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Executive Summary

The Covid-19 Pandemic presented the greatest challenge to High Life Highland (HLH) in its existence. Significant losses of income due to the closure of facilities presented an existential threat to the Charity. As the organisation recovers from the impact of the Pandemic, there is a requirement to pivot to meet a significant shift in the environment and address the different opportunities and threats that have emerged, including a commitment to align services to meet Scottish Government zero carbon targets. 

This revised Business Plan seeks to proactively meet these challenges and sets the context and strategic direction for HLH for the period 2022 to 2027.  The Plan has been produced by the Board of Directors in conjunction with the charity’s Senior Management Team.

HLH is a charity registered in Scotland and a Company, Limited by Guarantee, wholly owned by The Highland Council (THC), with the purpose to make the Highlands a better place to live, work and visit by working in partnership to develop and promote opportunities in culture, learning, sport, leisure, health and wellbeing. The charity was established on 1 October 2011 to deliver Community Learning and Leisure Services on behalf of THC.  

The charity’s ambition is to be recognised and respected as the leading organisation for developing, promoting and inspiring opportunities in culture, learning, sport, leisure, health and wellbeing.
To grow the business in a sustainable and innovative way by enabling and facilitating services that the public value and by being valued as a trusted and effective partner.
HLH operates across the Highlands of Scotland, currently within the geographical boundary of THC’s administrative area.  To help HLH deliver those parts of its business that are not charitable by nature, a Trading Company (a Community Interest Company) has been established, the profits from which are gift aided to the charitable company to assist with its purposes. The charity has a Board of 12, made up of 8 independent members and 4 Highland Councillors. The Trading Company has a Board of 9, 4 from the charity and 5 additional Independent Directors. 

The main business of HLH is the delivery of a Service Delivery Contract (SDC) for THC across the charity’s twelve areas of work: 

· Adult Learning
· Archives
· Arts
· Catering and Commercial
· Countryside Rangers
· Leisure Facilities
· Libraries
· Museums
· Music Development
· Outdoor Activities
· Sport 
· Youth Work 
Eleven business outcomes form the basis of the work of the charity over the period of the Business Plan.  These business outcomes shape and inform the Operational Plans for each of the twelve services. 
The outcomes are:

1. Seek to continuously improve standards of health and safety.

2. Commit to the Scottish Government’s zero carbon targets and maintain the highest standards in environmental compliance.
3. Use research and market analysis to develop and improve services to meet customer needs.

4. Increase employee satisfaction, engagement and development to improve staff recruitment and retention.
5. Improve the financial sustainability of the company.
6. Value and strengthen the relationship with THC.
7. Develop and deliver the HLH Corporate Programme and seek to attract capital investment.
8. Use research and market analysis to develop and deliver proactive marketing and promotion of HLH and its services.
9. Initiate and implement an ICT digital transformation strategy across the charity.
10. Develop and strengthen relationships with customers, key stakeholders and partners.
11. Deliver targeted programmes which support and enhance the physical and mental health and wellbeing of the population and which contribute to the prevention agenda.

HLH has an annual turnover of £31.3M, of which approximately £14.5M comes from THC as a Services Fee, the difference being a combination of earned income and external grant income. The overriding financial objective of HLH is to ensure that the charity achieves financial sustainability in the short, medium and long term.

HLH’s financial sustainability has to be achieved in the face of a number of significant challenges including likely further reductions in the Services Fee from THC for the period 2022-27. The charity acknowledges that a robust revenue growth strategy will be required which will be targeted primarily in areas of further market penetration and in increasing revenue from existing facilities.

HLH employs staff in a wide variety of posts and settings, from entry level to skilled craft, professional and senior managerial. As at September 2021, there are 947 staff in post, 375 full time, 572 part time and c.1780 casual staff.   Additionally, HLH is supported by a strong network post pandemic of over 1000 volunteers. The Directors and the HLH Senior Management Team strongly believe that establishing a positive ethos with the Board, management and staff employing ‘role model behaviour’ is vital to ensuring the positive consolidation of the charity. 

