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our vision
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 respect diversity and each other and we help all our colleagues to deliver their best.
• Our relationships with each other, with tenants and with our partners are built on trust.
• Collectively we are dedicated to providing real homes in balanced Highland communities.
• We deliver innovative developments and services throughout the Highlands.
• We deliver long term housing solutions which contribute to community sustainability.
• We strive to deliver a quality service, to build quality homes and to provide best value.
• We provide a range of housing to ensure that it is affordable to a wide range of people.
• We are committed to being a learning organisation and to promoting continuous improvement.

our aim is to:
• support communities to thrive
• maintain a sustainable housing stock
• achieve successful tenancies
• address the shortage of affordable housing in the Highlands

Miss Forsyth from Milton
with her new kitchen
cover: Bhargava Family,
Wades Circle, Inverness

We are one of the largest developers of new homes in Highland region, owning more than 2,750 homes for rent
and low cost home ownership across 60 Highland communities

welcome
As chairperson of Albyn’s Board,
I am responsible, together with my
fellow Board members, for leading
the development of the Society’s
aims, objectives, strategy and
planning. This year, we embarked on
a campaign to attract new members to
our Board in order to boost the vitality
and accountability of our organisation.
We were searching for individuals
with real business acumen to help
us address issues surrounding new
build funding, fuel poverty and the
complexities of managing a rapidly
diversifying organisation. We also
hoped to find people who could
buy in to our values and who were
passionate about sustaining healthy
communities in the Highlands.
As a result of this campaign, I am
delighted to welcome Douglas
Russell and Gavin Sinclair onto our
Board, both of whom bring valuable
legal and business expertise gained
from their work in the private sector.
I believe their combined experience

will allow us to continue providing
appropriate leadership and guidance
as we move forward in difficult times.
An audit of our corporate
governance systems and
procedures took place this year,
highlighting the fact that they
are, overall, very satisfactory.
Recommendations made in the audit
are currently being addressed and
implemented to ensure the Board
continues to meet and exceed
the standards required of us.
We continue to receive positive
feedback from our regular customer
satisfaction surveys. 94% of our
residents are satisfied with our landlord
services and 96% of our residents
are satisfied with our repairs services.
96% of new tenants are satisfied
with the allocations process, while
91% are satisfied with their home
when they accept the keys. 100%
of tenants moving into newly
built properties have told us they
are satisfied with their homes.

At the Scottish Home Awards 2011,
our staff received a number of
well-deserved awards including Senior
Housing Development Award for
Birchfield Court, a development for
older people in Nethy Bridge.
The team also won in the Small
Affordable Development category for
a project based at Scotland’s Housing
Expo site. What’s more, we were
highly commended in this category,
an excellent accolade in the industry.
We continue to be accredited for the
National Information and Advice
Standards as a Type 1 provider
in 13 separate areas of housing
law. We also currently hold TPAS
Landlord accreditation for our
customer involvement activities and
have continued our contract providing
a Highlands-wide interpretation and
translation service for customers
of public services, including
housing and health services.

Although the winter weather was kinder
to us this year, we followed through
on our policy of telephoning more
vulnerable tenants to make sure they
were safe and did not require any
assistance. Staff and tenants have
come to enjoy these calls, which have
the added benefit of making tenants
aware of other services and benefits
for which they may be eligible.
Our new tenancy sustainment
team got to work during the year,
offering advice on benefits, energy
efficiency, managing loans and debts
and adapting to new circumstances.
The team also assists with new
tenancies by helping people who
may never have held a lease before
understand what to expect as
they settle into their new home.

Strathspey Gardens,
Grantown-on-Spey

I am very grateful to my fellow Board
members, Albyn’s Executive Team and
all the staff for their hard work during
the year. I would also like to thank
our partner organisations across the
area. Only with everyone’s continued
enthusiasm and dedication can we
ensure Albyn maintains its commitment
to support communities to thrive, to
maintain our housing stock, to achieve
successful tenancies and to address
the shortage of affordable housing.
Isabell McLaughlan
Chairperson

making the most of what we have
the increasing
importance of
effective asset
management

At a time when development
activity has been seriously
affected by funding constraints,
managing our existing assets
effectively becomes an ever
greater priority for the Society.
To this end, we continue to invest
strategically in our properties across the
region. A £1m programme to upgrade
properties in Invergordon and Milton
of Kildary began towards the end of
2011. 300 properties in the region will
soon boast new kitchens, providing
much needed modern amenities for
tenants. This work is also providing
construction jobs for 15 people.
Against a background of tighter
budgets, we have continued to provide
desperately needed new homes.
During the year developments
were completed in Grantown,
Dingwall and Inverness, built with
the assistance of Scottish Government

funding. The Inverness site provided
24 flats boasting high standards of
energy efficiency in our continued bid
to help tenants keep heating bills - and
costs - as low as possible. We remain
committed to working with our
tenants to ensure they manage their
heating efficiently and minimise
costs. In another bid to help with
heating bills, we installed wood burning
stoves in all of our rented properties
in Fort Augustus which had previously
struggled with high heating bills. In
addition, we have emphasised our
commitment to the issue by redeploying
one member of staff into a new role as
energy efficiency projects officer.

We welcome the charter and over the
course of the coming year, we will begin
consulting with Albyn tenants on how to
apply the charter to our local priorities.

