%

Performance on the landscaping contract had been inconsistent in previous years.
The specification for landscaping works was fully reviewed with SHA last year and
changes were made to scheduling of works to better co-ordinate with bulk uplift
services and include allowance for catch up to address weather related issues.
These changes have resulted in improvements to the delivery of the programme
and the introduction of two supervisor posts has brought improved monitoring of
the quality of works. Regular progress and quality control meetings are held with
SHA and the contract is back on track and delivering a more consistent, good
quality of service.

Create employment and training opportunities and continue to develop our staff
team

Upkeep’s staffing complement is currently 51 FTE (with all but 6 of these being
permanent posts). This is an increase of 11 on the position at the end of March
2025, reflecting a significant increase in staffing capacity and jobs created.

Of these staff there are currently 5 apprentices, with two others having completed
their apprenticeships and been retained last year.

The following other work-experience/training opportunities were offered during
the year:

° 2 X Glasgow Guarantee supported training positions sustained

° 2 x Regular volunteers assisting with estates work across the area

° 1 x Joinery apprentice successfully served time and passed skills test

° 3 x GCVS trainees - 1 sustained for full 6-month duration of placement and

will continue to work with Upkeep moving forward.
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3.3

Previous analysis has confirmed that a high proportion of Upkeep’s staff live in the
east end.

We continued to take action to help develop the team and make Upkeep a great
place to work:

In line with the Board’s intention to offer the most competitive terms
possible within what the business can afford, new, enhanced, pension
arrangements were introduced for all staff from 15t April 2025. The working
week was also reduced by one hour, with the introduction of 4pm closing on
a Friday. At the same time a three-year (above inflation) salary uplift deal
was agreed in line with the EVH/UNITE agreement relating to housing
association staff. All of the above came after several years of enhancements
and it was agreed that terms and conditions will not be further reviewed
until there is clear evidence that the business can accommodate this.

The Group Training and Development policy was approved by the Upkeep
Board and in-line with the objective of providing development opportunities
for existing staff the key role of grade 2 drivers/supervisors was reviewed
and developed during the year.

We continued to make progress towards a one-team ethos and improved
communications within the Group. This included joint training/briefing and
social events and the Group Conference held in May 2025.

Upkeep’s sickness absence rate reduced significantly during the year and
out-performed the 4% target.

Help make Shettleston a greener place

Upkeep continued to make a positive contribution to the local environment in a
range of different ways.

Through the core estate caretaking service Upkeep continued to play a vital
role for SHA and the wider community by:

- Keeping back courts clean and tidy and dealing with fly-tipping.

- Uplifting in the region of 300 tonnes of waste in the past financial year
due to missed bin collections, volume of additional refuse in
backcourts and increase in fly-tipping (a marked increase year on year)
and bulk waste items and transporting it to waste depots (including
items containing potentially harmful chemicals that require specialist
treatment).

Upkeep personnel have also actively particpated in lobbying and liasion with
Council officials and elected representatives to seek to improve local service.
At the 2025 SHA AGM the guest speakers were a senior official from the
Council’s Waste and Recycling Team, talking about the Council’s future
Plans, along with Upkeep’s Head of Operations talking about the challenges
facing Upkeep in delivering environmental services and continued issues
around fly-tipping, waste management and disposal.
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3.4

° We continued to play an active role in the ongoing development of the
Group Sustainability Strategy and contributed to the Group’s first self-
assessment of compliance with the Sustainability Reporting Standard (SRS).

° Taking the first steps towards a stronger focus on nature and bio-diversity in
our management of greenspaces in the area. Five pilot areas were sown with
wildflower seeds to encourage pollinators

Grow and develop our business

The various operational challenges outlined above meant that the development
of a strategy to improve business capacity and secure contracts for more
profitable work had to be put on hold. Progress was made however:

° The engagement with SHA regarding the review of estate caretaking services
has clarified Upkeep’s ongoing role /remit and ultimately resulted in some
increase in volume of work and real fee income and an associated
improvement in staffing capacity to deliver.

. The successful implementation of the new SIMPRO ICT system (agreed
during the course of last year) is anticipated to bring real benefits in
efficiency and effectiveness of working and resolve long-standing
issues/frustrations with the previous system.

. The review of senior and supervisory roles within the Upkeep team during
the year, including the creation of the new Repairs Service Manager post at
the year end, are also expected to bring a much stronger focus on
performance and customer service across the business.

° More generally, a number of vacant posts across the team were successfully
recruited to during the year with a much higher interest in Upkeep roles
experienced than in previous years.

° Upkeep’s profile/brand received something of a boost with publicity around
the 20th anniversary, with a stronger focus on this planned for the coming
year.

. We continued to benefit from the committed input from a Board with a
diverse range of skills and experience and the Board has performed well as
a collective following the significant recruitment of new Members in the
previous year.