HLH recognises the contribution that effective marketing and communications must play in helping the charity to achieve its business outcomes.   It is vital that HLH continues to build and develop its brand to sit positively in the minds of its customers, staff, funders and key stakeholders. A commitment to excellence in customer service, to delivering a quality product and a clear focus matching the allocation of resources to achieving measurable outcomes will underpin the development and implementation of the Plan across the charity.
During the lifespan of this Business Plan, the charity will undertake a full root-and-branch review of its corporate delivery requirements. This review will be based on the charity’s post-pandemic requirements and will look to the future considering the corporate business-need beyond the expiration of this document.
HLH seeks to ensure that the policies, practices, services and decision-making processes throughout the organisation at both strategic and operational level are fair and do not present barriers to participation or disadvantage any protected groups from participation.    The charity will engage external advisors during the scope of this Business Plan to review the HR policies and practices of the charity and to recommend any further enhancements that will further achieve this aim. 
Operational Plans for each service are the elements of the Business Plan which govern the day-to-day activities of each of HLH’s twelve areas of work. Operational plans have been devised following a series of meetings with, and contributions from, the charity’s Highland wide managers. The plans are intended to be purposeful, robust documents which will be used to guide activity across the charity in a co-ordinated, measurable way.

The Business Plan is designed to be a working document, which will be added to, amended and developed over time. It will be reviewed annually to ensure that it continues to be fit for purpose and that it continues to support and complement the achievement of the charity’s stated ambition and business outcomes as they develop over time.
	1.
	Charity Overview



	1.1
	HLH operates across the Highlands of Scotland, currently within the geographical boundary of THC’s administrative area. HLH was established on 1 October 2011 to deliver a suite of Community Learning and Leisure Services on behalf of THC.  HLH is a charity registered in Scotland and a Company, Limited by Guarantee, wholly owned by THC.


	1.2
	To help it deliver those parts of its business that are not charitable by nature, a Trading Company (a Community Interest Company) has been established, the profits from which are gift aided to the main charity to assist with its purposes.



	1.3
	The main charitable Company has a Board of 12, made up of 8 independent people selected as a result of open advertisement and 4 Highland Councillors selected to serve on the Board by THC. The Trading Company has a Board of 9, 4 from the Board of the charitable Company and 5 additional independent people. The charitable Company’s Objects and Powers are contained in its Memorandum and Articles of Association.


	1.4
	The main purpose of the charity is the delivery of the Service Delivery Contract (SDC) for a range of services across Adult Education, Archives, Arts, Catering and Commercial, Countryside Rangers, Leisure, Libraries, Museums, Music Development, Outdoor Activities, Sport and Youth Work. The contract duration is from 1 October 2011 to 30 September 2036. 


	1.5
      
	During its first 10 years, the charity has embraced the changing agendas of its main partner, THC and those of NHS Highland and others, thus assisting them to deliver their aims, whilst advancing the charity’s own aspirations.


	1.6
	HLH’s Registered Address is 12/13 Ardross Street, Inverness IV3 5NS. This is the principal administrative office of the charity with a secondary administrative office at the Old Library, Tulloch Street, Dingwall, IV15 9JZ.  In excess of 9 million visits are made to its services and it operates to expenditure of £31.3M per annum. 


	2.
	Governance



	2.1
	Boards and Committees 



	2.1.1
	The main charitable Company has a Board of 12, made up of 8 independent people and 4 Highland Councillors. The Trading Company has a Board of 9, 4 from the charitable Company and 5 additional independent Directors.  Both Boards meet quarterly with the main charitable Company having powers to set up Committees and project groups.


	2.1.2
	The charity’s Memorandum and Articles of Association require that there be Finance and Audit, Nominations and Health and Safety and Environmental Compliance Committees. The Finance and Audit and Health and Safety Committees meet quarterly and the Nominations Committee meets as required.