Following consultation with tenants and
social landlords, the Social Housing
Charter has now been produced
by the Scottish Government. This
sets the standards of services we will
be expected to provide in the future.

to amend them as appropriate.

2012/13 will see us implementing
the Scottish Public Services
Ombudsman’s (SPSO) new model
for handling complaints. Ten formal
complaints were received in 2011/12,
nine of which were satisfactorily
resolved. The unresolved complaint
was referred to the SPSO, which
upheld two of the three issues it
contained. We continue to use the
issues raised through the complaints
procedure to review our policies and
processes on a regular basis and

We continue to work closely with
local communities. As part of their
Citizenship, Personal and Social
Education school curriculum, pupils
from the upper primary classes of

Park Primary School together with
first year pupils from Invergordon
Academy carried out work in our
older tenants’ gardens. 40 children
helped with gardening duties including
tidying up, weeding and planting of
new bedding flowers. Of course, the
project was not simply about gardens.
By supporting links between different
generations, we wanted to engender
better inclusion and mutual respect
in the community. Feedback on the
project from tenants and children was
very positive. In addition, two members
of Albyn staff provided training for
senior pupils at Invergordon Academy
on completing job applications and
improving interview skills together with
the opportunity for students to gain
some work experience in our offices.
Wider role funding from the
Scottish Government allowed
us to support a drop-in centre and

training unit in Caithness; Calman’s
Invergordon training centre; and
Caberfeidh Horizons Kingussie training
centre. Working with Cairn Housing
Association and the Citizens Advice
Bureau, we also funded a money
and welfare advice project for older
tenants, creating three temporary
part-time posts in Wick, Inverness and
Invergordon. Recognising the need for
a fund designed to award small sums
to specific local projects, we set up a
Community Pot and made several
awards during the year including: the
Merkat Centre, Milton, to support a
Winter Lunch Club for older residents;
Strathpeffer Primary School, for the
purchase of a tree for their butterfly
garden; Tain-based CCAST to help
set up and run voluntary drug and
alcohol recovery programmes in
Easter Ross; and Milton Woodlands
Trust, to support a Masquerade Ball.

In partnership with the Centre for
Rural Health at UHI we successfully
bid for an Innovation Voucher
focused on developing opportunities
around tele-care. Through our
involvement in this issue, we received
an invitation to become part of
the growing P4 digital sector in
Highland being developed through
Highlands and Islands Enterprise.
Work continues on the social
hotel project, in conjunction
with Calman Trust.
As part of our communications policy,
we’ve been examining how we present
ourselves as an organisation, how we
communicate and the ways customers
can keep in touch with us or receive
up-to-date information about our
services. Based on valuable input from
tenants, staff and other customers,
our Tenants’ Handbook has been

updated, and is ready to be circulated
later in the year. We were delighted
to work with local NHS professionals
on this project and to include healthy
eating and lifestyle advice in the
new-look handbook. Our presence
on the worldwide web is increasing
and improving with a revamped
website due to go live in the latter
half of 2012 and a social networking
presence on Facebook and Twitter.
All of our achievements this year
have only been made possible by
the continuing hard work of our
committed staff, and with the guidance
of our dedicated Board members.
Thank you to all who have ensured
that Albyn continues to be a thriving
and forward-looking organisation.
Calum Macaulay
Chief Executive

finance and corporate services

“working for albyn has helped me find a good work-life balance”

a new challenge
for social landlords:
component accounting
Following a review in 2010, it was agreed
that a new department combining the
functions of finance, information and
computer technology (ICT), corporate
and human resources would benefit the
Society as a whole. The amalgamation
of these various functions into one
single department is now complete
and our new finance and corporate
services team has bedded in well.
An extensive exercise undertaken during
2011/12 was the implementation of
component accounting for all our
rented stock, a system whereby each
individual component of a property
(such as kitchen, heating and walls)
must be accounted for instead of
regarding the property in accounting
terms as one unit. In addition, we
instigated a tendering exercise for

Pamela Sneddon (pictured left) has
worked for Albyn Housing Society
for two years. A finance assistant
based at the Invergordon office,
she explains what it’s like to be an
employee of the biggest affordable
housing provider in the Highlands.

our insurance services and our ICT
infrastructure. Both of these exercises
will be completed in early 2013.
As part of Albyn’s broader
policy covering environmental
responsibility, we set out this year
to reduce carbon emissions within
finance and corporate services.
This saw us introduce a number of
environmental improvements to
our daily work, focusing primarily
on our vehicle fleet and our printing
and photocopying activities.
The ICT department co-ordinated a
substantial upgrade to our housing
software during 2011/12 to provide a
direct debit facility and to assist with
void management. The option to pay
by direct debit is now available
for tenants and other customers.

“I’ve found this to be a very supportive work
environment if you have family commitments.
Before working here, I had a job in Inverness
then did some temping for a while. Because
I travel in from Conon Bridge and my little
girl goes to nursery in Dingwall, the worklife balance is easier to manage than it was
before. Less travel time, more family time.
In August 2010, we agreed a funding
package with the Royal Bank of
Scotland for a further £20m to fund
our development programme and
on-lend to Albyn Enterprises Limited
where appropriate. To date, £8m of this
facility has been utilised. We continue
to review our exposure to interest rate
movements and have approximately
£20m (40% of total borrowings) on
fixed rates with various end dates.

Finance and Corporate
Services Department staff

“The bulk of the work I do is dealing with
invoices for the maintenance department.
There are roughly 8000 or 9000 invoices a
year, 12,000 in total for the whole Society.