4, Our Strategic Objectives for the future

Our Strategic Objectives for the coming plan period will continue to be as follows:

A.
B.

Deliver service excellence

Create employment and training opportunities and continue to develop our staff
team.

Help make Shettleston a greener place.

Grow and develop our business.
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The sections below provide more information about how we will seek to deliver against
each of these Strategic Objectives:

4.1 Deliver service excellence

Delivering excellent services is a continuing priority:

° With SHA we will continue to review our ongoing performance against the
Association’s Social Housing Charter- based and other KPIs (e.g. repair
response times; void re-let times etc) and seek to continuously improve in
this regard against the 2025/26 out-turn figures and consistently meet
required standards.

° We will continue to focus on customer service and look to embed the
customer service standards and related performance indicators within our
day-to- day work across the team.

. We will continue to monitor service user satisfaction with our services and
collaborate with SHA in the gathering and analysis of this information. We
will contribute to the development of SHA’s Service Improvement Action
plan following the 2026 independent tenant survey.

. We will continue to liaise with SHA regarding the service specification for
close cleaning and other estate caretaking services to ensure this best meets
the needs of SHA and its residents whilst being deliverable within available
resources.

° We will work with SHA to establish a common and shared reporting and
monitoring framework to ensure that both staff teams have regularly
updated and accessible information about:

- Upkeep’s cleaning schedule across the stock and the extent to which
this is being consistently delivered in accordance with the agreed
specification

- The assessed condition of common areas (internal closes and back-
courts) and the reasons for any issues being experienced (caretaking
service failure, tenant behaviour, property issues etc).

° We will participate in regular structured liaison with SHA maintenance and
housing personnel around service delivery, problems being experienced and
potential solutions.

° We will secure agreement from SHA on what success looks like for bulk

uplift/back-court maintenance services given challenges from increasing
volume of waste.

Page 11 of 19



4.2

4.3

Create employment and training opportunities and continue to develop our staff
team

We aim for a motivated and consistently high performing team. We want to
support and develop our staff to be the best they can be and make Upkeep a great
place to work. We also want to build on Upkeep’s past achievements by
continuing to develop new apprenticeship and other training opportunities.

° We want to develop our staff team and provide advancement opportunities
for existing staff and will agree a training and development strategy.

° We will continue to support existing apprenticeships and work experience
arrangements and also look to create new initiatives and opportunities.

° We will explore options to offer part-time/more flexible working
arrangements with a particular view to encouraging the recruitment of
women, who are under-represented in our front-line staff team.

° We will commission our first independent survey of staff satisfaction and
have regard to feedback received in the ongoing development of our

working arrangements.

We want to continue to develop the shared work culture/ethos across the
Shettleston Housing Group through:

. Enhanced “on-boarding”/induction arrangements for all new staff.

° Regularly updated information about how Upkeep’s work and performance
contribute to the overall work of the Group.

. Working Groups on areas of common interest with representation from both
staff teams.

° Joint events for staff and Boards across the Group.

Help make Shettleston a greener place

Upkeep is able to make a significant contribution to the environment in a range of
different ways.

° A key concern for local people is the amount of litter and mess in the area.
Upkeep plays a vital role for SHA and the wider community in helping to keep
the area clean and tidy through our core estate caretaking service, including
work to remove bulk waste to Council depots and tackling fly-tipping, where
the Council is not best placed to do this.

° We will work with SHA and the Council to explore ways through which local
household recycling rates can be improved.
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4.4

° We will train our staff in environmental issues and encourage them to play
an active role in e.g helping to promote recycling and appropriate use of
different bins by residents.

° We will also continue to support efforts by SHA to lobby the Council to
address issues and concerns about the delivery of its services.

° We will continue to participate in the development of the Group
Sustainability Strategy and will contribute to the ongoing self-assessment of
our compliance with the Sustainability Reporting Standard (SRS).

° We will develop a plan to switch our fleet of around 20 vehicles to EVs on a
phased basis over a period of time, where feasible.

. We will play a leading role in the formulation of a Greenspace Management
Strategy to cover the 50,000m2 which we manage for SHA, with promotion
of nature and bio-diversity at its centre.

° This will include an extension of the pilot areas where wildflowers are sown
and encouraged to grow to encourage pollinators. We will review and learn
from these with a view to spreading this practice into the wider SHA estate
in years to come.

. We will develop the use of the new composting facility and review and
report on benefits arising.

. We will look to work in partnership with Shettleston Community Growing
Project and other local community organisations.

Grow and develop our business

Our objective is to continue to develop Upkeep to enable it to deliver on agreed
objectives and ensure its longer-term viability.

There has been a significant increase in Upkeep’s business costs over the last year
aimed at ensuring improved service delivery. This means that the company’s
finances appear more marginal with reduced build-up of surpluses projected in
future years. This has added to the need for a strong focus on the efficiency and
effectiveness of the business and for exploration of options to increase business
income.

