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Our vision is of everyone in the
Highlands well housed within
sustainable communities.

Our mission is to build, manage
and maintain quality housing in
the Highlands, and to support
communities to thrive.

Our values articulate our
purpose and vision and reﬂect
the thoughts and feelings of our
stakeholders from all parts of
Albyn Housing Society. They
belong to all of us. The challenge
is to ensure they are lived and
shared by everybody. In doing
so, we are able to realise our full
potential as a professional team.

We are committed to openness,
accountability and integrity in all
our business activities.

We deliver long term housing
solutions which contribute to
community sustainability.

Our strategic objectives aim to:

We respect diversity and each other
and we help all our colleagues to
deliver their best.

We strive to deliver a quality
service, to build quality homes and
to provide best value.

maintain a sustainable housing
stock

Our relationships with each other,
with tenants and with our partners
are built on trust.

We provide a range of housing to
ensure that it is affordable to a wide
range of people.

Collectively we are dedicated to
providing real homes in balanced
Highland communities.

We are committed to being
a learning organisation and
to promoting continuous
improvement.

We deliver innovative developments
and services throughout the
Highlands.

support communities to thrive

achieve successful tenancies
address the shortage of affordable
housing in the Highlands
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Drumnadrochit

Welcome

It is my pleasure as Albyn Housing
Society chairperson to present our
annual report for 2010/2011.
There is much to celebrate this
year. A total of 155 new units were
built, 91 of which are earmarked
for rent while the remaining 64
offered as low cost shared equity
properties for ﬁrst-time buyers and
other priority groups. Our outturn
grant approval during 2010/2011
was £9.6m compared to our
original target of £8.2m.
Following on from last year’s review
of governance procedures, we have
introduced a number of changes to
the way we work. A formal appraisal
system for Board members has
now been implemented and we
continue to actively seek new
members with relevant experience
and insight to join us on the Albyn
Board.

Albyn Housing Society is a learning
organisation. Providing a service
of quality and integrity demands
that we remain constantly ﬂexible
and responsive to the needs of
local communities, employees
and partner organisations.
This year, we were delighted to
receive the Healthy Working Lives
Bronze Award as well as Landlord
Accreditation and Tenant Group
of the Year Award from the Tenant
Participation Advisory Service
(TPAS). Further validation of Albyn’s
commitment to promoting personal
development came during the
Scottish Council for Development
and Industry (SCDI) awards
when we were presented with the
Excellence in People Development
Award.

A new Performance Committee
now oversees performance culture
and reporting throughout the
organisation. One area where we
have seen real results is in relation
to our quarterly void loss. The
Performance Committee had set a
target of 1% and by the last quarter
of 2010/2011, a ﬁgure of 0.93%
was reported, the lowest quarterly
void loss of the year. Staff had
successfully risen to the challenge
of the performance target, not only
attaining it but bettering it.
In August 2011, a special
presentation was made to two longstanding Albyn Board members.
Jim Oag from Caithness and
George Kelman from Ross-shire
have contributed 25 years each
of valuable service. Their work in
promoting Albyn Housing Society
and encouraging good practice
has been greatly appreciated since
the day they ﬁrst joined the Albyn
Board in 1985.

The year’s prolonged spell of
extreme winter weather was a
difﬁcult time for some of our
tenants, so we took the step of
calling our more vulnerable clients
to ensure they were safe and to
check whether they needed any
assistance.
During the year, our Supporting
People Service was superseded
by a Tenancy Sustainment Team,
responsible for offering advice on
beneﬁts, energy efﬁciency and
managing loans and debts. The
team plays a crucial role helping
individuals and families settle into
new homes and works closely with
clients taking on a tenancy for the
ﬁrst time or facing a change in life
circumstances.

Fort Augustus

I would like to take this opportunity
to extend my personal thanks to
my fellow Board members, Albyn’s
Executive Team and staff as well
as our partner organisations
in the Highlands and beyond.
Their ongoing commitment and
enthusiasm in taking forward
Albyn’s mandate to build, manage
and maintain quality housing in
the Highlands and to support
communities to thrive is both
inspirational and effective.
Isabell McLaughlan, Chairperson

Nethy Bridge
Affordable housing issues are not
conﬁned to bricks and mortar. For
this reason, we sought out wider
role funding from the Scottish
Government during 2010/2011
to allow us to support a number
of valuable community projects.
These included a regeneration
centre in Pulteneytown, afterschool
tuition in Wick, employment
training in Merkinch, a maintenance
scheme in Caithness and Artysans
Café in Inverness operated by
Calman Trust.

Why
adopting a
wider role
is vital in
addressing
affordable
housing
issues

An on-going partnership with
Calman Trust gives us the
opportunity to expand on our
services and better support the
communities we serve. To this end,
Calman Trust and Albyn Housing
Society are jointly developing
an ambitious social enterprise
project based in Inverness.The
planned £16m hotel will combine
120 four-star rooms and 40
short-term accommodation units
while providing vital training and
employment opportunities. A public
and private sector funding drive is
under way with hopes the training
hotel could open in 2014.
Demonstrating the beneﬁts of
combining business, housing and
training objectives to combat social
exclusion, the innovative project
has brought fresh understanding
and new ideas to local
organisations such as Highlands
and Islands Enterprise. Discussions
centred on future projects aimed
at taking in accommodation for

students or services for an ageing
population are now being held with
potential partners.
Towards the end of the ﬁnancial
year, the Scottish Government
announced new grant systems
and levels of ﬁnancial support.
A positive response to these
changes, for example, picking up
on new opportunities in relation to
mid-market and private rents, will
ensure Albyn sustains its role in
meeting housing needs across the
Highlands.
Handling complaints correctly is
of paramount importance to us.
Complaints received this year
encouraged us to re-examine some
of our policies and processes and
in some cases, make changes to
the way we operate. We received a
total of 18 formal complaints, 12 of
which were resolved satisfactorily.
Work continues to bring the
remaining complaints to an
acceptable conclusion. One was
referred to the Ombudsman but not
upheld.

the year and we continue to
work closely with tenants and
consultants to identify and resolve
these issues.
We are currently reviewing the
way we gather information from
our tenants. A more focused
approach to information gathering
will feed directly into improvements
in our procedures with a knockon positive effect for tenants.
Information gathering amongst
Albyn staff during the year led to
improvements in communications
and identiﬁed the need for
more administrative support. A
restructuring of Human Resources
reduced ongoing costs by more
than £50k per annum.