“The invoices come to me and I code them,
take them to maintenance for signing
off and logging, then I put them into the
system for payment. We mostly use BACS,
occasionally cheque, but that is gradually
being phased out. The job is fairly routine,
but over the last year or so Scottish
Housing Quality Standards (SHQS) work
has increased major works invoices.
“Albyn is a good employer and the Invergordon
office is a friendly place to work. We see
Board members regularly in the office and
the Society consults us on important issues.
For example, when Albyn set up its own
Facebook account, we were asked what
we thought about computer use at work
for social networking and so on. After
consultation, it was agreed we could use
the computers out with our core hours.”

We manage 25% of all affordable homes in Highland region

asset management and the
future of affordable housing

property maintenance
The financial year 2011/12 saw a
continued emphasis on the importance
of maintaining a sustainable housing
stock. Albyn has adopted an
asset management approach to
ensure our housing stock meets
the changing needs of residents.
Maintenance officers completed the
second phase of our stock condition
survey programme with initial findings
suggesting that helping residents
enjoy ‘affordable warmth’ in their
homes would be our greatest
challenge. The Estate Investment
Programme subsequently approved by
the Albyn Board reflects the findings
of these stock condition surveys.
Energy efficiency improvements
were, in fact, a major focus of
attention throughout the year.
A total of 311 homes in South Lodge,
Invergordon, were offered new or
improved gas central heating and

top-up loft insulation. This project
was successfully completed within
the financial year with high levels of
tenant satisfaction reported. Once
more, a partnering approach was
adopted with tenant representatives
acting as part of the core project
team. A pilot project involving the
installation of solar PV panels on the
roofs of 17 houses in Tain helped
reduce energy costs to residents by
generating free electricity from daylight.
Preparatory work also commenced for
the installation of a new gas supply
to 47 flats in Merkinch, Inverness.
A contract for replacement of 300
kitchens in Invergordon and Milton
of Kildary also progressed to plan,
with most of the kitchens replaced by
the end of the financial year. Again,
a partnering approach was adopted
with high levels of tenant satisfaction
registered. In addition, a total of 37

houses had windows and doors
replaced in two separate contracts.
These projects were completed
to programme, receiving positive
feedback from the residents involved.
Our rolling programme of five-yearly
external redecoration formed the largest
portion of cyclical maintenance
expenditure during 2011/12. Although
the works were spread over a wide
geographical area, and comprised
several different contracts, they were
successfully completed within budget
by September 2011. Significant
improvements were achieved in the
timescales for completion of gas safety
inspections, with 100% of inspections
completed within 12 months by
September 2011. A programme of fixed
electrical wiring inspection and
testing was successfully completed in
Invergordon, Nairn and Milton of Kildary.

Despite a relatively mild winter, a total
of 6,696 works orders were issued
for day-to-day repairs in 2011/12.
This exceeded the previous financial
year by 14%. 93% of these works were
completed within the target timescale
and 96% tenant satisfaction recorded.
We anticipate a reduction in annual
day-to-day repair requests as we
progress with our estate investment/
major repairs programme. A £3 million
investment package is planned for
maintaining and upgrading housing
stock in stage one of a five year
asset management programme.

Property Maintenence
Department staff
Miss Forsyth from Milton
with her new kitchen

In the first year of operation, our tenancy sustainment team provided support for over 400 clients
Emily Saunders from Tain with her new solar PV panels

“I feel very fortunate to live and work in the beautiful Scottish Highlands”

John Clarke (pictured left ) is
Property Maintenance Director
at Albyn Housing Society. Here,
he describes how he came to work
for Albyn, what his job involves
and what it means to him.
“I started out as an apprentice mining
surveyor in 1976 when I was seventeen, my
first job out of school. Later, I worked as
senior estates officer with British Coal in
the run-up to privatisation before taking
up a position with the NHS in Fife as a
property advisor. My move to Highlands
was largely prompted by quality of life issues.
The natural environment here is second to
none. For eight years, I was head of property
services for The Highlands Council and
had just completed a year as a freelance
consultant when the job with Albyn came up.

Aviemore

“There are a lot of similarities between the
local authority and Albyn Housing Society,
particularly with regard to reporting and
committee structures, although the council
is a much bigger structure, with all that

become more holistic, we also have increased
our emphasis on operating cyclical works
programmes as well as planned replacements
and investment schedules. Moving forward
strategically from a strong policy base means

that entails. Some Albyn Board members
are current or former Highland Council
councillors which helps our understanding
of wider community issues affecting our
residents. Being part of a smaller organisation
makes it easier to adopt a consistent approach
in terms of policy. Communication with
Board members is more direct and pleasant.

we are doing less ‘fire-fighting’ now.