	3.
	Operating Context 
*Source - (https://www.nrscotland.gov.uk/files//statistics/council-area-data-sheets/highland-council-profile.html )


	3.1
	The Highlands comprise a third of the Scottish landmass and include 14 inhabited islands. The area has outstanding natural heritage, supported by the coverage of statutory designations to protect the quality of the environment.



	3.2
	On 30 June 2020, the population of Highland was 235,430. This is a decrease of 0.2% from 235,830 in 2019. Over the same period, the population of Scotland increased by 0.0%


	3.3
	Between 2018 and 2028, the population of Highland is projected to increase from 235,540 to 236,664. This is an increase of 0.5%, which compares to a projected increase of 1.8% for Scotland as a whole. 


	3.4
	The average age of the population of Highland is projected to increase as the baby boomer generation ages and more people are expected to live longer.  Between 2018 and 2028, the 0 to 15 age group is projected to see the largest percentage decrease (-11.0%) and the 75 and over age group is projected to see the largest percentage increase (+34.1%). In terms of size, however, 45 to 64 is projected to remain the largest age group.


	3.5
	For many of the 12 areas of its work, HLH is the major provider in much of the Highland area.  Many Highland communities have vibrant social and cultural voluntary organisations with partial or similar aims to some aspects of the work of HLH.     HLH increasingly works in partnership with other organisations in order to advance its business outcomes.  Examples include a range of voluntary organisations relating to adult learning and owners of independent facilities.

	3.6
	Tourism growth in Highland generally increases with initiatives such as NC500, boosting visitor numbers to the more remote parts as well as Highland.  This welcome increase has brought with it some pressures such as on basic facilities such as car parking, number of tourist beds in some communities and road traffic issues and activities for tourists at a village/town level can be lacking.



	3.7
3.8
	The Charity is also aware of the Scottish Government’s zero carbon targets and will design the delivery of its services to support the achievement of a net zero target.

Recent SWOT and DESTEP analyses have been completed to consider the operating environment withing the scope of this Business Plan and the implications and opportunities for both the charity and Trading Company.  Copies of both analyses are presented in Appendix A.


	4.
	Assumptions



	4.1
	The assumptions forming the basis of this Business Plan are:



	4.1.1

4.1.2

4.1.3
	This Business Plan will cover the post pandemic period as the charity moves through its recovery phase, where ongoing restrictions are likely, long term impacts are anticipated and the timing of the restoration of business as usual is unknown.
The recovery process will encourage and embrace new ways of working and in delivering the services of the charity and will seek to support the achievement of the Scottish Government’s net zero targets.
During this period, THC will continue to expect the charity’s 12 services to be delivered.


	4.1.4
	Budget pressures are anticipated over the years 2022-2027 as the charity recovers.

	4.1.5
	The focus for the charity will be on increasing its income and achieving further efficiencies to maintain and develop services.



	4.1.6
	Budget pressures may be larger than can be accommodated by increasing income and achieving efficiencies alone.  It will be necessary therefore to maintain clear communication systems with THC for consideration of reductions in service, but the final decision lies with the HLH Board.



	4.1.7
	The pattern of THC, communities and the voluntary sector asking HLH to manage services is likely to continue and to increase as the long-term impacts of the pandemic are realised.  Such developments will add pressure to central management and support if not carefully planned as part of any growth.  


	5.
	Statement of Purpose and Ambition and Core Values


	5.1
	Statement of Purpose – HLH is a charity that makes the Highlands a better place to live, work and visit by working in partnership to develop and promote opportunities in culture, learning, sport, leisure, health and wellbeing.



	5.2
	Ambition - To be recognised and respected as the leading organisation for developing, promoting and inspiring opportunities in culture, learning, sport, leisure, health and wellbeing.

To grow the work of the charity in a financially and environmentally sustainable and innovative way by enabling and facilitating services that the public value and by being viewed as a trusted and effective partner.