In 2010, Albyn subscribed to the
Scottish Housing Benchmark
Network (SHBN). As a result, we
now receive annual benchmarking
assessments for registered social
landlords together with invitations
to best practice events and
discussions.
In the coming year, we intend to
keep asking the right questions,
analysing the answers and
implementing conclusions. We
will do this with imagination and
commitment to our clients backedup by sound Albyn Housing Society
policies. Our tenants, staff, Board
members and partner organisations
expect nothing less.

During 2010/11, new strategies
were developed and approved for
maintaining successful tenancies,
managing assets and promoting
home energy efﬁciency. In addition,
policy reviews were completed and
approved for property maintenance
and allocations; risk control and risk
management; construction, design
and management regulations; and
authorised approval limits.

Another unusually cold winter saw
Albyn deal with an increase in
urgent repairs. Staff took a positive
and constructive role in Aviemore
following a temporary breakdown
in the heating system by quickly
pulling together resources to
alleviate the situation for tenants.
Heating has been a signiﬁcant
issue for some our tenants during
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Fort Augustus

Finance and corporate services
This year, we successfully
completed the drawdown of
an £8m funding package with
Santander Bank. In August 2010
we agreed a funding package
with the Royal Bank of Scotland
for a further £20m to fund our
development programme and onlend to Albyn Enterprises Limited
where appropriate. Increased loan
facilities available from the bank
now total £40m with the additional
funding yet to be utilised.
We have continued to review
our exposure to interest
rate movements and have
approximately £20m (50% of
Albyn’s borrowings) on ﬁxed rates
with various end dates.
During the year we reviewed the
support function for Albyn’s board,
chief executive and executive team.
Prior to the review, corporate and
human resources departments
were directly managed by the chief
executive. These support functions
are now managed by the ﬁnance
director and ﬁnance manager,
with the corporate ofﬁcer retaining
reporting responsibility direct to the
chief executive. The new combined
department incorporating ﬁnance,
ICT, corporate and human
resources functions has been
renamed Finance and Corporate
Services.

Gairloch

Jean Fraser, Finance Manager,
who has been with Albyn Housing
Society for more than twenty years,
retired this year and was replaced
after a short break by Shannon
Watson. Pat Tonberg, Database
Ofﬁcer, another member of staff
who has been with the Society for
more than twenty years, also began
her retirement. Other staff changes
during the year included the
appointment of Graeme Rose as
our new Human Resources Ofﬁcer.

Continuous review and assessment
of ICT systems and processes led
us to upgrade the ﬁnance system
this year and take advantage of
software improvements made
during the eight years since original
installation. The main housing and
property database – Universal
Housing – was also upgraded,
going live at the end of May 2011.

ALBYN SECURES £40M
LOAN FROM RBS

‘I’m delighted to extend a banking
relationship with Albyn Housing
Society which dates back to
the Society’s inception in 1973,’
commented Ian Sillars, Head of
Housing Finance Scotland, RBS
Corporate and Institutional Banking.

Half of the loan will be invested
into development projects around
the region, equating to around 400
homes for shared equity sale or low
cost rent.

‘Our appetite to lend additional
funds to Albyn Housing
Society and other Scottish
housing associations reﬂects
the signiﬁcant levels of
unmet demand for affordable
rental and shared ownership
accommodation plus the further
opportunities for development.
I look forward to continuing to
work with Albyn Housing Society
as they enter this phase of vital
development.’

Albyn Housing Society signed
a £40 million loan deal with the
Royal Bank of Scotland (RBS) at its
AGM, held at the Drumossie Hotel,
Inverness, in August 2010.

Speaking at the AGM, Calum
Macaulay, said:

‘We’ve been working with RBS
to renegotiate our current
facility and secure additional
development funding to help
address the demand for
affordable housing in the
Highlands. There are currently
over 10,000 people registered on
the Highland Housing Register
waiting for a suitable home. This
loan will help us work alongside
the Highland Council and other
housing associations to reduce
the waiting list.’
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Property maintenance
Scottish Housing Quality Standard
(SHQS) compliance continued to
be our main focus during 2010/11,
particularly improving the energy
efﬁciency of our properties. This
led to new plans for managing
assets and home energy resources
and also saw us update our
SHQS delivery plan. Our ‘whole
house’ approach to energy
saving contributes to the Scottish
Government’s strategy on fuel
poverty.
A top priority was the
implementation of the Invergordon
Thermal Upgrade Programme.
The programme uses Community
Energy Sustainability Programme
(CESP) funding to work with
gas and electricity suppliers and
electricity generators in delivering
savings to domestic consumers.
We have now started connecting
homes to the mains gas network
in South Lodge and Inverbreakie
Drive, Invergordon.
Our next step is the roll-out of our
ten-year Major Repairs Programme
aimed at targeting energy efﬁciency
improvements. The installation of
gas central heating in areas such as
Merkinch in Inverness and options
for alternative heating systems in
Milton, near Invergordon, will be
fully explored. Where possible,
CESP funding will be sought to
support these projects.