“I have day-to-day responsibility for
maintenance and property sustainability
issues. What this means in practice is that I
provide leadership and strategic direction
within my department. The emphasis in
past years has tended to be reactive, for
example, chasing target response times and
so on. As The Scottish Regulator’s focus has

“Social housing is an evolutionary process.
Like most organisations, we are a developing
organisation and the sector is currently
embracing new concepts such as asset
management. The sector as a whole has not
been particularly good at life cycle costing.
“I’ve been able to utilise skills I gained through
study on an MBA in Construction and Real
Estate programme in a very practical way in
my role as Property Maintenance Director.
On a personal level, I enjoy the level of
interaction with others this job affords and I
hope I bring vision and experience to the team,
particularly in the area of asset management.”

development

responding to the investment squeeze
2011/12 has been a year of transition
from the Housing Association Grant
(HAG) programme to the short-lived
Innovation and Investment Fund (IIF)
bidding process. Growth continued
through previous approvals under
the HAG programme, allowing the
handover of 132 new homes for rent
and shared equity in six different
communities. A further 68 new
homes due for completion in 2012/13
and beyond were approved during
the year. 42 houses are currently
under development at Westercraigs,
Inverness, marking the last of
the HAG-funded programme.

Development Department staff

Of the 132 new units of housing
developed (2010/11 - 153 units) most
are located in the Inverness and Inner
Moray Firth area, with some extending
as far as Grantown on Spey. 31 units
were developed for shared equity sale
under the Low Cost Initiatives for First
Time Buyers (LIFT) initiative with 39 LIFT
properties available to buyers during
the year, a figure lower than expected
due to delays with developments in

Seaforth Drive, Fortrose
Feddon Hill, Fortrose and Conon Bridge.
Values are slowly rising in Inverness,
which means the household income of
successful applicants is rising. Of the
remaining affordable rented units, 19
were provided as full amenity for the
elderly and four as bespoke wheelchairadapted properties. In an effort to
demonstrate continuous improvement
and alignment with wider objectives, we
have implemented a post-completion
review for our properties beginning
when a home has been occupied for
a minimum period of 18 months.

Notable achievements this year
included the completion of urban
gap site projects at Telford Street,
Inverness and Jubilee Park Road,
Dingwall. Telford Street in particular
represents a significant enhancement
to the Inverness city streetscape and
a flexible response to a demanding
commercial development environment.
In 2011, the Scottish Government
published Homes Fit for the 21st
Century, a strategy document
proposing radical changes to the

way Registered Social Landlords
are funded. Shortly thereafter, the
Government’s IIF bidding process
was launched. Albyn was successful
in securing a role assisting The
Highland Council in meeting its Local
Housing Strategy targets through
the IIF process. Based on a Board
decision to reduce the size of future
development commitment in response
to less favourable grant conditions, we
were limited to bidding for a total of
nine development projects, of which
eight proceeded to approval stage.

Our 2011/12 grant target was set
at £7.9m. Availability of additional
resources in 2011/12 meant IIF grant
monies could be accessed on a
staged payment basis where costs
had been incurred. This led to a
further £943,000 being drawn down
in March 2011, mainly covering site
purchases. Our final spend was £9.62m,
a figure exceeding our grant target
by 8%. Albyn’s affordable housing
programme supported the Highland
building sector with construction

activity worth almost £20m in
2011/12, £15m (2010/11 - £19,486,000)
allocated towards new build projects
and other development activity.
We operate an internal target system
to complete projects within agreed
contract sums, seeking additional
Board cost approval only where there
is a 5% cost overrun. In 2011/12 only
one such project was reported. This
was the development at Corrie Road,
Muir of Ord, where unforeseen site
conditions in the form of coal dust and
a delay starting on site resulted in an
additional payment to the contractor.
There has been continuing uncertainty
regarding the progress of system
reform for investment in affordable
housing and subsidy reductions in the
Affordable Housing Supply Programme
(AHSP) in the Highlands. Even so,
activity levels remained high for the
development team. Together with our
key partners in Scottish Government

and The Highland Council, we worked
hard to achieve the agreed affordable
housing targets in circumstances of
tightening public finances, shrinking
private housing activity, construction
industry cutbacks and business failures.
Despite these uncertainties, staff
remained resolute in working towards
the Society’s key objectives, in particular,
addressing the shortage of affordable
housing in the Highlands. Responding
to the downturn in investment,
staffing numbers were downsized
with the aim of retaining and
redeploying skills wherever possible.
Secondments within Albyn and
out-sourcing opportunities saw our staff
complement in March 2012 reduce to
nine full-time equivalent staff, all of whom
participated in annual performance and
development reviews to align individual
contributions to the key objectives of the
business and to identify training needs
and personal development targets.

telford street, inverness
improving an urban streetscape

6,696 works orders were issued for day-to-day repairs in 2011/12

One of the most satisfying
developments completed in 2011/12
was Wells Court off Telford Street,
Inverness. The prominent street
frontage site is next to the new ALDI
store close to the centre of Inverness.
Originally intended to contain some
ground floor commercial units as well
as housing, the effects of the recession
in 2008 saw the commercial element of
the development shelved and replaced
by additional affordable housing units.
Albyn worked hard with the developer
to devise a housing solution for the
site. The £2.2 million design attracted
£1.75 million in grant funding from the
Scottish Government - and high praise
from residents and local people for
the innovative contemporary design.