Key objectives include:

° Successful implementation/roll-out of the new SIMPRO ICT system to secure
the potential benefits of more efficient working.

° Embedding of the new working arrangements and roles in the staff
structure.

Page 13 of 19



° Development of a strategy for business growth. Our main priority for the
foreseeable future will be to meet the needs of SHA as our key customer.
There is potential for Upkeep to carry out some higher value and potentially
more profitable, planned maintenance works for SHA e.g. through the
kitchen replacement programme.  Upkeep will also continue to look to
increase the amount of external work undertaken where this makes
business sense. To do this we will need to demonstrate that we can offer -
and maintain — a service that represents relative value for money in
comparison with other specialist providers. Inthe coming year we will carry
out a review of the business and adopt a development plan with this in mind.

° The general waste collection situation in Glasgow will continue to pose
challenges to Upkeep but also offers potential opportunities to sell expertise
and services in respect of bulk uplift etc and this will be explored further.

. Upkeep’s external profile and “brand” is important to our future success,
ability to attract quality staff and win new business. We will look to promote
Upkeep and its achievements, including through social media and website.

. Continue to support and develop the capacity of the Board.

Good governance and business resilience are key to our future viability. Like any
business Upkeep has legal and other governance requirements to comply with.

The fact that Upkeep is the subsidiary of a Registered Social Landlord provides an
added dimension in this regard as SHA, the company’s “parent” is subject to
specific regulatory requirements in relation to the operation of Group Structures
and means that Upkeep is, for example, subject to the provisions of the Freedom
of Information (Scotland) Act.

The Board of SHA must assure itself that these requirements are being fulfilled and
this means greater accountability and reporting requirements for Upkeep than
would apply to many similarly sized private companies. This will continue to
require a strong focus on governance best practice.

Given the relatively high-risk nature of much of the work carried out by Upkeep
there is a need to regularly review health and safety arrangements and the Board’s
oversight of these.

There is an ongoing need to ensure that the governance framework for Upkeep
and the Group remains appropriate, and we will continue to annually review our
key governance documents.

To ensure that we achieve our Strategic Objectives as outlined above a Delivery
Plan has been agreed (see Appendix 2). This sets down specific
projects/targets for each Objective showing lead responsibilities, target
timescales and an indication of the risk to the Company of non-delivery of each
item.
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5.

Resources and financial projections

5.1

5.2

Overview

Attached at Appendix 3 is a copy of the five-year financial projections for Upkeep.
This is based on the approved budget for 2026/27.

The budget figures for 2026/27 have then been uplifted by 2% in the years that
follow for both income and expenditure.

The projected costs for direct materials are based on the assumption that a set
percentage of income is spent on these direct costs. These cost percentages are
based on past trends where more accurate forecast information is unavailable,
however they will be closely monitored through the quarterly management
accounts reporting.

These projections do not take into account any future growth or diversification
opportunities however the plans can be updated as and when opportunities arise.

Upkeeps performance is dependent on the level of work instructed from SHA. As
such, any changes to the planned activities of SHA in relation to repairs and
maintenance, major works or service charge activities will impact on the results
for Upkeep.

Summary of Financial Results

The results on Page 1 and 2 show that surpluses will arise in each of the five
financial years and range from £98,625 in 2026/27, dropping to the lowest level of
£65,519 in 2028/29, and then increasing to £96,023 by 2030/31.

Page 3 shows that the Statement of Financial Position is strengthening in each of
the financial years due to the increasing profits; a positive net assets position is
maintained over the 5-year period. At the end of March 2031, capital and reserves

are expected to be £1,012,817.

On page 4, a summary of the cashflow shows that cash should increase and reach
around £822,984 at the end of March 2031.