Nethy Bridge

For the second year running,
severe winter weather led to higher
than normal levels of responsive
repairs. Despite this, and thanks to
the concerted efforts of contractors
and staff, we managed to meet our
performance targets. The extreme
conditions also led to a successive
rise in the number of urgent
repairs – up from 830 in 2009/10 to
1463 in 2010/11. Over 90% were
completed within our speciﬁed twoday deadline and we succeeded
in responding to nearly 97% of
emergency repairs within our eighthour timeframe – up from 95% last
year. This was despite the numbers
rising from 156 emergencies in the
third quarter to 270 in the fourth.
A stafﬁng restructure undertaken in
2010/11 aimed to reduce reactive
repairs through better planning.
To this end, we identiﬁed a new
team leader and a dedicated ofﬁcer
for planned maintenance works.
Additional maintenance assistance
posts were created, including
one focused on the vital issue of
information management. Building
on the success of the Caithness
Partnering Project, we now have a
full-time maintenance post based in
the north of our operational area.
As part of our programme of
cyclical works, we aim to test ﬁxed
electrical wiring in every Albyn
home at least once in a ten-year
period. This year, we made £40k
worth of electrical improvements
to our properties. Other cyclical
work includes annual gas servicing.

Awarding a new contract for
servicing during 2010/11 brought
demonstrable improvements
in performance and quality of
reporting and monitoring.
The switchover to digital TV in our
area was carried out smoothly with
almost no hitches and external
painting was completed and
brought in under budget.
Staff training is integral to
raising standards and meeting
performance targets. In 2010/11,
Jim Banks, Property Maintenance
manager, gained his National
Examination Board in Occupational
Safety and Health (NEBOSH)
General Certiﬁcate and is now
our designated health and safety
competent person. Together with
team leader John Peteranna,
Property Maintenance ofﬁcers
Iain McGlone, Brian Anderson,
Mairi Gilmour and Kirsty Campbell
all became accredited energy
performance assessors. Mairi
Gilmour also achieved Level 3 in
the Chartered Institute of Housing’s
Housing Maintenance course
while Kirsty Campbell underwent
training in gas and electrical safety
awareness. Three of our Property
Maintenance assistants, Wendy
Weatherhall, Carlan Connon and
Sara Macdonald, received training
in health and safety awareness.
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Development
Growth momentum continued in
2010/11 with approvals made under
the Housing Association Grant
(HAG) programme making possible
the handover of 153 new homes
for rent and shared equity in ten
communities. Approval was also
granted on 145 new homes due for
completion in 2011/12 and beyond.

Throughout the year we continued
to work closely with key partners
in Scottish Government and The
Highland Council towards achieving
agreed affordable housing targets
in the face of curtailed public
ﬁnances, shrinking private housing
activity and construction industry
cutbacks and business failures.

Housing completions this year
included the ﬁrst phase of housing
at Achtercairn, Gairloch, marking a
signiﬁcant milestone in Albyn’s site
planning work with the Achtercairn
Development Group and the
Highland Small Communities
Housing Trust. A highly successful
open day showcasing the new
development was held in June
2010.

Our affordable housing
programme supported the
Highland construction industry
with activity worth £18.9m this
year. Performance assessments
of contractors and consultants
showed, in general, high levels
of performance on all the key
indicators.

2010/11 brought fundamental
changes to the acquisition and
development of new property
by a Registered Social Landlord
(RSL). Because of this, we began
a review of our development
operations, taking into account
projected reductions in investment,
alterations to the HAG system
and new business development
opportunities. This review will report
before the end of 2011 and reﬂects
our commitment to playing a major
role in future affordable housing
delivery in the Highlands.

We saw an increase this year in
time spent on heating affordability
issues. A knock-on effect, in many
cases, from substantial rises in
electricity prices in off-gas areas.
Resolving challenges associated
with the management of new
heating technology such as air
source heat pumps was also a
prime concern.
Development staff in the
department currently number 11,
including two short-term contracts
extended during the year and
four clerks of works overseeing
on-site quality control issues.
Throughout the year, all staff
participated in annual performance
and development reviews to align
individual contributions to key
business objectives and to identify
training needs and personal

development targets. In addition,
staff attended training events and
conferences focused on awareness
of health and safety matters, mental
health issues, energy efﬁciency
and new developments in IT.
One member of staff completed
the Institute of Leadership and
Management (ILM) Level 5
Certiﬁcate in Leadership.
A number of notable projects
completed in 2010/11 secured
nominations to the ﬁnal of the
Scottish Home Awards 2011.
The awards recognise and
reward the best in new Scottish
housing. Birchﬁeld Court, Albyn’s
development at Nethybridge,
reached the ﬁnal of Senior Housing
Development of the Year. Plot
8, The Apartments, located at
Scotland’s Housing Expo, was an
opportunity for Albyn to showcase
the very best of sustainable
design available under the shared
equity LIFT scheme. Together
with Birchﬁeld Court, this property
reached the ﬁnal in the category
for Environmental Excellence
and Small Affordable Housing
Development of the Year.

We were successful in meeting all
of our fundamental performance
targets this year in line with Albyn’s
key business plan objectives.
We aimed for an 80 unit approval
target and achieved 145 – a total of
109 approvals for rent and 36 for
LIFT. An outturn spend of £9.6m
was achieved against our original
grant planning target of £8.2m.
We achieved 153 new house
completions, a shortfall on our
original target of 167 due to the
contractor failing to complete the
project at Feddon Hill, Fortrose.
Finally, and crucially, we continued
to engage successfully with
communities in an attempt to
inﬂuence future business activities
and new build projects.
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Birchﬁeld Court

Conon Bridge

ACCESSIBLE
HOUSING FOR THE
ELDERLY – CREATING
A COMMUNITY ASSET
IN THE HEART OF
THE CAIRNGORMS
NATIONAL PARK

One of Albyn’s most rewarding
developments in 2010/11 was
Birchﬁeld Court, Nethy Bridge,
formerly known as Pollyanna’s.
This important village centre site
in the Cairngorms National Park
was protected from speculative
housing development by a Section
75 planning condition. This was
in order to safeguard the site for
the provision of housing for elderly
members of the community.