	5.3
	Core values 

· To act ethically, legally and safely
· To provide quality services, important to individuals and communities

· To balance community, social and financial objectives

· To encourage and enable innovation and entrepreneurship

· To continue to be a good employer and partner
· To reduce the environmental impact of the organisation
· To contribute to achieving zero carbon targets
· To promote diversity and inclusion 


	6.
	Business Outcomes 
  

	6.1
	Eleven business outcomes form the basis of the work of the Charity over the period of the Business Plan. 



	Business Outcome

Five Year Business Plan Actions 

Seek to continuously improve standards of health and safety
Review and deliver the health and safety strategy

Identify and implement appropriate safety and recovery actions in response to UK, SG and NGB policy and 

guidance on COVID-19

Identify the environmental aspects of the Charity's operations and develop mechanisms to monitor and improve environmental performance measures across the organisation  
Commit to the Scottish Government’s zero carbon targets and maintain the highest standards in environmental compliance

Set a joint target with Highland Council to achieve net zero in carbon emissions 

Create and deliver an environmental strategy and policy

Use research and market analysis to develop and improve services to meet customer needs
Use reliable and accurate methods to measure customer satisfaction on a regular basis

Make positive, measurable changes to services, including improved customer journeys, as a result of analysing customer experience
Identify hard to reach and disadvantaged groups and individuals and develop services in support of equalities, diversity and social inclusion
Increase employee satisfaction, engagement and development to improve staff recruitment and retention
Create and deliver a People Strategy, with staff welfare at its core, that reflects current needs and anticipated business growth and diversification

Improve the financial sustainability of the company
Identify, develop and implement opportunities to increase revenue from all services 

Identify, develop and implement efficiencies to reduce costs in all areas of the organisation

Value and strengthen the relationship with THC 
Deliver the agreed SDC in partnership with and to the satisfaction of THC

Work on a continuous basis to establish and strengthen positive working relationships with Members and staff within THC 

Work collaboratively with Council officers during the annual budget planning process

Develop and deliver the HLH Corporate Programme and seek to attract capital investment 
Identify, develop, prioritise and implement service investments; physical, procedural and operational 

Create a five-year financial recovery and investment model utilising customer income, THC funding and any available external funding

Develop business cases to secure support for capital investment to support HLH business growth priorities and the five-year financial investment model 

Review and update the strategic asset management plan

Use research and market analysis to develop and deliver proactive marketing and promotion of HLH and its services 
 Create an updated Marketing, PR and Communications Strategy in consultation with all services 

Use performance management information and market intelligence across the charity’s operations to inform marketing and promotions activity

Build on public confidence in accessing HLH services in the post pandemic recovery phase

Develop and deliver a service-by-service strategic customer engagement plan and promotional plan based on the marketing strategy

Identify marketing opportunities and improvements to support the objectives of the business plan

Increase awareness of the charity’s values and breadth and reach of services

Initiate and implement an ICT digital transformation strategy across the charity

Create an ICT and Digital Transformation Strategy in consultation with all services and THC ICT Service to consider the future needs of the charity

Identify opportunities to maximise customer and staff satisfaction through the innovative use of digital technologies

Invest in new technologies and data analysis methodologies to properly inform strategic direction, business performance and operational management decisions

Develop and strengthen relationships with customers, key stakeholders and partners 
Look for opportunities for new business developments and partnerships, including, but not exclusively:

a. NHS Highland

b. Sport Scotland

c. Creative Scotland

d. Highlands and Islands Enterprise

e. University of Highlands and Islands

f. Scottish Library and Information Council

g. Museums Galleries Scotland 

Work with appropriate sector partners to maximise opportunities for collaboration

Deliver targeted programmes which support and enhance the physical and mental health and wellbeing of the population and which contribute to the prevention agenda 
Revise and implement the health and wellbeing strategy across all HLH services to reflect the new operating environment through and out of the COVID-19 pandemic

Develop and deliver a service-by-service health improvement plan based on the health and wellbeing strategy



