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Scotland’s largest social landlord using GHA
Covalent for' performance management

Better homes, better lives

Glasgow Housing Association Limited (GHA) is Europe’s largest social landlord and a registered charity, established
in March 2003. GHA has more than 90,000 customers and over 2,000 staff across the city. 1n 2006/7 GHA
infroduced a further management level - grouping a number of the LHOs into seven Local Shared Services - which
required an additional level of perfformance monitoring.

In September 2007 GHA received an inspection report from the Scottish Housing Regulator (then Communities
Scotland) and agreed a two-year Post Inspection Improvement Plan which included the development of new
procedures for better performance control and improvements to key housing management results. At this point,
GHA began the search for a comprehensive tool that would improve their organisation-wide performance
management processes. In May 2008 GHA began working with Covalent.

‘During 2007/8 we tried and tested a number of performance management software tools. We chose Covalent because it
offered a system with an impressive visual on-screen display, the ability to directly input commentary and make linkages
between performance, action plans and risks, and a powerful report writing tool.

‘In addition we were given testimony that Covalent were easy to deal with, which was an important factor considering the
challenge and size of our task — we eventually required over 30,000 indicators.’
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The business challenge
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", OFF544_ST%Gross Balmore - 5t Arrears (% of gross debit)
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‘To successfully deliver a solution for gathering and presenting performance and which was technically different to
anything currently deployed at GHA was a considerable achievement in its own right. There were numerous business and
fechnical challenges that the project team resolved which allowed the system to be delivered with a high standard of
functionality within a relatively short period of time.

‘The boundaries of the software was definitely pushed by GHA. The Covalent team worked with us to overcome the
challenges faced with regard to the volume of data that ultimately needed uploading during the implementation process.
Staff were easy to work with and always dealt with issues raised quickly and efficiently. Overall access to and
responsiveness from the Covalent team was, and continues to be, first class. The support and commitment from the
business was excellent and without their dedication the system configuration and project timescales would never have
been achieved.’

lain McBride, Performance Assurance Officer, Glasgow Housing Association
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Rolling out the system across GHA

GHA launched the system internally during November 2008, after four months of development. Staff quickly learnt how fo
operate the system and only needed two hours of fraining initially fo get started in using the system and accessing their
performance information.
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‘Feedback from LHO Managers (who were one of the first groups to test the system) has been positive, thanks to the
ease of the system, the visual display, and the excellent performance monitoring reports.

‘Since then, the process of rolling out Covalent across the organisation has been extremely smooth. During internal

fraining sessions, we were very careful about how we presented Covalent to staff and started by introducing them to
Snapshots, Scorecards and Report Central, all of which provide invaluable overviews of performance in a very user-

friendly, digestible format. We found that by using this approach frainees became comfortable with the system quickly
They found the software simple to use and were keen to explore Covalent further.

‘We have also set up appropriate ownership for each Pl to ensure that each user only sees those items that they are
responsible for, making updates even easier to manage for everyone involved.’

Al Smith, Project Manager, Glasgow Housing Association

www.covalentsoftware.com
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Managing current and future Pl performance levels

‘Before we purchased Covalent, it was difficult fo understand the reasons behind our performance levels. The RAG
status, gauge and trend chart displayed for each Pl on the system gives an immediate indication of current and
forecasted performance which we find very useful.

‘Managers are required to provide explanations in the ‘Notes and History' field for the status of each PI, so that
executives can obtain a composite overview of elements within the hierarchy, and can identify areas of concern or
best practice. This functionality helps to make co-ordination much easier for the Performance Team. We will link related
items to each Pl over the next few months to give a fuller understanding of performance.’

Peter Smith, Glasgow Housing Association
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Covalent’s integrated reporting tool o

GHA uses Covalent's integrated reporting tool to monitor e I

the performance of the small teams for each housing ==

patch. Managers find it useful fo see the traffic-lighted — EE ==

status of each Pl at a glance, or to drill down to individual s

Pls as appropriate. = = =
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‘Covalentis a great visual reporting tool, and has proved | == o —
usefulin creating reports for Board and Committee =
members. We particularly like the fact that once a report o = p—
template has been set up, we can generate an up-to-date S Lo~ ‘
report at the click of a button without the need to recreate — — p— r— |
a new report each time from scratch.’ ° ! m =
Peter Smith, Glasgow Housing Association — - - ‘
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Plans for the future

‘We would like to use Covalent’s Web Updates module in the future,
which will enable users to quickly and efficiently update relevant
performance data without having to log into the software itself.’

‘We have now started to set up trigger on Covalent, so that e-mails will
be automatically sent to remind those responsible that a Pl is due for
update, or to alert them changes in RAG status.’

‘We are really pleased with the fact that we can add bespoke fields to
the system. This option helps to make our Covalent site even more
useful for performance management. The Covalent Helpdesk has set
up a number of these for us already and we are looking fo add more
in the future.’

Thomas Monaghan, Reporting Information Analyst,
Glasgow Housing Association
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Summing up Covalent

‘Although we have only been using Covalent for a few months, we can already see the possibilities that Covalent brings.
Covalent is helping to develop our improvement focus and our processes for identifying key performance results.
Furthermore, we are able to present the information in an intuitive and understandable format. We are confident that the
system will help to improve the performance management culture at GHA and we are already developing our skills fo get

the best from the software in the future.’

Martin Armstrong, Executive Director of Housing & Customer Services, Glasgow Housing Association
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