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the principal activity of albyn housing society is the
development, management and maintenance of housing
in the highlands of scotland for people in housing need.
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 strategic objectives focus on
supporting communities to thrive,
maintaining a sustainable housing stock
and achieving successful tenancies.
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.
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welcome
This year, the Board continued to support

I would like to thank my fellow Board

Albyn staff in sustaining and shaping the

members and all of the Society’s staff for

many Highland communities the Society

their hard work throughout the year. The

serves.

legal and business expertise of two Board

We successfully delivered an ambitious
building programme, providing a welcome
boost to the Highland construction sector,
adding to affordable housing stock
and helping to revitalise communities.
Our developments during the year in
Inverness, at Muirtown Street and
Westercraigs, represent a significant
investment in an area where demand for
affordable homes continues to outstrip
supply.
94% of tenants who responded to our
tenant satisfaction survey told us they
were satisfied with the landlord services
they receive from Albyn this year. 100% of
tenants moving into newly built properties
were satisfied with their homes.

members, Douglas Russell and Gavin
Sinclair, proved invaluable in helping the
Society deal with the knock-on effects
of recent welfare reform. In particular, I
wish to thank long serving members Ella
MacRae, Christina Cameron and Maureen
Cairney who stood down from the Board
this year. Each has given Albyn and its
tenants many years of dedication and
commitment, helping to make us the
successful business we are today.
I am grateful to all our partner
organisations who continue to work
closely with us to address the shortage of
affordable housing across the Highlands.
For our part, we will continue to honour
the Society’s commitment to support
communities to thrive, to maintain a
sustainable housing stock and to achieve
successful tenancies.
Isabell McLaughlan, Chairperson
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chief executive’s report
Our biggest challenge this year and for

These developments are in Conon

the foreseeable future is the impact of

Bridge, Invergordon, Dingwall, Beauly,

recent welfare reform. The so-called

Lochcarron, Alness and two different areas

‘Bedroom Tax’, in addition to other

of Inverness. One of these developments,

changes to welfare provision across the

at Joss Street, Invergordon, was the

UK, is already having a damaging effect

first carried out in partnership with The

on individuals, families and communities

Highland Council. 41 families were also

across the Highlands.

assisted in purchasing a home through the

We have pledged to support our tenants
in whatever way we can. To date, we
have relaxed our transfer rules and given
extra priority to people affected by the

Open Market Shared Equity programme,
which our business arm, Albyn Enterprises
Limited, operates on behalf of Scottish
Ministers.

‘Bedroom Tax’, making it easier for them

We continue to focus on improving our

to move. Unfortunately, there are far

properties by undertaking priority energy

fewer smaller properties than there are

efficiency measures. 113 properties

households needing to downsize and

in Merkinch and Nairn had new central

over the years, the creation of smaller

heating installed during the year. A total of

properties would not have best-served

294 new kitchens were fitted in properties

rural communities. The government’s

at Invergordon and Milton and a further 90

approach diminishes the lives of

properties in Invergordon benefited from

individuals and their communities.

new bathrooms.

This year, we completed the restructuring

We saw a 25% increase in the amount

of our services to make help and advice

of repairs we carried out this year, a total

available to our tenants at point-of-need.

of 8,654. Despite this, we managed to

We now have a dedicated Customer

complete non-emergency repairs within

Services Department split into two area

six days on average.

teams, one based in our Invergordon
(North) office and one in Inverness
(South). We also brought together staff
dealing with our properties into one
new department, Asset Management
and Investment. Human Resources staff
played a pivotal role in supporting us
through these changes.

The dedication of our staff and guidance
of our hard working Board members
this year has kept the Society focused
on achieving our aims and objectives
despite increasing funding constraints.
I would like to thank everyone who has
helped us remain committed to our
values and assisted us in moving towards

We have built 100 new affordable rented

realising our vision of seeing everyone in

properties this year, together with 25

the Highlands being well housed within

new homes for the Low Cost Initiative

sustainable communities.

for First Time Buyers (LIFT) scheme.