No account of gift aid or tax has been included in these projections.
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UPKEEP SHETTLESTON COMMUNITY ENTERPRISES LIMITED RISK APPETITE:
RISK REGISTER Mar-26
Existing Mitiaating Control Control Date Residual scores after
sting gating Lontro’s Owner(s) completed mitigating control action:
Risk ID N . I . o o
N Category Issue / Hazard Causing Risk Risk Description Risk Consequences (effect) b4 S ¢ 5~
° < s v 8%
E £ (14 g. =
= - L
Quarterly management accounts. DFCS Ongoing
Review of budget estimates and forecast .
. . position. DFCS Ongoing
Finance & High inflation and low growth Issues with procurement prices /
1 Operating environment availability of subcontractors / suppliers Reprogramming of SHA planned 2 3
Economy economy. . . DPS Sep-22
and materials. investment.
Ongoing review of operating environment. HOp Ongoing
Expand supplier base. HOp Ongoing
Management service provided by SHA. CEO Ongoing
Management service provider have suitably .
skilled staff. DFCS Ongoing
. . Fit for purpose policies in place. DFCS Ongoing
Failure to have appropriate controls and . . .
2 Governance [procedures in place to demonstrate Bre.ach.lng GDF?R /FOI R.eputa.tlor?al impact Up to date procedures for dealing with 2 3
compliance with GDPR/FOI. legislative requirements. Financial fines. personal data in place. DFCS Ongoing
Suitable security arrangements in place - DECS Onaoin
physical. going
Suitable security arrangements in place - DECS Onaoin
cyber. going
Expand supplier base. HOp Ongoing
Recruit trades in-house. HOp Ongoing
Appropriate due diligence on new HO Onaoin
P contractors. P going
. . Incomplete works if mid-contract. Reduced
Development / Subcontractors failing / folding due to customer satisfaction. Delays to planned i i i
3 b impact of rising costs / inflation and Contractor insolvency / failure. ' ystop Suitable insurance cover. DFCS Ongoing 2 2
Investment inability to pass on fully to customer base programme of works. Increased cost of
ylop y . alternative contractor / supplier. Ensure structured payments / valuations HOp Ongoing
received for large value works.
Continually reviewing operating .
environment. HOp Ongoing
Suitable procurement process followed. HOp Ongoing
Quarterly management accounts. DFCS Ongoing
Review of budget estimates and forecast DECS Onaoin
position. going
Benchmarking charges to ensure Upkeep HOPp Ongoing
. . Reduced turnover and cashflow. Impact remains competitive / provides VFM.
4 DT:\?;Z'?”T::[/ Reduction in work instructed by SHA. S(l)t\r/:;nzellance on SHA income on business viability if long term. Need to — 2 5
. assess resource, possible redundancies. Seek alternative income sources - external HOPp Ongoing
to SHG.
Look to offer alternative services to SHA. HOp Ongoing
Regular Group team meetings / updates / .
feedback. DPS Ongoing




Existing Mitiaating Controls Control Date Residual scores after
xisting Wiitigating Owner(s) completed mitigating control action:
Risk ID 9 o
N Category Issue / Hazard Causing Risk Risk Description Risk Consequences (effect) 2 o] ¢ 5~
° < S |228%
o £ X oo
X = X
5 L
Regular and appropriate staff H&S training. HOp Ongoing
Up t_o date risk assessments for works HOPp Ongoing
carried out.
I\H/Iousmg Offli:er Visits / Estate DCCS Ongoing
Injury, death. Property damage. anagement.
Failure to meet SHA / EEHDC landlord's _Tepant or resident H&S Regulatory mtervgntlon.for SI.-lA..HSE Internal Audit Reviews. SMT / HOp Ongoing
5 H&S obligations incident. action. Legal action. Financial fines. Board aht th h r Board Onaoi 1 3
9 ' Tenant & resident safety Increased property repair costs. oard oversig rough reporting. oar ngoing
Reputational impact. Fit for purpose policies in place. SMT / HOp Ongoing
Fit for purpose procedures in place. SMT / HOp Ongoing
Insurance cover in place. DFCS Ongoing
Parent company is a experu_anced property SMT Ongoing
manager and registered letting agent.
Induction process includes H&S code of HOPp Ongoing
conduct.
Internal / risk audit. DFCS Ongoing
Scheduled H&S training. SMT / HOp Ongoing
| | | | rl-rﬁit;ts;dmg agenda item at Board / staff SMT / HOp Ongoing
6 H&S Poor management of the H&S fu_nctlon H&S incident: staff member. Injury, death. ngal a.ctlon against Upkeep — : 1 3
and/or lack of adherence to policies. / SHG. Reputational impact. Adherence to H&S policies. All staff Ongoing
Staff code of conduct Staff Ongoing
Fit for purpose policies in place. SMT / HOp Ongoing
Fit for purpose procedures in place. SMT / HOp Ongoing
Embed H&S responsibility throughout .
Upkeep / SHG. SMT / HOp Ongoing
Succession planning. HOp Ongoing
Staff engagement and surveys. CSM Ongoing
SHG - group approach / team events. CEO Ongoing
Tighter HR approach. CSM Ongoing
Loss of key personnel and / or Disruption to staff working / effectiveness. |_Quality induction process. HOp Ongoing
7 Staff/ HR Upk_eep / SHG not being an employer of inappropriate recruitment and / Dlsrgptlon to service Flellvery. Ungble to Investment in staff training. HOp / CSM Ongoing 1 5
choice. N , provide a quality service. Reputational .
or inability to recruit. damaae Performance management system in place SMT / HO Onaoin
ge-. however not across all staff. P going
Benchmarking salary levels / package .
offered. HOPp Ongoing
Stronger recruitment process. SMT / HOp Ongoing
Review pension offering. DFCS Ongoing
Actively monitor and benchmark salary HOPp Ongoing
levels.
. Actively monitor and benchmark charge out .
Upkeep adopts EVH pay rates / scale Loss of income as charge out |Reduced turnover and / or profit margin. rates HOp Ongoing
8 Staff / HR this could negatively impact on charge . . . : 1 5
t rat rates become too costly. Material costs have also been increasing.
outrates. Ongoing review of financial performance
through management accounts / budgeting CSM Ongoing

process.