SCHOOLS PROJECT
GAINS TOP MARKS

‘Birchﬁeld Court is all that we had
hoped for... I remember wondering
if Nethy would ever be blessed
with such a housing development.
How could I have had doubts! It
was a worthy project to support
and I’m delighted that Abbeyﬁeld
was able to play its part. I’ve heard
of several local people who’ve put
their names forward. This is a true
measure of success as far as I’m
concerned.’

Thanks to The Highland Council’s
strategic decision to maximise the
use of existing assets for affordable
housing, Albyn began looking into
the possibility of converting former
school buildings in 2005. Five
former schools showed potential
for conversion: Conon Bridge;
Tulloch; Bunoich; Resolis; and the
former Glenurquhart High School
in Drumnadrochit. Of these, only
Resolis has yet to make progress
on account of its ﬁnancial viability.

The closure of the local Abbeyﬁeld
Society facility and its subsequent
decision to channel signiﬁcant
ﬁnancial assistance towards Albyn,
paved the way for a development
which met community aspirations
and delivered exemplary homes
with specialised provision.

The programme got off to an
inauspicious start when an arson
attack resulted in the demolition of
the Conon Bridge property which
was replaced with a new courtyardstyle development designed by
Trevor Black and Architects. The
ﬁnal outcome was a very successful
housing project enjoying full local
member support.

‘A commitment was made early on
to provide housing that could be
regarded as a community asset for
years to come,’ explains Donald
Lockhart, Development Director
for Albyn. ‘I wanted to respond
positively to the group’s aspirations
to make the development
accessible, to make it low-energy
and to make it focused on the
needs of the local community. I
hope we have succeeded in all
three.’

The building at Tulloch, near Nethy
Bridge, exhibited many of the
challenges of developing a rural
property. A borehole had to be
sunk to secure a water supply and
a Bat Disturbance Licence obtained
before construction work could go
ahead!

Judging from the positive appraisal
from one Abbeyﬁeld Committee
member on completion of the
development, this would indeed
seem to be the case:
Birchﬁeld Court

former pupils, staff and members
of the public. A former headmaster
of Glenurquhart High School
commented on the transformation
of the Victorian building and school
grounds into homes for 13 families:
‘I think Albyn must be congratulated
on their achievement in converting
the school into housing and the
clever use of space for the houses.
I’m particularly impressed with
the sustainable features and
accessibility of the design for older
people.’
Another visitor to the development
was Councillor Margaret Davidson,
Chairperson of The Highland
Council’s Housing and Social Work
Committee and a locally elected
member.
‘All the folks in Drumnadrochit are
delighted to see the transformation
of this much loved building into
homes,’ said Councillor Davidson.
‘These energy efﬁcient, attractive
homes are a great asset for the
village.’

Bunoich and Glenurquhart
schools in Fort Augustus and
Drumnadrochit respectively were
completed in the summer of 2010.
Both projects held open days for
Drumnadrochit
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SCOTLAND’S
HOUSING EXPO
FROM SHOWCASE
TO SUCCESSFUL
COMMUNITY

Scotland’s Housing Expo proved
the ideal location for Albyn to
showcase high quality affordable
housing incorporating lowenergy sustainable design. Albyn
Housing Society invested £1.2m
in the Balvonie Braes event and
successfully sold on all eleven
properties under the LIFT Shared
Equity scheme by early 2011.
Several years of joint working
with the Highland Housing
Alliance saw the creation of three
separate projects, each of which
demonstrated a commitment to
sustainability and a challenge to
the traditional blueprint for housing
schemes. Plot 8, The Apartment
Block, developed in close

partnership with Keppie Design and
William Gray Construction, reached
the ﬁnal of the Environmental
Excellence and Small Affordable
Development of the Year category
of the Scottish Home Awards 2011.
The variety of house-types and
tenures on the Expo site is
designed to support a successful
living and working environment
for residents. All three Albyn
projects demonstrated low-energy
sustainable design and included
the Expo’s only biomass district
heating system. Individual plots
featured innovative construction
methods such as off-site
manufactured timber cassettes,
alternative insulation methods and
contemporary design features.
‘Scotland’s Housing Expo offers
people an insight into a unique
lifestyle opportunity,’ explained
Calum Macaulay, ‘Through a lowcost ownership scheme, shared
equity owners can now own some
of the most innovative designs
around.’
Feedback from the Expo event
suggested widespread approval
of affordable housing layouts in
particular. Albyn retains ownership
of two further major development
areas of the Expo site.

Expo Housing

CITY CENTRE DEVELOPMENT
BENEFITS LOCAL RESIDENTS
AND HIGLAND CONSTRUCTION
INDUSTRY
Work is underway to build 24 new
affordable homes close to Inverness
city centre. Highland ﬁrm UBC Ltd is
building the ﬂats for Albyn Housing
Society on Telford Street, next
to the Aldi supermarket, under a
contract worth £2.2m. Completion is
expected within a year.
The site has been subject to a
great deal of local interest since
the housing plans were ﬁrst made
public. Creating affordable housing
was a condition of the retailer’s
original planning approval in 2008.
The new development will provide
15 energy-efﬁcient ﬂats for rent
through the Highland Housing
Register. Nine will be marketed for
sale under the LIFT shared equity
programme.
‘This is a welcome development on
a brownﬁeld site close to Inverness
city centre, providing high quality
homes for those who need them
most,’ said Calum Macaulay, ‘It
also provides construction jobs at a
time when the industry desperately
needs them.
‘Housing associations are very
important contributors to the local
economy and despite facing funding
challenges, we are committed to
continue developing.’