Calum Macaulay, Chief Executive
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how are we doing?

Lerwick Crescent
Inverness

• We manage 2,750 properties for rent and low cost home ownership across the Highlands
• We’ve been rated one of Scotland’s top housing associations when benchmarked on tenant satisfaction
• We are accredited as a Type 1 provider in 13 separate areas of housing law under National Information and Advice Standards
• We are proud to hold Tenant Participation Advisory Service (TPAS) Landlord accreditation
• We use Highland Interpretation and Translation Services to improve access for customers whose first language is not English
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customer services
preparing for
welfare reform
This year, we’ve been actively preparing
for some of the biggest changes to
affect welfare provision in a generation.
The implications of social sector underoccupation penalties and direct payments
are major and have prompted us to
campaign on the issues through local and

adaptations
We carried out 151 new adaptations to our properties and repairs to a further
25 existing adaptations this year. Requests for adaptations increased, despite
grant monies to fund adaptations reducing by more than 18% to under £85,000. To
compensate, Albyn spent just under £28,000 of our own budget on repairs and small
works. This situation has led us to actively support the Scottish Federation of Housing
Associations as a practitioner representative on a national working group reviewing the
delivery of adaptations across all housing sectors in Scotland. The final report from this
group was presented to Scottish Ministers at the end of 2012.

national media and by lobbying our MPs
and MSPs.
Albyn is a partner in the Highland Housing
Register (HHR). Changes to the HHR
allocations policy mean that additional
priority is now awarded for tenants
affected by under-occupation penalties.

anti-social behaviour
Working closely with other local agencies, we continue to tackle anti-social
behaviour. The majority of anti-social behaviour cases are resolved by Albyn
officers with verbal and written warnings issued where necessary. Through proactive
management and co-operation with residents in our communities, cases of anti-social
behaviour reduced by almost one third in 2012/13 compared to 2011/12.

Together with other partner agencies
involved in the Highland Housing Register,
we’ve relaxed our rules on allowing
tenants with debts to transfer.
Arrangements for assessing priority for
accessible housing and poor housing
conditions have been streamlined.
Following a review, our joint Downsizing
Incentive Scheme has been targeted to
better meet housing needs. This means
that high-demand properties become
more quickly available to applicants on
our housing list.

Number of anti-social cases

2012 -13

2011 -12

Category 1 Most serious and involves criminal activity

22

16

Category 2 Deliberate attempt to cause disturbance or
annoyance

89

146

111

162

Total
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Brudes Hill
Inverness
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living in your community
Albyn is committed to working with communities across the Highlands to improve
social, economic and environmental opportunities. We work with a wide range of
organisations from community groups to social enterprises and the public sector.
We do this by offering advice, providing in-kind support and developing funding bids for
projects that meet our aims and objectives. Projects supported this year included:
• Promotion of the Keep Well project in Easter Ross encouraging residents to opt for
proactive health checks and advice
• Provision of sports equipment for junior football players at South Lodge, Invergordon
• Help with the start-up of a community radio station in Alness
• Fitting a free kitchen as part of a health initiative at South Lodge Primary School,
Invergordon, in partnership with our contractors, Robertsons and Korries, and painter
Billy Kelman.
• Running a competition in local primary schools on the theme ‘living in your
community’ which attracted 230 high quality entries from nine primary schools.
The artworks submitted helped us produce one of our best tenants’ calendars ever!

reactive repairs
Reactive repairs are now handled by Customer Services. Total repairs carried out
over the year increased by 25% to 8,654 although the number of emergency repairs
remained fairly constant, so most of the increase was for routine works.
Reactive Repairs Performance 2012/13
Category