Existing Mitiaating Controls Control Date Residual scores after
9 gating Owner(s) completed mitigating control action:
Risk ID . . . . . 3 o
N Category Issue / Hazard Causing Risk Risk Description Risk Consequences (effect) 3 o] ¢ 5~
© £ 8 |e8gx
© £ X ad
X = X
5 L
Dual authorisation process. DFCS Ongoing
Regular Staff / Board training. DFCS Ongoing
Staff awareness / engagement with sector DECS Ongoing
on latest scams.
_ Ongoing review of IT security with in-house .
Cyper attack: Ransomware.attacks, staff and outsourced IT provider. DFCS Ongoing
phishing attacks from e-mail senders,
network vulnerability attacks, malware, Insurance cover. DFCS Ongoing
DDoS and other exploit attacks - USB, Financial loss
file transfers, unsupported software, user e Password Manager for Group-wide staff ICTBM Ongoing
. . . Potential fines (ICO).
error and third-party devices. Risks from Requlatory intervention - - -
users authenticating security prompts 9u v T Single-sign on (SSO) in use where ICTBM Ongoin
) . : Service delivery/resource issues. ossible going
Fraud / unconsciously, or from insecure Leads to fraud, extortion, data : . p :
9 Technolo asswords or not following ICT securit breach Legal action against SHG. i 4 3
€c gy |pP _ . g y - Compliance risk/issues. Rolling hardware upgrades and ICTBM Ongoing
protocols. Ongoing risks from deepfake Reputational damage maintenance to remove legacy devices.
and Al. Risks from data being improperly Risk to tenants and 0\.Nners from theft of i
stored or transferred securely. data Rolling software gpgrades and patches to ICTBM Ongoing
NOTE THAT ICT SERVICES ARE ' remove End of Life software.
PROVIDED BY PARENT COMPANY, Implementation of Microsoft Intune Device ICTBM Complet
SHA. CONTROLS DETAILED ARE AS Management. omplete
PER THE PARENT COMPANY. v Wind P G ol
icrosoft Windows Server Group Policies .
and Cloud Management. ICTBM Ongoing
Malware and Microsoft Threat Protection. ICTBM Ongoing
Microsoft Security Score Review. ICTBM Ongoing
Cyber Essentials Accreditation (annual). DFCS Dec-25
M.lgratlon to Simpro + temporary transition ICTBM Apr-26
) ) i with 2 systems.
IT Unarades: current svstems are Service delivery/resource issues — : :
Eraud / outdz?ed SHA have a y oved the switch |-€2ds to data breach and Financial loss Positive engagement with supplier, _
10 e PP service delivery / customer  |Regulatory intervention including regular updates and robust ICTBM Ongoing 1 4
Technology |from on-premise to SaaS-based o : - iect ol
L . o . service issues. Compliance risk/issues project plan.
applications with a migration to Simpro. )
Reputational damage Training of all staff on new systems and
g y ICTBM Feb-26

way of working.




APPENDIX 2

Shettleston Community Enterprises Ltd

Upkeep Business Plan: Delivery Plan 2026/27

Introduction
The Lead Managers referred to are as follows:

Upkeep: HO (Head of Operations-John Thomson); RSM (Repairs Service manager — Ross Geddes)
ESM (Estate Services Manager - Paul McNeil), CSO (Corporate Services Officer - Linda Smith).

Group: CEO (Chief Executive -Tony Teasdale); DCCS (Director of Customer and Community Services — Craig Russell);

DFCS (Director of Finance and Corporate Services — Kirsty Brown ); DPS (Director of Property Services - Colette McKenna)

SHA CRO (Community Regeneration Officer — Laurie Duffy); CSM (Corporate Services Manager -Jo Farren);
FM (Finance Manager -Ola Ajobiewe), AHM (Area Housing Managers: Laura Breeze and James Wilson);

ICTM (ICT and Business Transformation Manager — Lhyam Sumal); PSM (Property Services Manager - Matt Stewart)

Risk of nhon-achievement

® Low (Lost opportunity to improve but without significant adverse consequences);
©  Medium (Significant performance, financial, strategic or governance implications);

@ High (Severe risk and potentially business critical)