GROUNDBREAKING HOTEL PROJECT
AIMS FOR BETTER FUTURE FOR
HIGHLAND YOUNG PEOPLE
A landmark project aimed at
expanding the social enterprise
sector in the Highlands has been
launched by Albyn Housing Society
in partnership with Calman Trust
Ltd. The £16m hotel development
planned for Inverness aims to provide
four-star accommodation combined
with training opportunities for
disadvantaged young people.
Comprising 120 rooms – 40 of which
will function as self-contained shortterm accommodation units – the hotel
is an ambitious and innovative stake
in the future of young people in the
Highlands. A public and private sector
funding drive is underway with hopes
that the training hotel will open in
2014. Calum Macaulay, outlines the
plans:

Artists impression
of the new hotel
‘The hotel will plough proﬁts back into
the Highland community at the same
time as providing young people
with real opportunities.’
Dr Isobel Grigor, Chief Executive of
the Calman Trust, added:
‘Those of us behind the hotel
strongly believe a number of
youngsters become disengaged
or fall into a cycle of lifelong
unemployment because the current
offering of school, education
or work isn’t suited to them. By
offering training within a work
environment, individuals will
be able to develop skills for the
workplace in a meaningful way and
successfully integrate into their
communities in the long term.’

‘While there are existing hotels run on
social enterprise principles in the UK,
none compare to the size and scale
of this project. The hotel will offer
a mix of overnight and longer stay
accommodation and to guests it will
be like any other four-star hotel.

Site Plans
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Housing and communities
In early 2010, Albyn’s Board
decided that the Society should
no longer be a direct housing
support provider. This decision was
prompted by increasing ﬁnancial
uncertainty and a perceived move
away from our core business
objectives in response to externally
driven funding and contract
decisions. Instead, a small corefunded tenancy sustainment team
began operating in April 2011.
The team retains the expertise of
housing support and housing plus
staff while working closely with
colleagues in housing, maintenance
and development. It offers practical
short-term assistance to new and
existing tenants requiring help
with a range of issues. To ensure
continuity of service for vulnerable
clients during the handover
period, short-term subcontracting
arrangements were negotiated with
The Highland Council, the Care
Commission and housing support
partners including Calman Trust
and Newstart Highland.
Increasingly, Albyn works in
partnership with other local
agencies to tackle anti-social
behaviour and to manage our
estates. Our active caseload of
anti-social behaviour complaints
reduced to an average of 40 in
2011 (down from 75 in 2010), a
ﬁgure that represents less that 1.5%
of all tenancies.

Tenancies created in the previous
ﬁnancial year still successfully in
place remained very high at 91%
(2010 – 90%). Three tenants were
evicted and 11 properties were
abandoned compared to 14 in 2010.
During this transition year, our
housing plus ofﬁcer assisted 140
tenants, offering support to manage
multiple debts, mediate on low level
neighbour complaints and act as
a source of specialist advice on
housing and welfare beneﬁts. Our
support workers provided shortterm housing support to over 200
of the most vulnerable clients in the
Inverness and Nairn areas.
Until November 2010 we continued
to manage the Highland Deposit
Guarantee Scheme on behalf of the
Highland Housing and Community
Care Trust for The Highland Council.
Management of the scheme is
now undertaken in-house by The
Highland Council. Up to the point of
handover, Albyn managed over 150
referrals and assisted a minimum of
13 tenants to access tenancies in
the private sector.
93 adaptations were carried out
during the year to allow tenants
or their household members to
meet medical needs and sustain
their tenancies within existing
communities. The number and
overall value of adaptations was
lower than in previous years due
to restrictions on available grant
funding.

Rent arrears performance has
remained relatively stable over the
last few years, despite an unstable
economic climate. Since changing
our policy approach in 2009, we
continue to make steady progress
in reducing our current rent debts.
We have seen an improvement in
non-technical arrears with a fall of
0.5%. At year end, non-technical
arrears stood at 3.89%, the lowest
ﬁgure for all four quarters. Our
internal target of 3.6% was not
attained and we are continuing to
review this and apply new methods
to bring about further improvement.

classiﬁed as low demand reduced
signiﬁcantly from 35 to 26 days.
Rent lost due to empty properties
was reduced to 1.2% (£108,039) of
our gross rental income over the
whole year. This was down from
£119,000 (1.5%) in 2009/10. Overall
void management performance
improved signiﬁcantly throughout
the year despite the challenges of
working with static resources. We
are optimistic that new procedures
and monitoring systems now in
place will help us sustain and
improve our performance in the
year ahead.

During 2010/11 we received 15
court orders for repossession, up
from three in 2009/10. We enforced
three evictions compared to one the
previous year. Despite the increase,
the ﬁgures remain exceptionally
low due to the introduction of new
prevention policies. Numbers of
tenants in the higher level arrears
band, the percentage of all tenants
in arrears and the percentage of
tenancies ending with arrears all
reduced during the year.

During 2010/11, new strategies
were developed and approved for
maintaining successful tenancies,
managing assets and promoting
home energy efﬁciency. In addition,
policy reviews were completed and
approved for property maintenance
and allocations; risk control and risk
management; construction, design
and management regulations; and
authorised approval limits.

Despite a signiﬁcant reduction
in our new build programme,
the number of void properties,
including both new and re-lets,
has remained high at 339 (down
from 410 in 2009/10). New and
existing properties let within four
weeks or less improved to 73% of
all lets (54% 2010). This included
a number of long-term and more
difﬁcult to let vacancies. Average
time taken to re-let properties not

In 2010, Albyn subscribed to the
Scottish Housing Benchmark
Network (SHBN). As a result, we
now receive annual benchmarking
assessments for registered social
landlords together with invitations
to best practice events and
discussions.
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Direct input from our customers
remains central to the development
and delivery of our services. We
continue to develop aspects of
our new Involving Customers in
Service Delivery Strategy in line
with our three-year action plan. This
successful partnership approach
led to us being awarded Tenant
Group of the Year at the TPAS
(Scotland) annual conference in
November 2010. This was followed
by receipt of the prestigious TPAS
Landlord Accreditation award in the
New Year.
Housing staff deal with an
enormous variety of complex and
sensitive issues every day. To
provide the best possible services
to our tenants, we make sure that
they’re up to date on the latest
information and practices. Team
members took part in a wide
range of internal and external
training events throughout the year
including health and safety training;
team style assessments; drug
awareness; housing beneﬁt rules
and changes; dealing with rent
arrears in a recession; allocations
policy guidance; housing
legislation; heat pump heating
systems; and housing issues for EU
nationals. In addition, key members
of our team attended brieﬁngs
and conferences on customer
involvement; tenant led inspections;
social investment; mentally healthy
workplaces; health and social care;
collaborative working; and housing
management efﬁciencies.