Performance Measure

Target

2013

2012

Emergency

8 hours

97%

95.64%

93.22%

Urgent

2 days

97%

92.13%

92.25%

Routine

10 days

97%

95.26%

95.34%

Void

21 days

97%

96.14%

95.48%

Gas Servicing

Within 12 Mths of previous
inspection

100%

99.26%

99.34%

Within 13 Mths of previous
inspection

0%

0.74%

1.66%

100%

100%

Despite an increase in volume, average
repairs costs have been reduced
as a direct result of investment in
improvement programmes. Average time
taken to complete non-emergency work is
six days per repair.
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re-letting

rent arrears

We continue to work hard to reduce the period of time taken to re-let or let new

Rent arrears have seen a slight

properties. The average time taken to re-let a property is now 29 days, an improvement

deterioration in performance this year.

on 49 days in 2012.

Previously, we made steady gains in this
area and regard our end of year position as

One in five of our lets in 2012/13 went to an existing tenant on the Highland Housing

a short term issue. Our new departmental

Register. We saw over 40 mutual exchanges throughout the year, one of the highest

structure should improve our ability to

exchange figures in our history.
Homes available to let in the year

respond to the challenges of welfare reform
2012 - 13

2011 - 12

and the accumulation of rent arrears. The

Re-lets

220

256

arrears rose to 3.83% (2012 – 3.79%) of

New Build

100

104

Total

330

360

gross rent income for those tenants not in

Managed property numbers

2013

2012

Tenanted property

2,715

2,611

Managed on behalf of others

26

26

Shared ownership properties

175

175

Total

2,916

2,812

Actions taken

2013

2012

Number of new tenancies created

320

469

Tenancies ending within 12 months

31

112

Abandoned tenancies

8

4

Evictions

4

6

The number of tenancies created in 2012 and still in place at year end remained
very high, increasing to 93% (2012 – 91%). Only 11 tenancies ended in less than a
year due to ‘negative’ reasons such as eviction or abandonment. Three tenants were
evicted and eight properties abandoned during 2012/13.
Tenants visited by a member of staff within ten weeks of a tenancy starting
increased to 77% this year. These visits allow staff and new tenants the opportunity to
intervene at an early stage should a tenancy become difficult to sustain.

receipt of full Housing Benefit payments.
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staffing

talking points

Following a review of our departmental

Good communication with our customers remains central to the development and

structures this year, all staff responsible

delivery of our services. This year, we held regular meetings with registered residents

for tenancy matters including rent

groups and arranged special focus sessions for tenants who don’t normally participate

payments, allocations, neighbourhood

in organised meetings. In addition to our regular resident satisfaction surveys, we

disputes, transfers and exchanges, repairs

circulated a number of policy consultation questionnaires.

and estate management are now grouped
together in a single Customer Services
department comprising two area teams
– Invergordon and north of Inverness
(based at our Invergordon office) and

We issued a new Tenants’ Handbook this year and updated our website with lots of
new information and guidance for tenants. Because many of our tenants contact us by
phone, we are also looking at how we can improve telephone advice and information
services and answer as many queries as possible at first point of contact.

Inverness and south of Inverness (based
at our Inverness office).
A partnership arrangement for joint
service delivery with Cairn Housing
Association for our Caithness housing
stock came to an end this year. A
new officer post with a dedicated
responsibility for Caithness will be

tenancy sustainment team
2012/13 saw a small decrease in the number of cases being handled by our tenancy
sustainment team. Referrals are highest in the area of benefits advice and assisting
tenants with rent arrears payment plans. More tenants are also recorded seeking help
in the area of exploring alternative housing options. We expect to see an increase in
these types of referrals over the next year as welfare reforms continue to roll out.

established in 2013/14 to maintain high

Tenancy Sustainment Team caseload

standards of service.