Wells Court

Offering a welcome boost to the
Highlands construction industry at a
testing time, the 24 two-bedroomed
flats including 9 LIFT homes show
how careful planning and design
can create versatile, energy-efficient
homes in the heart of the city

“thank you for
making this possible”
Development staff can spend months, sometimes
years, planning the scheduling, design and financial
support packages for new homes. So hearing firsthand from families living in these homes is a very
rewarding part of the job. Here, Swarna and Anupam
Bhargava (pictured left, with their daughter Aarini)
share their personal experience of moving into a
shared equity property at Parks Farm, Inverness.
“We’ve moved in to our new house now and I must say Aarini is
thoroughly enjoying the freedom of going out in the backyard and
playing. At the house-hunting stage we were shocked to know we
would have to make lots of compromises on the location or room size
or borrow from family and friends to buy the house of our dreams.
“When we heard about the LIFT scheme and Albyn Housing Society,
we started thinking we might not be so far away from realising our
dream of owning a house where Aarini can run around safely. This
was something we missed a lot in our earlier house which was rented
and did not have a garden. We are so much happier in our new home.
“Our experience with Albyn has been exceptionally positive.
Everyone has been very professional and always forthcoming
with information. Thank you for making this possible for us.”

housing and communities
Direct input from customers
remains central to the development
and delivery of our services.
This year, we consulted our tenants
on a range of issues including rent
increases; housing debts; what makes
successful tenancies; the remit for
our sustainment team; keeping pets;
involving tenants in performance
management and supporting them
to take part. Our consultations
included both formal and informal
approaches. We held meetings with
registered residents groups; conducted
focus groups for tenants who would
not normally engage in organised
groups; held discussions with staff
teams; circulated policy consultation
questionnaires; and produced regular
resident satisfaction surveys.
Staff worked hard throughout the year
to reduce time taken to re-let or let new
properties, reduce costs and ensure
effectiveness in housing people in
need. The number of properties let
(including both new and re-lets)
has remained high, at 360 lets

what makes for a successful tenancy?
being used to rehouse existing tenants
of Albyn or other social landlords in the
Highlands and Moray during the year.
A significant increase on the previous
year, this allowed us to make best use
of our available housing stock to meet
the changing needs of our residents.
We also housed 152 applicants
assessed as being in priority homeless
need (down from 175 in 2010/11).

some of the Housing and Communities Department team
(2010/11 - 339), 104 of which were
new build properties. This marks
an increase of 3.8% on the previous
year. Time taken to let new properties
fell from seven to three days and time
taken to let low demand properties
also reduced. Average time to let all
properties not classified as low demand
reduced for a second consecutive

year from 26 days to 24 days. Our
rent loss, due to all empty properties
(including low demand and garage
units) reduced to just over 1% (£103k)
of our gross rental income over the
year (2010/11 - £108k - 1.2%).
Working in partnership with five
Highland housing associations
and The Highland Council, we

continue to operate a shared
Highland Housing Register (HHR)
and allocations policy. 12% of all
applications to the register are currently
managed by Albyn and we made just
under a fifth (18%) of all allocations
through the HHR policy, including 83
transfer applications. This resulted in
almost one third (30%) of all our lets

Properties in some areas remain
lower demand and more difficult to
let - Wick, Bettyhill and Aultbea in
particular. We succeeded in letting
an additional 24 properties in these
areas during the year (up from 21 in
2010/11) and now have a small waiting
list for them. In most other areas,
we continued to see very strong
demand and competition for new
tenancies.
Over a number of years, our rent
arrears performance has seen a slow
but steady improvement, despite
an unstable economic climate. The
proportion of tenants in receipt of

housing benefit increased during the
economic downturn, but is still relatively
low compared to national averages.
From our work on financial inclusion, we
know that the areas in which we let have
higher than average employment, but
with significantly higher than average
levels of people in low paid, part-time
seasonal and multiple employment
compared to national trends. Our
regional high dependency on public
sector, retail and construction sector
employment has made the recession
particularly challenging for a number of
our communities. Despite this, we’ve
worked hard with tenants to manage the

financial downturn and our overall debt
reduced again this year. Outstanding net
current non-technical arrears fell to 3.6%
(2010/11 - 3.96%) of the total rent roll.

Ann Rose, Bridge View,
Conon Bridge

Over a three year period, Albyn has experienced an 85% reduction in new build development due to dramatic
changes in affordable housing investment
We received six court orders for
repossession (2010/11 - 6) and
carried out six evictions (2010/11 - 3).
The increase in evictions is explained
by a more streamlined approach
to following through on actions
once early intervention approaches
have been exhausted. Numbers of
tenants in the highest level arrears
band (£750 or over) has fallen from
174 to 134 during the year. The
percentage of all tenants in arrears
and the percentage of tenancies
ending with arrears also reduced.
109 adaptations were carried out on
our properties (2010/11 - 93) and
£104,000 of grant funding was used to
support tenants or household members
with medical needs to sustain their
tenancies. On the issue of adaptations,
the Scottish Government launched a
strategy for older people in Scotland
this year. An area of particular interest
for Albyn, we are keen to see the
process for adaptations across all
housing sectors for older and disabled

people streamlined and made much
simpler to operate. Adaptations are a
cost effective way of helping people
remain independent for as long
as possible. Existing systems are
complex and unlikely to meet future
demand as Scotland’s population
of older people increases. Albyn is
representing the Scottish Federation of
Housing Associations on the national
working group and findings and
recommendations will be presented
to Scottish Ministers in autumn 2012.
The number of tenancies created
in the previous financial year still
successfully in place remained very
high, increasing to 92.7% (2010/11
- 91%). Only four tenancies ending
within 12 months were for negative
reasons (1.3% of all tenancies).
Two properties were abandoned
(2010/11 - 14), a significant drop from
already low levels. New tenants visited
within ten weeks of a tenancy starting
also increased from 30% to over 70%
by the end of the financial year.