SUSTAINMENT TEAM HELPS
WORKING FAMILY

ELEVENTH HOUR ACTION SAVES
TENANT FROM EVICITON

Albyn’s Sustainment Team acted
as an invaluable lifeline for a family
who had been our tenants for
some time when their employment
situation changed. One parent
moved away, leaving the other with
children to support and no income.
Rent arrears quickly escalated
and the tenancy was at serious
risk. Working with one of Albyn’s
sustainment ofﬁcers, the tenant
was able to access all the beneﬁts
she was entitled to. Back-payments
of housing beneﬁt and income
support were awarded. With all
beneﬁts now in place, the tenant
has successfully cleared her arrears
and has an income on which she
and her children can live.

Towards the end of 2010, Albyn’s
housing team prepared to take the
ﬁnal steps to end a tenancy. Early
on her 12 year tenancy, Alison*
had managed to keep up with rent
payments. But changes to her
beneﬁts and new working hours
resulted in her account falling into
debt. After failing to reduce the
outstanding arrears, Alison was
eventually taken to court where
a decree for repayments and
repossession was awarded.
Initially, repayments were
maintained, but Alison quickly ran
into difﬁculties. Her eldest daughter,
Susan*, had left school to take
up employment. With Susan now
expected to contribute to household
expenses, Alison’s housing beneﬁt
was reduced.

Two pre-eviction interviews were
held and Alison was referred to
the tenancy sustainment team for
budgeting advice and help with
beneﬁts. Finding it hard to accept
that she and her three children
were about to lose their home,
Alison failed to act in time to get her
tenancy back on an even keel.
A breakthrough ﬁnally came when
Alison and Susan met with a
member of The Highland Council’s
homelessness team and a social
worker. The joint approach made it
clear that Alison about to become
homeless and moving out of the
area may also mean her younger
children lost their places at the local
school. In addition, Susan could
be faced with ﬁnding a place of her
own.
In December 2010, Alison got help
from family to pay off some rent
arrears. She engaged successfully
with the homelessness prevention
team and with Albyn’s tenancy
sustainment team. Beneﬁt
backdates cleared some of her debt
and budgeting advice helped her
manage her household costs and
bills. With Susan now contributing
to household bills, Alison has been
able to keep up with her repayments
as agreed. Within just six months,
rent arrears have been cleared in full
and with regular rent payments kept
up to date, we expect Alison and her
family to remain in a tenancy with
Albyn for many years to come.
*Family names have been changed
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ALBYN RECOGNISED AS BEST
PRACTICE CHAMPION FOR TENANT
INVOLVEMENT

ADAPTING TO CHANGE: CLOAKROOM
TRANSFORMED INTO SHOWER ROOM
FOR ALBYN TENANT

Following on from an award for
Tenant Participation Advisory
Service (TPAS) Tenant Group of the
Year, Albyn Housing Society has
been recognised with three-year
TPAS landlord accreditation.

Lorraine Patience is an Albyn tenant
living at Moss-side Brae in Nairn.
In 2011, Lorraine’s occupational
therapist recommended she get in
touch with her landlord to request
the installation of a level access
shower.

‘We are so proud to be the ﬁrst
housing society in the region
to receive this accolade for our
services,’ said Calum Macaulay,
‘It reﬂects our commitment to
putting our tenants at the heart of
everything we do.’
Lesley Baird, Chief Executive of
TPAS, congratulated Albyn on the
award:
‘In obtaining TPAS accreditation,
Albyn Housing Society has
shown that it meets the highest
recognised standards for involving
customers. The organisation has
successfully fostered a culture
where customers and staff work
in equal partnership to set targets,
measure performance and ensure
continuous improvement of
services. To this end Albyn Housing
Society is championing best
practise the whole sector can learn
from.’

SPECIAL REPORT 1:
HEALTH AND SAFETY
‘It concerns everyone in our
organisation, every day. That’s how
important health and safety is’
Health and safety issues have
come increasingly to the fore in
recent years as reﬂected in this
year’s creation of an Albyn Health
and Safety Committee of the
Board in place of the previous
sub-committee. Health and safety
training was extended to include
all Board and staff members,
ensuring everyone understands
and engages with our health and
safety ethos.

With Lorraine’s bathroom located
on the ﬁrst ﬂoor of her home, this
presented a problem for property
maintenance staff. Because of the
possibility of leaks and subsequent
damage to the property, showers
are normally located on the
ground ﬂoor only. No ground
ﬂoor properties were available for
Lorraine to move into, so Albyn’s
adaptations assistant in our
Sustainment Team began to explore
other options with her housing and
maintenance colleagues.
After an inspection of Lorraine’s
home, the property maintenance
ofﬁcer discovered it would be
possible to turn the downstairs
cloakroom into a shower room. The
work was carried out by Able Care
and the tenant is delighted with the
new adaptation:
‘It’s made a huge difference to me,’
Lorraine explained. ‘The workmen
have done a fantastic job.’