Start of year

2013

2012

115

102

New cases

335

431

Closed cases

362

418

88

115

End of year
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Shona and Oliver Jones
Invercarron, Alness
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case study
the difficulties of downsizing
When John’s marriage broke
down and he lost his job
after many years of secure
employment, he found himself
living alone in a two bedroom
ground floor flat on a reduced
income. Struggling to manage
household costs, John began
to accrue a small level of rent
arrears. With the introduction
of the bedroom tax, his arrears
quickly became worse.
John applied to Albyn for
transfer to a smaller home.
Aware of how difficult it was
going to be to find a one
bedroom property in his local
area, he began to look around
for an exchange.

Donald was a Highland Council
tenant living in a one bedroom
first floor flat nearby. Registered
disabled, Donald welcomed
the opportunity to move to
a ground floor property. Like
John, he was a single occupant,
but unaffected by the bedroom
tax criteria because of being
over working age.
Under previous rules, Albyn
could refuse an exchange where
there are rent arrears. But in
John’s case, a genuine attempt
had been made to deal quickly
with the arrears. Moreover,
the arrears were likely to
increase in the future due to
the bedroom tax. The exchange
was granted and within a
month, all the paperwork
concluded. Both men have now
signed for their tenancies and
moved into their new homes

‘I needed to find
a smaller home
quickly, but there
was nothing
available in my
area.’
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finance and corporate services
ICT infrastructure update
A full review of our ICT infrastructure this year recommended upgrading our IT hardware
and improving connectivity between Albyn’s two main offices. We also implemented an
emergency plan which would allow our Inverness office to act as Albyn’s main office
and provide continuity if our premises at Invergordon could not be operated due to
unforeseen extreme circumstances such as a natural or industrial disaster.

insurance tender
Due to insurance market conditions and our claims history in recent years, the costs
of Albyn’s insurance have increased by more than 30%. We undertook a tender
for insurance services under EU procurement rules to identify the best and most
cost-effective solution for our current needs. A new insurance broker has now been
appointed for a three year period commencing 1 October 2012.

operating surplus
Albyn made a surplus of £843,000 (2012 - £482,000) during 2012/13.

staffing
The reorganisation of staffing and departmental structures saw the functions of the
previous departments realigned to better support the Albyn group.
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Portree Terrace
Inverness

what do our tenants say about us?
• 97% are satisfied with the overall allocations process
• 94% of residents are satisfied with our overall landlord services
• 90% of our tenants are happy with their home and their neighbourhood
• 98% of new tenants are satisfied with their home when they accept the keys
• 97% of tenants moving into newly built properties are satisfied with their homes
• 95% of routine repair work this year was completed within target timescales
• 96% of tenants told us they were happy with our overall repairs service
[Based on responses to our 2012 Tenant Satisfaction Survey]
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Larch Bridge Way
Dingwall
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income and expenditure account
for the year ended 31 march 2013

2013
£000's

2012
£000's

Turnover

15,863

14,040

(13,487)

(12,155)

Operating Surplus

2,376

1,885

Sale of fixed assets

42

(529)

Interest receivable

17

5

(1,592)

(879)

843

482

-

-

843

482

Operating Costs

Interest payable and other charges
Surplus on ordinary activities before tax
Taxation on surplus on ordinary activities
Surplus for the year
The results relate to continuing activities.

pie charts
income 2013

expenditure 2013

1%
3% 4%
8%
16%
40%

20%

17%

92%

Social Rent

Housing Management

Shared Ownership

Repairs

Development

Depreciation

Other

Finance Costs
Development Costs
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balance sheet
as at 31 march 2013

2013
£000's

£000's

2012
£000's

£000's

Tangible fixed assets
Housing properties - gross cost less depreciation
less Housing Association Grant
less Other Grants

206,314

198,643

(136,283)

(133,993)

(9,216)

(10,140)

60,815

54,510

Investments
Homestake Loan

3,307

3,552

Homestake Grant

(3,307)