Throughout 2011/12, we ran a pilot
adjustment to our workloads, with
three housing officers concentrating
purely on rent debts and two officers
responsible for all other tenancy
management issues. Early indications
are that the new arrangement has
worked well. An assessment of our
systems was also undertaken to
see whether we could do more to
help tenants manage debt and rent
payments. As a result, new software
was purchased and staff received
training on benefit changes and rent
recovery. We are now in a position
to offer direct debits as an additional
payment option to tenants.
Towards the end of 2011, some
housing and communities officers
relocated from Invergordon to our
Inverness office. Staff already worked
in close collaboration whenever
possible, but by bringing staff
from housing management, rent
collection, allocations, sustainment
and maintenance together under one
roof, we have seen a big increase

in natural synergy on case work,
sometimes with powerful effects.
We continue to work 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 36 (2010/11
- 40), representing less than 1% of all
tenancies by the end of the year. Of
these, almost all were lower category
complaints, with between one and five
cases in the most serious category in
any period.
During its first full year of operation,
our tenancy sustainment team
assisted over 400 tenants, around
16% of all Albyn householders.
Core casework involved helping
tenants make successful housing
benefit claims (212 clients); sustaining
rent arrears payments (205 clients);
energy efficiency advice (84 clients);
negotiating on repairs and arranging
inspections access (60 properties);
exploring alternative housing options

Balgate Mill, Kiltarlity

following a change of circumstances
(50 clients); and managing household
budgets (108 clients). This level of
targeted engagement with clients saw
Albyn receive backdated housing
benefit revenue worth almost £42,000.
Clients were also able to claim
over £4,000 in additional benefits.
Moreover, by releasing valuable staff
capacity, the work of the tenancy
sustainment team has allowed
colleagues to focus on proactive early
interventions and preventative work.
Working with communities in
Highland to improve social,
economic and environmental
opportunities remains a high
priority. Through engagement
with a wide range of organisations
from community groups to social
enterprises and the public sector, we
are able to offer advice and provide
in-kind support, create successful
partnership arrangements and
develop funding bids and projects that
meet our core aims. 2011/12 saw a
the MacPhees, Conon Bridge

Robertson Court, Alness

particular focus on projects targeting
employment opportunities for young
people and for people with learning
difficulties; regeneration work in areas
with high levels of deprivation; and
community sustainability initiatives.
We were active throughout the year
in contributing to consultations and
policy development at local and
national levels, engaging on a number
of issues with potentially wide ranging
impacts on our tenants and wider
communities. The UK Government at
Westminster has developed radical

new proposals for the reform of the
national welfare system. The existing
system is extremely complicated and
expensive, and it has long been agreed
that it needs to be reformed. But the
changes, due to be implemented from
2013, will have a direct and negative
impact on some of our most vulnerable
tenants. Working with the Scottish
Federation of Housing Associations,
we have communicated our concerns
about these changes to our MPs. Our
attention over the coming year will focus
on working with tenants to manage
the cuts and protect tenancies.

During 2011/12, The Scottish
Government consulted social
landlords and tenants about the
development of a social housing
charter for Scotland which will
set the standard of service we are
expected to provide our customers.
We were delighted to use our long
experience of tenant involvement
and service standards to contribute
constructively to the consultation. We
believe the outcome will serve Albyn
and our tenants well in the future.

striving for safer communities milton working group

wider role funding
Our most recent bid for Wider Role
funding from the Scottish Government
was a one-year bid for the period
2011-2012. The funding allowed us to
support a number of projects including:
Pulteneytown Peoples Project (PPP)
- Caithness Drop-In Centre and
Training Unit: Award for £47,812 to
provide four days drop-in sessions per
week, two in Wick and two in Thurso, as
well as evening and weekend sessions.
PPP works extensively with young
people who are potentially homeless
or first-time tenants. Initially, work will
focus on direct contact, building towards
Scottish Credit and Qualifications
Framework (SCQF) Living Alone and
Scottish Qualifications Agency (SQA)
Steps to Work and/or SQA Employability.
Calman Invergordon Training Centre:
£54,000 to establish an enterprise centre
in Invergordon providing early skills
training for young unemployed adults,
many of whom are, or will become,
tenants of Albyn Housing Society. The
centre will be developed by Calman Trust
as an SQA accredited learning centre.

Caberfeidh Horizons Training
Centre: Caberfeidh Horizons opened
The Bookshop on Kingussie High
Street in October 2005. In partnership
with Cairn Housing Association
and Caberfeidh Horizons, and with
wider role grant assistance from
Albyn Housing Society of £4,500, a
structured three-month employability/
personal skills development training
programme has been put in place to
support nine long-term unemployed
young people and adults with learning
disabilities or mental health issues.
Albyn Money and Welfare Advice
Project: In partnership with Cairn
Housing Association, Pulteneytown
Peoples Project and Citizens Advice
Bureau in Inverness and Alness, we
established a money and welfare
rights service to maximise income and
benefit entitlement of older and more
vulnerable tenants and prospective
tenants of Albyn and Cairn Housing
Association. This was achieved with the
help of £32,047 wider role funding.