Key priorities/tasks/projects/targets

Risk if not

achieved
1. Deliver service excellence
Review our performance against SHA’s Social Housing Charter-based KPIs for 2025/26 and .
1.1 RSM /H
achieve significantly improved compliance against targets in 2026/27. SM/HOp Ongoing ©
1.2 Develop new Upkeep-specific KPIs that help us monitor and externally promote our | Upkeep MGT Q3 ®
) performance in key business areas. team
Work with SHA to establish new reporting arrangements to record Upkeep caretaking
1.3 service delivery (this to form part of a wider, shared monitoring framework which will | HOp/ESM/ al ®
) include ongoing assessment of the condition of common areas, causes of problems | DCCS/AHMs
experienced and action taken).
1.4 Work with SHA to establish ongoing, structured, liaison regarding the monitoring outcomes ESM/AHMs al ®
above.
In light of the above, review with SHA the operation of the current caretaking service
. L . . . HOp/ESM/
1.5 specifications and what further action is required to ensure compliance with and/or Q1 @)
e DCCS/AHMs
amendment to the specifications.
1.6 Continue to monitor user satisfaction with our services and contribute to the development | HO/ CSM1/ al ®
) of SHA’s Service Improvement Action plan following the 2026 independent tenant survey. | PSM/DCCS
Review the customer service standards as they apply to Upkeep and develop arrangements | Upkeep Mgt
1.7 . Q2 @
to encourage and promote excellent customer service throughout the Upkeep Team. team




Key priorities/tasks/projects/targets

Risk if not

achieved
2 Create employment and training opportunities and develop our staff team
21 Con_wmission our first independ.ent survey of staff satisfaction and develop an action plan HOp/ CSM Q2 ®
having regard to feedback received.
2.2 Adopt an induction, training and development strategy for existing staff CSO/CSM Q2 ©)
23 Continue to su.p.port existing ap'prenti(?e.ships and work experience initiatives and identify HO/CRO Q3 o
new opportunities to expand this provision.
Upk MGT
Explore options to offer part-time/more flexible working arrangements and encourage the preep
2.4 . . . team and Q3 [ ]
recruitment of women, who are under-represented in our front-line staff team. cSM
26 Continue to develop a shared culture/ethos and understanding between Upkeep and SHA
) staff through:
2.6.1 Regularly updated information about Upkeep’s work and performance and how .
this contributes to the overall work of the Group. HO/CEO Ongoing ®
2.6.2  Establish/maintain Working Groups on areas of common interest with .
. All Ongoing o
representation from both staff teams.
2.6.3 Hold joint events for staff and Boards across the Group. All ongoing o
2.6.4 Develop improved joint understanding of respective roles, responsibilities and All Oneoin ®
financing arrangements within the Group, including through new staff induction. gomng




Key priorities/tasks/projects/targets

Risk if not

achieved
3 Help make Shettleston a greener place
3.1 Continue to deliver our estate caretaking service and contribute to the maintenance of ESM/ ongoin ®
) clean and tidy common areas for residents, in accordance with agreed service standards. AHMs going
3.2 Contribute to Group representations to the Council and elected Members to address HOp/Exec al ®
) issues and concerns about the delivery of its services. team
H
3.3 Provide training to all staff on environmental issues OF():SS/'SISO/ Q1 ®
Work with SHA and the Council to explore ways through which local household recycling HOP/ESM/
3.4 rates can be improved and encourage front-line staff to play an active role in helping to ExeF:: team Q3 )
promote appropriate use of different bins by residents.
Continue to participate in the development of the Group Sustainability Strategy and
. . . ; L HOp/ESM/
3.5 contribute to the ongoing self-assessment of compliance with the Sustainability Q3 ®
. Exec Team
Reporting Standard (SRS).
H ESM
Play a leading role in the formulation of a Greenspace Management Strategy in respect of Op/ESM/
3.6 . . . . . Exec Team Q3 @)
the promotion of nature and bio-diversity at its centre. As one part of this:
3.6.1 E d the 2025 wildfl di ilot into oth t
xpz-an e wildflower seeding pilot into other areas to encourage ESM al ®
pollinators
3.6 Review and' learn from this with a view to spreading this practice into the wider ESM/AHMs Q3 ®
SHA estate in years to come.
3.7 Further develop.the QPeration of the community composting facility and monitor and HOP Q2 ®
report on benefits arising.




Key priorities/tasks/projects/targets

Risk if not

achieved
Explore scope to work in partnership on environmental issues with Shettleston
3.8 ) : : : - HOp Q3 ®
Community Growing Project and other local community organisations.
3.9 Develop a plan to switch the vehicle fleet over to EVs on a phased basis over a period of HO Q4 ®
) time and look to lease two EV vehicles in 2026/27. P
4 Develop and grow our business
ful impl i I- fth IMPRO ICT h
a1 Succes§ ulimp ('ementatlon/ro' .out of t ? new S O ICT system to secure the ICTBTM/CSO Q1 P
potential benefits of more efficient working
4.2 Following review of key staff roles and expansion in capacity, achieve intended Upkeep Mgt Q4 P
) improvements in business performance team
Develop a strategy for future business development and growth, aimed at successfully
43 retaining existing business, being in a position to win contracts for more profitable HO/CEO/ Q3 ®
) business from SHA, and achieving some expansion in external work. Consider potential DPS
new opportunities in relation to waste management as part of this.
k M
4.4 Enhance Upkeep’s external profile and “brand” to help to attract quality staff and win Upt:aer?]/ gt Q4
) new business, including through social media and website improvements. ICTBM ©
Adopt a Board Development Plan to help ensure the continuous improvement in Board CEO/Chair/
4.5 . . . . . . Q3 Q
capacity and effective succession planning Vice Chair
4.6 Review the Intragroup Agreement and Service Sharing Agreement with SHA. CEO/DFCS Q4 ®