	6.2
	Operational Plans 


	6.2.1

7.
7.1


	These business outcomes are delivered through Operational Plans which govern the day-to-day delivery of the twelve areas of work of HLH.   These are internal management tools but are reported on to Directors at each Board meeting, by way of the following assessment of progress: 
Red

Major issues have yet to be overcome or where the timescale for delivery is unlikely to be met
Amber

Some issues have been identified, but a solution is likely
Green

On target with no particular issues expected
Blue

Complete
Black

No longer relevant
Opportunities for Growth or New Business

The HLH Senior Management Team has examined the longer-term aspirations in terms of opportunities for the work of the charity to grow and to develop new business.  The following key areas for business growth have been prioritised by the Board.  Each area will have a sponsor, supported by a specific project plan, with progress being reported through the corporate programme:
· Increasing High Life subscriptions 
· Development of catering
· Increasing donations
· Events and festivals
· Outdoor activities
· Visitor attractions
· Prevention agenda
· Levelling Up Fund Projects


	7.2

	The Board has agreed that the Trading Company shall review progress in these growth areas, with periodic updates to the main charity Board.


	8.
	Capital Investment



	8.1

8.2

8.3

8.4
	Most if not all business growth areas have a dependency in capital investment. However, the charity faces a particular challenge with respect to securing funding. As a sole-member ALEO, HLH is unable to borrow independently and depends on collaboration and partnerships in order to secure investment with respect to infrastructure projects.  
Historically, the primary route for investment has come from THC without requirement for match-funding. More recently, THC has prioritised its capital investment programme on the school estate and roads, this has had a concomitant impact on sport and leisure, with no significant investments currently planned. 
In response to the challenge, HLH officers have proactively engaged with strategic partners to seek match-funding and ease pressure on THC capital programme, most notably sportscotland and the Nuclear Decommissioning Authority (NDA). 
A key objective of the growth plan will be to underpin growth areas with well-developed business cases to support HLH business growth priorities and secure the investment required to deliver the five-year financial investment model.



	9.
	Risk Management



	9.1
9.2

9.3
	The Finance and Audit Committee has formal responsibility for overseeing the risk management process. The charity maintains a risk register, which is discussed at each meeting of the Finance and Audit Committee. The Board reviews the risk register annually. This review includes identifying and adding new risks.
Risks are discussed at each team meeting across the twelve services of HLH and new risks identified are reported to the Corporate Programme Manager. The risk register is updated and reviewed at the monthly meeting of the Senior Management Team. This includes new risks identified through service meetings. This monthly review informs the report to the Finance and Audit Committee, who are also able to add and remove risks to the register. 
The risk register lists each risk and scores them according to a matrix which compares the likelihood of a risk occurring and the severity of its impact. Risks which are scored above a certain point are then assessed as requiring a risk management plan. The full register comprises a list of risks, scores and management plans. Each management plan is allocated a responsible lead and the plans are reviewed as part of the Finance and Audit Committee process.



	10.
	Financial Overview


	10.1
10.1.1

10.1.2
	Resources

HLH has an annual turnover of c. £31.3M. Of this figure, approximately £14.5M comes from THC as a Services Fee and the balance is either earned income or external grant income.  In line with reductions in THC’s overall budget, it is anticipated the Services Fee will reduce over the next few years.

Through a combination of increased earned income and growth in the range of services entrusted to HLH, the percentage of the Services Fee received from THC against overall turnover has reduced from 79% to 46% and this trend is likely to continue.


	10.2

10.2.1

10.2.2
	Financial Sustainability

The overriding financial objective of HLH is to ensure that the charity achieves financial sustainability in the short, medium and long term.  Staff across the organisation seek to achieve this objective by developing new business and partnerships and through the maxim of “cost less, earn more”.

A significant contributor to this objective will therefore be to maintain a positive relationship with THC and to focus on ensuring that sufficient and increasing income is generated by all of the charity’s services.