Wells Court
Bookshop in Kingussie opened
by Caberfeidh Horizons

In June 2011, a fire at an Albyn
property in Milton of Kildary had tragic
consequences when a young child
died. Following this traumatic incident,
Albyn made sure the affected family
was safely housed and met with local
residents to hear their concerns.
Together with other agencies including
Highlands and Islands Fire and Rescue
Service, steps were taken to safeguard

Albyn processes around 12,000 invoices a year

happy with
our services?

local residents by encouraging free
take-up of home safety checks. All
Albyn frontline officers received fire
safety awareness training. In addition,
plans to upgrade any remaining battery
operated smoke alarms and replace
them with mains-wired models were
brought forward, as was the programme
for regular electrical safety checks.

In 2011/12 we learned that:

In the months following the tragedy,
a sub-group of Milton Housing
Forum began to identify wider issues
affecting the village, an area of high
deprivation isolated from amenities and
services. Community police officers
worked closely with Albyn and The
Highland Council to make it easier for
people to report crime incidents. In
partnership with other local groups,
Albyn is also working to improve
access to services for people trying
to move away from drug and alcohol
addictions and in making sure houses
becoming empty are let sensitively
within our allocations policy rules.

• 91% of new tenants were
satisfied with their home when
they accept the keys

• 94% of residents were satisfied
with our overall landlord services
• 96% of residents were satisfied
with our overall repairs services
• 96% of new tenants were satisfied
with the overall allocations process

• 100% of tenants moving into
newly built properties were
satisfied with their homes
We think that’s pretty good, but we’d
still like to do better. Get involved or get
in touch through our website
www.albynhousing.org.uk or on
www.facebook.com/albynhousing
Send us an email or make a comment!

sustainment team helps tenants cope with big life changes

what is a succesful tenancy?
We want all our tenants to enjoy living
in their homes for as long as they
need to. A successful tenancy is one that
isn’t abandoned or ended because we’ve
had to take someone to court. It would
normally last for more than a year and
run smoothly without the tenant getting
into debt. Moreover, Albyn wouldn’t
need to take action on account of bad
behaviour or damage to the property by
the tenant, family members or visitors.

Robertson Court, Alness
Families face difficult circumstances
when they least expect them. Mrs A was
extremely happy in her Albyn flat. She’d
made it into a little palace and had
seen her young son take his first steps
there. Happy in the local area, she had
no intention of leaving. But in a tragic
turn of events her sister died, leaving
Mrs A’s young nephew with no other
family members to care for him. Mrs
A approached Albyn to find out if she
could move to a larger property to allow
her to care for her nephew.

A worker from the tenancy sustainment
team helped organise care for Mrs
A’s nephew and a transfer was
arranged in an area where she
could get help from extended family
members living nearby. The new
family are now settled and coping
well with their new circumstances.
Another situation involved tenants living
in Kingussie but working in Aviemore.
Travel time and transport costs were
negatively affecting the household

income and their quality of life.
The couple lived in a two-bedroom
flat but were only using one bedroom.
Albyn’s tenancy sustainment team was
able to help by offering the couple a
one-bedroom flat in Aviemore which
ticked all the right boxes. The couple
now enjoy the benefits of living closer
to their place of work and the twobedroom flat in Kingussie has been
re-let to a homeless person living
and working full-time in the area.

Seaforth Drive, Fortrose

For some tenants, managing a tenancy
successfully requires getting extra help.
In 2010, we asked our tenants to tell
us about the factors that might make it
difficult to sustain a tenancy, together
with the kind of help individuals and
families may need to overcome these
issues. The needs people identified
were varied and practical, ranging
from getting the best use out of their
heating system to accessing debt and
household budgeting advice. This
valuable feedback has allowed us to
develop a new Successful Tenancy
Strategy which is being implemented
by our tenancy sustainment team

alongside existing housing, allocations
and maintenance staff. In place since
April 2011, the team’s work includes:
• helping tenants settle into
their new homes
• helping vulnerable tenants who
would otherwise be at risk of failing
in their tenancies manage changes
to their personal circumstances e.g.
when relationships or employment
changes, or when they face
unexpected financial pressures
• providing practical advice, information
and support on a wide range of issues
including housing, welfare rights,
personal budgets and life skills
• actively signposting and referring
tenants to other teams or services
that can improve their independence,
quality or life, health and well-being
As well as enabling our tenants to
manage their tenancies successfully, we
believe these measures can also support
them in being active and confident
members of their local communities.

Tenancy Sustainment Team and other staff based in our Inverness office

Through Wider Role funding, we support social
enterprises and initiatives aimed at providing
work opportunities for people living in some of the
Highlands’ most deprived communities.

“I see my role as providing my experience to try to ensure that affordable
housing delivers the best possible value and service”

board and committees
Albyn Housing Society Board is responsible for leading the development of
the Society’s aims, objectives, strategy and planning. It also monitors effective
implementation and oversees performance.

staff consultative forum
Board members who attend Staff Consultative Forum meetings are
Isabell McLaughlan, Maureen Cairney and Christina Cameron.

some of Albyn’s Board members

executive team

Albyn Housing Society Ltd is based in Invergordon and has around 2,750
properties for rent and low cost home ownership across the Highlands. We are
a Registered Social Landlord (Scottish Housing Regulator registration number
64) and a Scottish Charity (Scottish Charity Regulator number SC027123).