Upkeep Performance against SHA KPIs for 2025/26

Emergency Repairs : % completed in 4hrs hours

12 [Repairs-urgent: % completed in 3 days 97.50%
13  [Repairs-routine: % completed in 10 days 97.00%
14 |Repairs right first time 96.50%
18 |Appointments - % of repair appointments kept 96.50%

4 day void 96.50%
19 |Void Repair Timescales 7 day void 95.00%

15 day void 92.00%
24 |[Tenant Satisfaction with reactive repairs 93.00%

all results cumulative

58/58 Jobs completed within Target

903/923 Jobs completed within Target

1748/1959 Jobs complete within Target

2729/2940 jobs completed RFT

2037/2104 appointments made were Kept

11/11 - 4-Day voids complete within Target

40/42 - 7-Day voids complete within Target

47/52 - 15-Day voids completed within Target

241/250 Tenants were satisfied with Contractor carrying out works




UPKEEP

DETAILED PROJECTED PROFIT & LOSS STATEMENT

INCOME

SHA Maintenance

Landscape Maintenance

Planned and Cyclical Maintenance
Reactive & Void Property Maintenance
Major Works

Sub total

SHA Other

Close Cleaning, Bulk Uplift & Backcourt Maint.

Window Cleaning/Graffiti Removal
Edrom Path & SHA Office Cleaning
Miscellaneous SHA: Others

Sub total

Non-SHA Works

Close Cleaning
Miscellaneous Non-SHA
Miscellaneous - EEHD
Sub total

Other Income
Grant Income Received
Recovery of Contract Mgrs Costs

DIRECT COSTS
Materials Costs for SHA Works

SHA Maintenance

Landscape Maintenance

Planned and Cyclical Maintenance
Reactive & Void Property Maintenance
Major Works

Sub total

SHA Other

Close Cleaning, Bulk Uplift & Backcourt Maint.

Window Cleaning/Graffiti Removal
Edrom Path & SHA Office Cleaning
Miscellaneous SHA: Others

Sub total

Non-SHA Works

Close Cleaning
Miscellaneous Non-SHA
Miscellaneous - EEHD
Sub total

Staffing and Support Costs
Upkeep: Wages and Salaries
SHA Support Costs: Payroll Share
Vehicles Running Expenses

Sub total

Appendix 4

BUDGET BUDGET BUDGET BUDGET BUDGET
2026/27 2027/28 2028/29 2029/30 2030/31
£ £ £ £ £
349,137 356,120 363,242 370,507 377,917
490,817 500,633 510,646 520,859 531,276
1,475,065 1,504,566 1,534,658 1,565,351 1,596,658
302,163 308,206 314,370 320,657 327,070
2,617,182 2,669,525 2,722,916 2,777,374 2,832,921
613,908 626,186 638,710 651,484 664,514
59,462 60,652 61,865 63,102 64,364
673,370 686,838 700,575 714,586 728,878
7,783 7,939 8,098 8,259 8,425
175,000 178,500 182,070 185,711 189,426
24,139 24,622 25,115 25,617 26,129
206,922 211,061 215,282 219,587 223,981
3,497,474 3,567,424 3,638,773 3,711,547 3,785,779
10,000 - - - -
10,000 - - - -
BUDGETED BUDGETED BUDGETED BUDGETED BUDGETED
2026/27 2027/28 2028/29 2029/30 2030/31
£ £ £ £ £

15,277 15,582 15,894 16,212 16,536
234,944 239,643 244,436 249,324 254,311
587,909 599,667 611,660 623,894 636,372
167,918 171,276 174,701 178,195 181,759
1,006,048 1,026,168 1,046,691 1,067,625 1,088,978
6,214 6,338 6,465 6,594 6,726
6,240 6,365 6,492 6,622 6,754
12,454 12,703 12,957 13,216 13,480
211 216 220 224 229
53,330 54,397 55,485 56,595 57,727
11,770 12,005 12,245 12,490 12,740
65,311 66,618 67,950 69,309 70,696
1,880,938 1,946,771 2,014,908 2,055,206 2,096,310
128,634 131,207 133,831 136,508 139,238
142,719 138,725 125,022 125,219 105,415
2,152,291 2,216,703 2,273,761 2,316,933 2,340,963
3,236,104 3,322,192 3,401,359 3,467,083 3,514,117