(3,552)
0

0

2,191

2,128

63,006

56,638

Other fixed assets

Current assets
Stock - LIFT Properties in Development

1,981

3,754

Debtors

3,376

4,230

Bank and Cash in hand

1,549

3,360

6,906

11,344

(5,748)

(6,045)

Current liabilities
Creditors due within one year

1,158

5,299

64,164

61,937

(52,149)

(50,765)

12,015

11,172

1

1

12,014

11,171

12,015

11,172

Net current assets
Total assets less current liabilities
Creditors:
amounts falling due after more than one year
Net assets
Capital and reserves
Share capital
Revenue reserves

These financial statements were approved and authorised for issue by the Board on 25 June 2013
Isabell McLaughlan - Chair, Gavin Sinclair - 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), part 6 of the Housing (Scotland) Act 2010 and the
determination of Accounting Requirements – April 2012, which have been made in the full financial statements.
The full financial statements, including an unqualified auditors’ report by Baker Tilly UK Audit LLP, are filed with the Financial Conduct
Authority and are available from Albyn’s offices in Invergordon and Inverness, or alternatively online at www.albynhousing.org.uk
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Lita and Aleksia Kovina
Kessock Court, Inverness
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asset management and investment
albyn enterprises limited (AEL)
Albyn Enterprises Limited (AEL) is our wholly owned subsidiary. In addition to the
properties sold on behalf of Albyn, AEL also sold 21 (2012 – 16) for Cairn Housing
Association.
This year, AEL continued to operate the Open Market Shared Equity (OMSE)
programme in the Highlands and Western Isles on behalf of Scottish Ministers. In
2012/13, a total of 75 (2011/12 – 54) OMSE passports were issued to prospective
purchasers resulting in the purchase of 41 properties across the programme. These
purchases were assisted using Scottish Government funds of £1,890,363 (2011/12
- £1,597,372) from an allocated annual sum for the Highlands and Western Isles of
£2,500,000.
AEL also undertook work during 2012/13 to review the impact of the Factoring Act on
the Albyn Group and how we deliver our factoring and service charge activities. This
work will enable Albyn to refocus this activity so that a better service is delivered and a
sustainable business is achieved.

affordable housing supply programme
Albyn’s affordable housing programme supported the Highland building sector with
construction activity worth almost £10.1m in 2012/13, of which £7.5m (2011/12 £15.6m) was specifically allocated towards new build projects and other
development activity.
During 2012/13, the Scottish Government’s reform of the Affordable Housing Supply
Programme led to significantly reduced subsidies for development. Activity in relation
to new builds remains high. There has been a shift in providing new homes for Albyn
to manage to providing agency services to others, and in particular, to The Highland
Council. We are now working towards meeting the objectives of the Council’s Local
Housing Strategy alongside our own programme delivery milestones.

low cost initiatives for first time buyers
(LIFT) programme
Albyn remains one of the leading providers of the Scottish Government’s low cost
ownership shared equity initiative. Aimed at first time buyers, individuals facing changes
in their financial circumstances, existing local authority or housing association tenants
and former members of the armed services, the scheme allows the purchaser to acquire
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the title to the property and an equity share normally between 60% and 80%.
The remaining equity share is funded by a grant from the Scottish Government.
A total of 35 (2011/12 – 57) LIFT shared equity sales were completed for Albyn this
year using the services of Albyn Enterprises Ltd for marketing and sales administration.
The new-build programme provided an additional 25 shared equity homes across four
developments in Conon Bridge, Inverness and Alness together with 15 individual buy back/
resale properties.

major improvements contracts
During 2012/13 a number of major improvements were made to tenants’ homes to
achieve compliance with Scottish Housing Quality Standards (SHQS). Energy efficiency
improvements were the main focus this year, but we were able to balance this with the
provision of new bathrooms and kitchens for a large number of our properties.
Replacement Type
Energy Efficiency Measures