Lorraine and her
new shower

‘We are satisﬁed that health and
safety has now become part of
our day to day procedures,’ said
Bryan Summerﬁeld, Chairperson
of Albyn’s Health and Safety
Committee. ‘We have made such
good progress over the course
of the year that we received an
excellent audit outcome from our
insurers with no black marks. There
is still more to do, but my thanks
go to all staff and Board members
for practising health and safety
awareness and prioritising it as part
of their daily activities.’
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Recycling Bike
Scheme

SPECIAL REPORT 2:
COMMUNITY
ENGAGEMENT
AND WIDER ROLE
ACTIVITIES

At Albyn, we support wider role
bids for projects which help our
tenants and the communities
they live and work in. Working in
partnership with agencies and
communities throughout the
Highlands, we aim to support
services offering employment
opportunities, regeneration and
community sustainability.
CALMAN CAFÉ
Developed by the Calman Trust
and supported by Albyn, a training
base has been set up in Inverness
to equip young people with
appropriate skills and behaviours
for the workplace and community
integration. Training is provided
within the challenging environment
of Artysans, a commercial café and
mixed workspace in the city centre.
Funding of £96k over two years
has been approved by the Scottish
Government.
FOR THE RIGHT REASONS
A grant of £5k from the Scottish
Government has been allocated
towards the purchase of a vehicle
and recycling facilities to increase
recycling levels at Albyn premises.
Training will be made available to
unemployed people in the Merkinch
area of Inverness at risk of social
exclusion.

Sportability with
Terry Butcher

NEW START BIKE RECYCLE
PROJECT
Recycling bikes is the medium
to providing training and help
equip people to enter sustained
employment. Six week training
courses and longer term
placements offer master skills in
building and maintaining bikes
with the added beneﬁt of real work
experience, and an introduction to
a new social network. New Start
works with people at risk of social
exclusion and provides structured
opportunities towards integration in
the local community. The Scottish
Government is funding the project
to the tune of £50k over two years.
SPORTABILITY MERKINCH
Working with the community in
Merkinch, this project aims to build
up a programme of popular sports
and activities. Local people are
recruited and trained as coaches,
undertaking qualiﬁcations where
appropriate. Merkinch is a socioeconomically deprived area of
Inverness and the only area of
Inverness that qualiﬁes for Fairer
Scotland Funding. Funding of
£22,000 has been approved by the
Scottish Government.

MERKINCH EMPLOYMENT
TRAINING
Merkinch Enterprises provides
training skills through a dedicated
IT facility for unemployed people.
Allocated £9k by the Scottish
Government, the training
programme has been shown to
increase skills when combined with
appropriate ‘soft skills’, leading
both to an increase in employability
and improvements in client
conﬁdence.
PULTENEYTOWN REGENERATION
CENTRE
Albyn is supporting a regeneration
centre in Wick providing social
space where people can learn new
skills and undertake training. The
centre also offers a crèche, child
unit and soft play area to support
parents undertaking training or
skills development. In addition, a
youth services facility for the 12 –
18 age group and Lifelong Learning
opportunities aim to extend the
beneﬁts of the regeneration to the
wider community. Funding of £210k
has been awarded by the Scottish
Government for this exciting new
development.

LIVE, LEARN, WORK
Working with Pulteneytown Peoples
Project, a new £36k project
provides a stepping stone for the
severely disadvantaged making the
transition from living at home or in
care to having their own tenancy.
Many require basic ‘gate keeping’
skills and help with establishing
routines. Young adults taking on a
short assured tenancy are assisted
with beneﬁts applications and
offered regular training sessions
to successfully sustain their
tenancies. Funding of £36,000 has
been allocated by the Scottish
Government.

A Live, Learn,
Work team

WORKING RITE
A work experience and mentoring
project in Caithness and
Sutherland focused on 16 – 18
year olds, Working Rite is a £30k
project funded by the Scottish
Government. It aims to engage
young people turned off by
education by providing access
to construction and manual trade
skills.
CAITHNESS MAINTENANCE
SCHEME
A social enterprise company for
young disadvantaged people
offering practical skills training
through a supported placement, the
Caithness Maintenance Scheme
undertakes grass cutting, ground
maintenance, window cleaning,
power washing and cleaning
stairwells. Funding of £57,000 has
been allocated by the Scottish
Government.

Working Rite
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Income and Expenditure Account For the Year ended 31 March 2011

Balance Sheet As at 31 March 2011

2011
£000’s

2010
£000’s

18,341

19,961

(15,877)

(18,614)

Operating Surplus

2,464

1,347

Sale of ﬁxed assets

177

420

5

1

(1,294)

(913)

1,352

855

30

58

1,382

913

0

0

1,382

913

Turnover
Operating Costs

Interest receivable
Interest payable and other charges
Surplus on ordinary activities
Donations
Surplus on ordinary activities
before tax
Taxation on surplus on
ordinary activities
Surplus for the year

Income £000’s

£000’s
Tangible ﬁxed assets
Housing properties gross cost less depreciation
less Housing Association Grant
less Other Grants

Investments
Homestake Loan
Homestake Grant

Current liabilities
Creditors due within one year
Provisions

Expenditure £000’s
Net current assets
Total assets less current liabilities
Creditors:
amounts falling due after more than
one year
Net assets
Capital and reserves
Share capital
Designated reserves - major repairs
Designated reserves
furniture replacement
Revenue reserves

Social Rents
8,362
Shared Ownership
334
Supporting People
227
Development Activities
373
Other
224

Housing Management
Planned Repairs
Reactive Repairs
Supporting People
Development Costs
Finance Costs
Other

3,079
504
1,306
318
922
1,294
745

£000’s

£000’s

2010

£000’s

183,857

170,248

(125,750)

(117,000)

(8,518)

(7,838)

49,589

45,410

3,552
(3,552)

3,868
(3,868)
0
2,098
51,687

Other ﬁxed assets
Current assets
Stock - LIFT Properties in Development
Debtors
Bank and Cash in hand

2011

0
2,104
47,514

3,491
3,244
2,382
9,117

5,722
3,038
1,701
10,461

(5,767)
0
(5,767)