Office Overheads
Audit Fees

Bad Debts

Bank Charges
Culrain St Rent

Depreciation - Computer/Office Equipment

Electricity
Gas
Health & Safety

ICT Computer & Support Costs

Insurance

Legal Expenses

Postage

Printing & Copier
Professional Fees
Protective Clothing
Repairs & Maint - Other
Repairs & Maint - Premises
Stationery
Subscriptions

Sundries

Telephone & Internet
Training

Travel

Water at Work

Water Rates

TOTAL OPERATING COSTS

OPERATING SURPLUS/(DEFICIT)

10,500 10,710 10,924 11,143 11,366
500 510 520 531 541
650 663 676 690 704
10,250 10,455 10,664 10,877 11,095
8,571 7,231 3,076 996 -
2,500 2,550 2,601 2,653 2,706
4,000 4,080 4,162 4,245 4,330
1,713 1,747 1,782 1,818 1,854
65,978 67,297 68,643 70,016 71,416
4,600 4,692 4,786 4,882 4,979
3,000 3,060 3,121 3,184 3,247
1,980 2,020 2,060 2,101 2,143
8,320 8,486 8,656 8,829 9,006
2,130 2,173 2,216 2,260 2,306
6,300 6,426 6,555 6,686 6,819
2,490 2,540 2,591 2,642 2,695
6,000 6,120 6,242 6,367 6,495
1,000 1,020 1,040 1,061 1,082
855 872 890 907 925
2,910 1,020 1,040 1,061 1,082
12,461 12,711 12,965 13,224 13,489
12,500 12,750 13,005 13,265 13,530
400 408 416 424 433
3,137 3,200 3,264 3,329 3,396
172,745 172,741 171,895 173,191 175,639
3,408,849 3,494,933 3,573,254 3,640,274 3,689,756

98,625 72,491 65,519 71,273 96,023



UPKEEP

PROJECTED STATEMENT OF FINANCIAL POSITION

FIXED ASSETS
Cost less depreciation

CURRENT ASSETS
Stock & WIP

Debtors
Cash at Bank

Creditors falling due within one year

Net Current Assets/Liabilities

Total Assets less Current Liabilities

Creditors falling due after more than one year
Hire Purchases - Motor Vehicles
Deferred Tax

Net Assets

CAPITAL AND RESERVES
Share Capital
Revenue Reserve

31/03/27 31/03/28 31/03/29 31/03/30 31/03/31
£ £ £ £ £
91,353 49,731 27,955 10,088 10,088
154,460 154,460 154,460 154,460 154,460
156,027 155,518 154,998 154,467 153,927
434,313 548,935 636,750 726,421 822,984
744,800 858,913 946,208 1,035,348 1,131,371
(109,396) (109,396) (109,396) (109,396) (109,396)
635,404 749,517 836,812 925,952 1,021,975
726,757 799,248 864,767 936,040 1,032,063
(19,246) (19,246) (19,246) (19,246) (19,246)
707,511 780,002 845,521 916,794 1,012,817
1 1 1 1 1
707,510 780,001 845,520 916,793 1,012,816
707,511 780,002 845,521 916,794 1,012,817




Appendix 5

UPKEEP SHETTLESTON COMMUNITY ENTERPRISES LIMITED
FIVE YEARS CASHFLOW PROJECTION

INCOME 2026/27 2027/28 2028/29 2029/30 2030/31

£ £
Estate Caretaking & Office Cleaning 705,292 719,399 733,787 748,461 763,433
Maintenance: Various 2,443,045 2,491,905 2,541,744 2,592,579 2,644,429
Landscape Maintenance 349,137 356,120 363,242 370,507 377,917
Other Income 10,000 - - - -

3,507,474 3,567,424 3,638,773 3,711,547 3,785,779

EXPENDITURE

Payroll Costs 1,880,938 1,946,771 2,014,908 2,055,206 2,096,310
Recharges - Payroll SHA 128,634 131,207 133,831 136,508 139,238
Purchases 1,083,813 1,105,490 1,127,599 1,150,151 1,173,155
Overhead Costs 163,674 164,999 168,298 171,664 175,098
Vehicle Costs 97,387 99,335 101,322 103,348 105,415

3,354,446 3,447,802 3,545,958 3,616,877 3,689,216

Net Operating Cash Inflow/(Outflow) 153,028 119,622 92,815 94,670 96,563
Capital Expenditure (42,500) (5,000) (5,000) (5,000) -
Hire Purchase Cash Payments - - - - -
Opening Balance 323,785 434,313 548,935 636,750 726,421
Balance Carried Forward 434,313 548,935 636,750 726,421 822,984