Value
£1,339,000

Kitchen Replacements

£723,000

Bathroom Replacements

£229,000

Individual Property Upgrades and Other Costs

£134,000

Total

£2,425,000

New central heating systems with ‘A’ rated energy efficient gas boilers were fitted in
113 properties in Merkinch and Nairn. The project represented a major step towards
our target of ensuring that all Albyn properties meet SHQS by 2015.
We started a contract providing external wall insulation and new energy efficient
electric heating systems to all of our housing stock in Milton and external wall
insulation to our older housing stock in Tain. This contract will be completed in the
current year.
A total of 294 new kitchens were installed in properties at Invergordon and Milton.
New bathrooms were fitted in a further 90 properties in Invergordon.
All of these improvement works amounted to a total investment in major repairs in
2012/13 to our housing stock of some £2.4m.
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new build activity

property surveys

We spent £7.5m (2011/12 - £15.6m) during the year on new build and other

Albyn has undertaken over 1400

development activity. £2.3m (2011/12 - £8.3m) of this was principally funded by grants

property surveys in recent years, the

received from the Scottish Government.

results of which are used as a basis for

Development Funding

2013

2012

specifying best quality components in
new build properties and ensuring these

Expenditure

7,570,000 15,683,000

Grant

2,335,000

8,398,000

Loan

2,000,000

7,960,000

the future. Our property surveys are also

Own resources

3,235,000

(675,000)

fed into our current programme of works

components are properly maintained into

to meet our obligations under Scottish
Housing Qualities Standards (SHQS).

100 new affordable rented properties were completed this year (2011/12 - 132)
together with 25 new LIFT properties (2011/12 - 31):
Developments completed 2012/13
Muirtown Street, Inverness

Rented

LIFT

Total

8

0

8

social enterprise
ventures

Bridge View, Conon Bridge

18

11

29

Larchbridge Way, Dingwall

12

0

12

Westercraigs, Inverness

32

10

42

Joss Street, Invergordon

14

0

14

be involved in a series of discussions

Millbrae, Lochcarron

4

0

4

with other agencies on potential social

Invercarron, Alness

4

4

8

enterprise ventures, primarily in Inverness.

Farlie View, Beauly

8

0

8

These discussions included business

100

25

125

Total

During 2012/13 Albyn continued to

planning for the creation of a social
enterprise hotel on the Inverness College

Notable achievements for 2012/13 included the completion of our first joint development

campus site in Inverness. More detailed

with The Highland Council. The development at Joss Street, Invergordon, provided a

planning will continue in 2013/14.

total of 24 high specification houses and flats including ten new homes with special
needs provision included. There was particular praise for the energy efficiency element
of the homes and the careful attention by the design team to the quality of the built form
both internally and externally. The building insulation performs 45% better than 2007
building regulations and approximately 35% better than building regulations current at
the time of approval.
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Portree Terrace
Inverness

staffing
Changes to departmental structures this year saw the merging of the
former Development Department with part of the previous Property
Maintenance Department to form the Asset Management and Investment
Department. Our new team is charged with the responsibility of building,
upgrading and maintaining Albyn’s property portfolio to achieve modern
standards. The team also has the responsibility for the databases needed to
manage the condition of the Albyn’s housing stock and deliver compliance
with the Scottish Housing Quality Standard (SHQS) by 2015.
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new build focus
joint working delivers for joss street residents
On 6 November 2012, Albyn
celebrated the opening of a
new housing development
on Joss Street, Invergordon.
Providing affordable homes
for up to 74 people, the
development is a direct result
of joint working between Albyn
and The Highland Council.
Our Chief Executive, Calum
Macaulay, explained:
‘Working together has allowed
us to fund an important new
site in Invergordon at a time
when demand for affordable
housing is at an all-time
high. The development will
particularly benefit transfer
applicants who have downsized
from current larger properties

and ground floor properties
have been offered to tenants
and applicants who are unable
to cope with stairs. We are
delighted we have completed
this development on time, to
budget and in an area which has
such a strong community spirit.’
In a contract worth almost £2
million, Albyn and the Highland
Council worked with O’Brien
Properties on the construction
of the new homes. Designed
to be as energy efficient as
possible, the new flats and
houses incorporate extra
insulation and passive solar
design. A community garden
and balconies offer great views
over the Cromarty Firth.