board member

committee membership

Mrs Isabell McLaughlan, Chairperson

Performance, Staffing

Mrs Sheena Slimon, Vice-Chairperson

Performance, Health and Safety

Mr George Kelman, Secretary

Audit

Mrs Ella MacRae

Health and Safety, Staffing

Mrs Maureen Cairney

Performance, Staffing

Miss Christina Cameron

Audit, Staffing

Mr Jim Convery

Audit

Mr Jim Oag

Performance, Audit

Ms Maxine Smith

Staffing

Mr Bryan Summerfield

Performance, Staffing, Health and Safety

Mr Douglas Russell

Performance, Health and Safety

Mr Gavin Sinclair

Performance, Staffing

Calum Macaulay
Robin Nairn
Helen Barton
John Clarke
Donald Lockhart

Chief Executive
Finance and Corporate Services Director / Deputy Chief Executive
Housing and Communities Director
Property Maintenance Director
Development Director

Albyn Board member Gavin
Sinclair (pictured left) lives in the
Black Isle and joined the Society
after the August 2011 AGM.
“Why did I decide to join the Albyn Board?
I suppose you could say I was looking to put
something back into the community. I now
run my own consultancy firm specialising in
anti-corruption compliance, but for most of
my career I worked in the oil industry as a
company lawyer. Before this I had worked for
the Highlands and Islands Development Board
for three years, so I’m aware of the issues in
this particular area of the Highlands. In fact,
one of my first jobs before training as a lawyer
was at the Nigg yard not a great distance
away from Albyn’s Invergordon offices.

“Within the Albyn Board structure
there are a number of committees with
particular responsibilities. I’m a member
of the performance committee as well as
acting as one of three Albyn representatives
on the Calbyn project in Inverness.
“I have to say that being a Board member
has exceeded my expectations. I’ve been very
impressed by the quality and dedication of staff
at what is undoubtedly a challenging time for
social landlords. There is pressure from the
Scottish Housing Regulator towards a more
business-like approach, funding challenges and
the prospect of radical benefit changes which
are destined to affect tenants and prospective
tenants for years to come. Recognising the
wider implications of benefit changes, Albyn
is continuing to develop initiatives such as
the tenancy sustainment team to broaden
out the scope of tenant support. Often, this
is as much about wider financial and social
issues as it is about the details of their lease.

“As a volunteer Board member, I spend
around three days a month engaged on Albyn
business - a little more than I originally
anticipated! I see my role as providing my
experience in whatever way I can to support
this valuable function for those who need it,
and to try to ensure that affordable housing
delivers the best possible value and service
for its customers and the wider community.
“The relative size and purchasing power of
Albyn, as a social landlord, should provide
the ability to influence other aspects of social
support, such as promoting apprenticeships
and training. Hopefully, we will be able to
further develop and use this influence for
the benefit of our tenants and the wider
community in these challenging times.”

balance sheet

income and expenditure account
for the year ended 31 March 2012

Income Chart

2012		2011
£000's		£000's
			
as restated
Turnover
Operating Costs
Operating Surplus
Sale of fixed assets
Interest receivable
Interest payable and other charges

5% 0%
91%

14,040		18,341
(12,155)		
(16,733)

Social Rent
Shared Ownership
Development
Other

£9,026
£344
£543
£5

1,885		1,608
(529)		
177
5		
5
(879)		
(1,294)

Surplus on ordinary activities
Donations

482		 496
0		
30

Surplus on ordinary activities before tax
Taxation on surplus on ordinary activities

482		
0		

Surplus for the year
The results relate to continuing activities.

482		 526

526
0

Statement of total recognised surpluses and deficits for the year ended 31 March 2012
2012		2011
£000's		£000's
			
as restated
Surplus for the year

3%

482		

Prior period adjustment (note 11)

(983)

Total surpluses and deficits recognised
since the last reporting period

(501)

Expenditure Chart
6%
39%

9%
10%

18%

526
19%

Housing Management
Repairs
Depreciation
Development Costs
Finance Costs
Disposal of Components

£3,648
£1,813
£1,655
£912
£879
£529

		2012			 2011
as at 31 March 2012
£000's		£000's
£000's		
£000's
					 as restated
Tangible fixed assets
Housing properties - gross cost less depreciation		
198,643		
182,739
less Housing Association Grant		
(133,993)		
(125,615)
less Other Grants		
(10,140)		
(8,518)
		54,510		
48,606
Investments
Homestake Loan
3,552		
3,552
Homestake Grant
(3,552)		
(3,552)
		0		
0
Other fixed assets		2,128		
2,098
		56,638		
50,704
Current assets
Stock - LIFT Properties in Development
3,754		
3,491
Debtors
4,230		3,244
Bank and Cash in hand
3,360		
2,382
11,344		9,117
Current liabilities
Creditors due within one year
(6,045)		
(5,767)
Provisions
0		0
(6,045)		(5,767)
Net current assets		5,299		
3,350
Total assets less current liabilities		
61,937		
54,054
Creditors:		(50,765)		
(43,364)
amounts falling due after more than one year
Net assets		11,172		
10,690
Capital and reserves
Share capital		1		
1
Revenue reserves		11,171		
(296)
Designated reserves: major repairs		
0		
10,985
		11,172		
10,690
The financial statements were approved and authorised for issue by the Board on 26 June 2012
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 statement, 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

98-104 High Street,
Invergordon, Ross-shire IV18 0DL
tel: 01349 852978
fax: 01349 853859
email: office@albynhousing.org.uk

www.albynhousing.org.uk
A Scottish Charity: SC027123 | Register of Scottish Landlords: 64 | Register of Friendly Societies: 1776R (S)
Pelican Design Consultants | www.pelican-design.com