	10.3

10.3.1
	Financial Background

Financial sustainability needs to be achieved in the face of a number of significant challenges:

· Potential reduction in the Services Fee from THC

· Recognition of the cost of growth, in financial and management terms

· Recovering income levels against a backdrop of ongoing uncertainty due to the pandemic

· Managing expenditure in order to achieve reductions in operating deficits
· Maintaining and developing engaging programmes whilst striving to minimise spend per user

· Supporting the Capital Investment Strategy of THC


	10.4

10.4.1
	Financial Reserves 
Directors have agreed a target of 3% of the total budget for reserves, recognising the need for reserves particularly in the post-pandemic environment.


	11.
	Corporate Delivery Review


	11.1

11.2


	During the lifespan of this Business Plan, the charity will undertake a full root-and-branch review of its corporate service requirements. The Corporate Delivery Review (CDR) will be based on the charity’s post-pandemic requirements and will look to the future considering the corporate business-need beyond the expiration of this document.

The objectives of the CDR are as follows:

· To be future-looking and to consider the corporate needs of the charity over the next 3 to 5 years (and paving the way beyond), ensuring that any recommendations or decisions taken as a result of the CDR future-proof the organisation as far as practicable;
· To increase effectiveness of the charity to ensure that everything undertaken by the charity is done for a reason, delivering on measurable outcomes that present the organisation as more effective (internally and externally);
· To improve efficiencies of the charity, introducing a “corporate by design
” principle to any new projects, developments or acquisitions, thus ensuring that project management is being undertaken in the most efficient way possible;
· To support operational services to generate income;
· To support the whole organisation to reduce expenditure;
· To create a service delivery resilience by ensuring that the corporate delivery across the whole organisation supports the operational services, therefore creating a position whereby service delivery is embedded and protected in local communities;
· To strengthen job security supported by a strategic workforce planning process.  The review will look to ensure that the right people are in the right posts at the right time and that the charity’s people are supported, as well as having the potential to create career opportunities from within;
· To eliminate single-points-of-failure where the charity has several individuals that undertake specific corporate roles, with little or no backup. This has the potential to leave the charity extremely vulnerable, by creating points-of-failure, therefore the review will attempt to address and remove any identified vulnerabilities;
· To strengthen and further develop employee satisfaction.  By undertaking the review and having undertaken a thorough review of the corporate delivery requirements, understanding the business needs and working to deliver all of the above, then it is hoped that this will generate an increase in employee satisfaction. 


 Corporate by Design will require Managers to specifically consider the Business Support; Estates/Health and Safety; HR; ICT; Marketing, PR and Communication need(s) of any project or new activity in addition to the standard financial business justifications.


	12.
	Review and Evaluation



	12.1

	The process of review and evaluation will principally take place through the following processes:

· Reporting to THC Care and Learning Committee on a twice yearly basis;

· Submitting performance against a range of Key Performance Indicators and Statutory Performance Indicators to THC in order for it to make its returns to the Scottish Government;
· Annual governance review by the HLH Charity and Trading Company Boards;

· Quarterly review of the Charity’s KPIs by the HLH Board;

· Monthly review of the Charity’s KPIs at the monthly HLH Performance Board;
· Quarterly RAG rating of the Operational Plans.


	12.2
	HLH seeks to ensure that the policies, practices, services and decision-making processes throughout the organisation at both strategic and operational level are fair and do not present barriers to participation or disadvantage any protected groups from participation.    The charity will engage external advisors during the scope of this Business Plan to review the HR policies and practices of the charity and to recommend any further enhancements that will further achieve this aim. 