Vice Convener of the Highland
Council, Councillor Maxine
Smith for Cromarty Firth
Ward, said:
‘The Council is delighted that
it has been has been able to
develop this vacant site in
partnership with Albyn to
provide much needed quality
homes for affordable rent.
Completion of these ten
Council units assists in meeting
part of our commitment to
deliver an additional 600
Council houses by 2017. I
welcome all our new tenants
and wish them many happy
years in their new homes.’
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board & committees
albyn housing society board
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. The Board acknowledges its ultimate responsibility for ensuring that
Albyn has in place a system of controls appropriate to the various business environments in
which it operates. The Board reviewed the system of internal financial during the year ended
31 March 2013. No weaknesses were found in internal financial controls which could result
in material losses, contingencies, or uncertainties, which require disclosure in the financial
statements or in the auditors’ report on the financial statements.
The Board of Albyn during the year to 31 March 2013 was as follows:
Committees
Mrs I McLaughlan

Chair Person

Performance, Staffing

Mr G Sinclair

Vice-Chair Person

Staffing

Mr G Kelman

Secretary

Performance, Audit

Mrs M Cairney

Performance, Staffing

Miss C J Cameron

Audit, Staffing

Mr J A Convery

Audit, Performance

Mrs I M MacRae

Staffing, Health & Safety

Mr J W Oag

Audit, Performance

Mr D Russell
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case study
good housekeeping albyn tenant joins performance committee
Gail Linden (42) works
as a housekeeper at an
Inverness guesthouse. She
is also a member of Albyn’s
Performance Committee.
‘Being part of the Performance
Committee has helped me
understand what Albyn are all
about. I’ve got a much better
sense of what the organisation
is working towards and what
the limitations are.’
Shortly after moving to
Inverness from Ayrshire in
2004, Gail received a letter
from her new landlord asking
for her views on Albyn’s antisocial behaviour policy. For
Gail, this was an important
issue and one she wanted to
comment on.
‘I went along to a meeting and
soon I was attending regularly
– perhaps every six to eight
weeks. Later, I got involved in
the design of Albyn’s Tenants’
Handbook.’

Keen to make the new
handbook as user-friendly as
possible, Albyn had invited
feedback on the layout and
content. Gail suggested
printing the information in
short sections using plain
English in a large format
font. She also recommended
staff personally deliver the
handbook to residents where
this was practical.
‘I was coming at things from
a tenant’s point of view,
thinking about what people
needed to know and how that
information could best be
presented. I knew from my
own experience that having
material arranged by topic –
anti-social behaviour, or pets,
for example – was helpful. I
was pretty sure other tenants
would want the same thing I
did.’
Gail also encouraged Albyn to
send text messages to tenants
with a mobile phone instead
of sending letters or making
landline calls.

‘It’s cheaper, for one thing, and
it’s a good way of reminding
someone when their rent is due
or if they have an appointment
with a housing officer coming
up. Some people don’t bother
opening business mail. They
respond better to a text
message.’
Gail enjoys contributing to the
Performance Committee and
has found the experience both
rewarding and reassuring. But
when she attended her first
Tenant Participation Advisory
Service (TPAS) conference as
an Albyn tenant, she worried
about feeling out of place.
‘Early on in the conference,
somebody asked me what my
role was. Feeling a bit nervous,
I said, ‘I’m just a tenant.’ Right
away the woman answered,
‘But that’s why we’re here!’
Then I realised I did have an
important role to play. A tenant
is the ideal person to help
shape future services.’
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