
What does The Time is Now  
mean for you? 

This is our commitment to you. A commitment  
to being easy to deal with. To offering you more 
choice and opportunities to self-serve. To delivering 
experiences designed with you, for you and to meet 
your unique circumstances.

Here’s what you can expect  
over the next three years:

Dedicated Customer Partners to  
support your needs and goals

Specialist support from a new  
Customer Solutions Team

Easier ways to contact us

Modern access to services through 24/7 
digital channels (for those who want it)

Digital skills and capability support for  
those who need it

Opportunities to co-design the services  
that matter to you

A continued commitment to driving 
exceptional value and maintain affordable 
rents and services

£36m investment to maintain and improve 
your homes over the next three years – 
average £9,500 per home

The creation of 300 new affordable,  
energy ef�cient homes available for rent

Download our full strategy at:  
www.trustha.org.uk

If you would like to receive  
an printed, accessible copy  

of our strategy, please contact  
us on 0131 444 1200 or email  

info@trustha.org.uk

Want to get involved in the design  
of the services you receive?  

 info@trustha.org.uk 
0131 444 1200
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THE TIME  
IS NOW

A bold new strategy for Trust. 
An exciting new chapter  

for our customers.

For nearly 50 years, Trust has evolved. And so it 
continues. Our people, and the society we serve,  
are the beating heart of who we are and that has 
been our focus, as we ready ourselves for the future.

The Time is Now is our new three year business strategy, 
designed to meet the housing, health, economic and 
climate challenges of our time.

It’s a sustainable vision where we will invest in our 
existing homes and build new ones. One that accelerates 
our investment in technology and marks our journey  
to net zero, as we address the climate emergency.

The Time is Now has been shaped by listening to our 
customers, employees and partners. From our learnings 
around best practice across the UK and Europe, and from 
our response to COVID-19. It has also been shaped by the 
external environment and legislative, strategic and policy 
context. The agenda is big and we must all think ahead.

We’ve never been more ready to step up and meet  
these challenges and opportunities. To be the best 
organisation we can be – for our customers, our 
colleagues and our communities. 

Rhona McLeod, CEO
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Our story and DNA

We’re so much more than a landlord  
and service provider. We’re here to make 
a positive difference to our people, to our 
customers and to the communities we serve. 

Born out of a philanthropic movement in the 
1970s, we now have over 3,600 homes across 
the length and breadth of Scotland. That makes 
us one of the largest housing, care and support 
providers for older people and an employer 
of over 600. It’s a big family that stands in full 
support of each other, so everyone can get  
their needs met.

And as an organization that has never stood 
still, we love learning and embrace change.  
It keeps us on our toes and it keep us believing 
in better so we can always strive to give our 
customers consistent and 10/10 experiences  
that deliver exceptional value.

Our strategy snapshot 
Our strategy is formed of three ambitious 
themes. Here’s a summary but you can  
get the full picture at: www.trustha.org.uk 

TIME TO BE 
BOLD
 “ Our customers needs are changing  
and we must change with them”

‘Time to be bold’ is an operational model that empowers 
and supports frontline colleagues so they can focus  
on the things that matter most to you. So they have  
the time, energy and resources they need to form close 
relationships that lead to more personalized experiences. 
The model uses technology and innovation to modernize 
access to services and will help us support data-driven 
decision making.

TIME TO 
GROW
 “ Fresh and different ways of  
thinking helps everyone grow”

We’re a growing organisation, investing in a future  
that will keep us at the leading edge of what we do. 
We’re investing in each other, in our culture, in new 
build affordable housing and our existing homes. We’re 
incorporating smart technology and new services while 
directing resources into learning and development so 
we can grow as individuals and teams. ‘Time to grow’ is 
about warmly welcoming partnerships and collaborations 
that feel like the right �t. And it’s also about growth that 
supports our net zero commitments.

THE TIME  
IS NOW

TIME TO 
GO GREEN
 “ The next 10 years to 2030 will 
need to see the most fundamental 
change we have ever seen in the 
way we live and work.”

We’re investing in a net zero future and a climate mindset 
so we can all play our part in addressing the climate 
emergency. Our ‘Time to go green’ strategy will start us 
on a journey to decarbonise while we commit to bold 
actions and the investment we need to design a greener 
future. We will improve the energy ef�ciency of our 
homes and help our customers to act sustainably. We’ll 
reduce the carbon footprint of our workspaces and what 
we do in them. And we’ll incentivise cleaner travel, where 
travel is necessary.