	
	
	


Appendix A
	DESTEP and SWOT Analysis



	DESTEP Analysis - The Highland Outcome Improvement Plan provides significant background for a DESTEP analysis.  A summary of those elements which will influence or should form part of the future business of HLH are:



	Demographic

· Rurality

· Outstanding natural environment

· Inward migration

· Ageing population



	Economic

· Reducing Public Finances

· Growing Energy Sector in the area

· Growing tourism 

· A University of the Highlands and Islands growing in reputation and student 
numbers

· Mixed geographical pattern of growth and declining population drift

· Activities to encourage longer stay or return to the area

· Recognising reducing spend of individuals/families/local authorities/other funders

· Partnership working to maximise resources

· Targeted programmes/areas of multiple deprivation

· Importance of tourism and events



	Social/Cultural

· Inequalities of access to learning

· Personal inequalities at the end of school life

· Health inequalities

· Mental Health issues

· Care/Support for elderly

· Weight/nutrition

· Drugs education

· Gaelic as a unique selling point



	Technological

· Speed of development of technology

· Use and need for refresh of appropriate support systems

· SWAN (Scottish Wide Area Network) - the supply of secure network and internet access. 
· Increase in remote access to learning

· Growth in the social media sector



	Environmental

· Adventure Activities (area of world class venues such as mountain biking and water sports)

· Outdoor Education/interpretation

· Community benefit schemes

· Efficiency in use of utilities

· Climate change



	Political 

· Scottish Government Strategic Objectives (Healthier, Smarter, Greener)

· General Election 2022

· Scottish Government Election 2026
· Local Government Elections 2022

· Resultant updated Highland Outcome Improvement Plan

· Proactive advisory role to THC

· Changing neutral political scene


Appendix B

	SWOT Analysis 

The following table sets out the Strengths, Weaknesses, Opportunities and Threats as they relate to the Charity.

	STRENGTHS

· Committed, professional workforce

· Service well thought of by public

· Strong and experienced Board of Directors on Charity and Trading Company

· Regional distribution of staff, services and facilities embedded in communities across the Highlands

· Strong and well established trusted partnerships locally and nationally

· Good governance with relevant delegated authority, empowering effective decision making

· Agility in planning and delivery of programmes

· Ability to react to external and business changes and pressures

· Positive impact on mental and physical health and wellbeing throughout the Highlands
WEAKNESSES

· Reliance on THC Services Fee

· Lack of resources for capital investment

· Lack of succession planning at senior management level

· Single points of failure at senior management level

· Lack of software systems integration resulting in inability to achieve a “single customer view”

· Lack of data analysis

· Unwillingness to say no

· Decision making balance between governance and delegated authority

· Lack of resources in Corporate Services to support increased demand from other services

· Lack of early integration of Corporate Services  

· Dependency on public sector procurement legislation and rules

OPPORTUNITIES

· Political appetite to support leisure, learning and culture

· Cultivate the public health priorities

· Partnership working opportunities for capital investment

· Working with partners to maximise impact

· Influence CLUK priorities

· Create further opportunities for partnership working with THC

· Developing products that meet the needs of our partners

· Digital ability to reach local and global markets

· Digital ability to capitalise on changes to customer behaviours

· Intelligent use of data analysis and new technology to support targeted service delivery

· Green health opportunities

· Develop alternatives with health interventions that support peoples physical and mental health and wellbeing

· Reinvigorate the Active Highland project

· Tourism offering

· THC insourcing of ICT services

· Consolidate on the cross service working experiences of the pandemic

· Inverness Castle Project benefits realisation

· Inverness common good events and festivals

THREATS

· A deteriorating building stock

· Reducing Services Fee from THC

· Over reaching, over commitment

· Inability to generate customer income due to other factors, including customer behaviour

· Imbalance between our financial and social priorities

· Pandemic induced organisational issues for employees

· Post pandemic macro environment

· Long term continuance of the pandemic or other major environmental or external issues

· A growing portfolio puts strain on management and central support capacity

· New senior personnel within THC may not understand role and work of HLH

· Reduction in THC capital and maintenance funding

· Diminishing resources due to financial pressure impacting our ability to deliver and grow

· Political appetite to support leisure, learning and culture

· Succession planning for board

· Transition of THC insourcing of ICT services
· New competition emerging in the gym market









High Life Highland is a company limited by guarantee registered in Scotland No. SC407011 and is a registered Scottish charity No. SC042593. Registered office 12/13 Ardross Street, Inverness IV3 5NS.
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