(6,235)
(250)
(6,485)
3,350

3,976

55,037

51,490

(43,364)

(41,199)

11,673

10,291

1
10,985
0

1
9,560
225

687
11,673

505
10,291

These ﬁnancial statements were approved and authorised for issue by the Board on 28 June 2011
Isabell McLaughlan - Chair
Sheena Slimon - Vice Chair
George Kelman - Secretary
The summary Income and Expenditure Account and Balance Sheet do not constitute the full ﬁnancial statements nor do they
include all the disclosures required by the Statement of Recommended Practice (SORP) and the Registered Housing Associations
(Accounting Requirements) (Scotland) Order 1999, which have been made in the full ﬁnancial statements.
These statements, including an unqualiﬁed auditors’ report by Baker Tilly UK Audit LLP, are ﬁled with the Financial Services
Authority and are available from Albyn’s ofﬁces in Invergordon and Inverness, or alternatively, on-line at: www.albynhousing.org.uk

Albyn Housing
Society Board and
Committees 2010/11

During July 2010, the Committee
of Management carried out a
wide ranging review of corporate
governance. As part of the changes
implemented, the Committee of
Management changed its title to
‘Board’. The Board is responsible
for leading the development of the
Society’s aims, objectives, strategy
and planning. It also monitors
their effective implementation
and oversees performance. Subcommittees now focus on speciﬁc
areas and have been renamed
‘Committees’ as follows:
Audit Committee
Responsible for implementing and
monitoring policy, reporting to and
advising the Board on all aspects of
the Society’s ﬁnancial management
and business performance,
monitoring the effectiveness of
internal controls, overseeing the
conduct of the annual audit and
advising on the appointment of
external and internal auditors.
Performance Committee
Responsible for reporting to and
advising the Board on all aspects of
the Society’s business performance
against agreed targets,
promoting and driving continuous
improvement and promoting
efﬁciency and effectiveness.

Health & Safety Committee
In charge of promoting a
responsible approach to health
and safety throughout Albyn’s
activities as an employer, client
and contractor. Also, implementing
and monitoring policy, reporting
to and advising the Board on all
aspects of the Society’s duties
and activities in respect of health
and safety, ensuring compliance
with all statutory and regulatory
requirements and investigating any
matters of concern or complaint.

Board Member

Title

Committee Membership

Mrs Isabell McLaughlan

Chair Person

Performance, Stafﬁng

Mrs Sheena Slimon

Vice-Chair Person Performance, Health & Safety

Mr George Kelman

Secretary

Performance, Audit

Mrs Maureen Cairney

Board Member

Performance, Stafﬁng

Miss Christina Cameron

Board Member

Stafﬁng, Audit

Mr Jim Convery

Board Member

Performance, Audit

Mrs Ella MacRae

Board Member

Stafﬁng, Health & Safety

Mr Jim Oag

Board Member

Performance, Audit

Stafﬁng Committee
Responsible for advising the Board
on the effective discharge of the
Society’s responsibilities as an
employer and ensuring compliance
with all statutory requirements.
Effective implementation of the
Society’s agreed terms, conditions,
employment practices, policies and
procedures.

Ms Maxine Smith

Board Member

Performance, Stafﬁng

Mr Bryan Summerﬁeld

Board Member

Stafﬁng, Health & Safety

Mr Nigel Campbell

Resigned Sept 2010

Albyn Housing Society Executive Team 2010/11
Calum Macaulay

Chief Executive

Robin Nairn

Finance & Corporate Services Director

Helen Barton

Housing & Communities Director

John Clarke

Property Maintenance Director

Donald Lockhart

Development Director

SPECIAL REPORT 3:
CUSTOMER SERVICES

Direct input from our customers
remains central to the development
and delivery of our services. We
continue to develop aspects of
our new Involving Customers in
Service Delivery Strategy in line
with our three-year action plan. This
successful partnership approach
led to us being awarded Tenant
Group of the Year at the TPAS
(Scotland) annual conference in
November 2010. This was followed
by receipt of the prestigious TPAS
Landlord Accreditation award in the
New Year.

A number of rolling surveys
reported on key areas of service
delivery during 2010/11. Of 134
tenants who returned satisfaction
surveys after taking on a new
tenancy, 97% were happy with
the helpfulness of staff and the
quality of advice and assistance
received. 93% were satisﬁed with
the overall allocations process.
Of 286 tenants surveyed across
31 new developments, overall
satisfaction was 100% in all but
one development, which returned
satisfaction levels of 50%. This
was in relation to concerns about
heating and space standards.

Almost 1500 tenants returned
satisfaction slips after property
maintenance repairs were
completed and 95.4% were
reported to be happy with the
service received.
As part of our commitment to wider
role activities, we’ve been working
towards creating a community
needs assessment framework
which can be used by communities
to establish which priorities to take
forward in their areas.

Albyn Housing Society Ltd is based
in Invergordon. It has around
2,500 properties for rent and low
cost home ownership across the
Highlands. Albyn is a Registered
Social Landlord, registered with
The Scottish Housing Regulator
(registration number 64) and is a
Scottish Charity, registered with
the Ofﬁce of the Scottish Charity
Regulator (registration number
SC027123) and with the Care
Commission and a housing support
provider (registration number
CS2004073046).
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albyn
Housing Society

building homes...supporting communities

Inverness Ofﬁce:
68 Maclennan Crescent
Inverness IV3 8DN
Tel: 01463 712516
Fax: 01463 242590

www.pelican-design.com

Main Ofﬁce:
98-104 High Street,
Invergordon,
Ross-shire IV18 0DL
Tel: 01349 852978
Fax: 01349 853859
ofﬁce@albynhousing.org.uk

A Scottish Charity SC0271123
Register of Social Landlords 64
Register of Friendly Societies 1776R(S)

www.albynhousing.org.uk

