Albyn Housing Society Ltd is registered with the Financial Conduct Authority as a Friendly
Society, The Office of the Scottish Charities Regulator (OSCR) as a Scottish Charity and the
Scottish Housing Regulator as a Registered Social Landlord.
Register of Social Landlords Number 64
Register of Friendly Societies Number 1776 R (S)
Scottish Charity Number SC027123

Our development in Lochcarron

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

Everyone in the Highlands well housed within sustainable communities.

To build, manage and maintain quality housing in the Highlands, and to support
communities to thrive.







To achieve successful tenancies through quality customer/landlord relationships
To build and maintain a sustainable, quality housing stock
To support neighbourhoods and communities to thrive
To provide access to housing and support in the Highlands
To deliver good value for money in rents and other charges

We also have a wholly owned subsidiary, Albyn Enterprises Limited, which
undertakes activities of a non-charitable nature to help us to meet our group objectives.

Our development at Clachnaharry, Inverness
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Sometimes what looks like boring stuff is the really important stuff to
do, and getting it right makes a big difference both now and for the
future.
I know that our regulators consider good governance to be anything
but boring, and the changes we achieved in Board membership in 2013/14 demonstrate
that we know its importance. After many, many years of combined service we said
‘Farewell’ to four esteemed Board members; Ella MacRae, Maureen Cairney, Christina
Cameron and George Kelman. Their places were filled by Thomas Solle, Pauline
Dingwall, Karen Williams and Erin Grant. Each brought a new set of experience and
expertise to our Board and they have made numerous, valuable contributions already.
This has included facing-up to the challenges we encounter, including what many might
consider the dull matter of pensions.
In common with many other housing associations, we are faced with a pension scheme
running a past service deficit. Unlike a number of others, we decided to deal with two
key issues during 2013/14. We switched to a new pension scheme for our staff, which
will manage any future risks of deficits building-up. Also, we decided to make provision
for that past service deficit, which removed over £3 million from our reserves. Whilst
this doesn’t look good on our 2013/14 results, it shows we are acting now to prevent
future pension related risks to Albyn and its current and future customers.
The UK Government’s welfare benefit reforms mean that many of our customers are
experiencing real difficulties in their household budgets. Whilst the Highlands have
received relatively generous Discretionary Housing Payments, wider changes, such as
the introduction of Universal Credit, are having an impact on many tenants. Our staff
led a Highland-wide consortium of landlords and benefit advisors to bring in £210,000 of
Scottish Legal Aid Board funding to provide money advice and housing options
services. Similarly, we are heading-up a bid to bring in additional funding for broader
welfare advice services in the face of even bigger changes to come.
We, as a Board, have a responsibility to help manage risk across Albyn’s activities. We
have undertaken a review of our risk strategy during the year and been trained in its
application. This has put us in a better position to guide our staff on our attitude to risk
and for them to effectively manage the incidence and impact of business risks. One of
our risks is our capacity for growth. During the past few years we have adopted a
positive but cautious growth strategy.
With the cuts in Government funding that we have experienced over recent years we
have had to drastically reduce our development activities. We know that people in the
Highlands desperately need more housing and we are working closely with our
partners, such as The Highland Council, to try and find ways to address this problem.
Douglas Russell, Chair
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You, like me, will have heard the phrase “doing more with less”
a lot during the past several years, and Albyn has been trying
hard to deliver this. Over the past couple of years we have
been restructuring to place greater emphasis on customer
service and to improve performance without increasing costs.
This means that many of our tenants, and other customers, are
now dealing with one recognisable point of contact in Albyn. Also, this will become the
case for all customers during 2014/15. Our Customer Services teams, in Invergordon
and Inverness, are contactable on 0300 phone numbers. Adopting this approach
reduces the cost of getting in touch for our tenants. We know from research over a
number of years that phone contact is by far and away the preferred means, amongst
our tenants, of staying in touch.
Details of our key performance indicators can be found elsewhere in this report.
However, I wish to acknowledge the excellent progress that our staff have made in
important aspects of our business. Of particular note is the historical low level of void
losses (Income Lost due to Empty Properties). This helps Albyn in collecting as much
of its revenue as it can. Similarly, our management of rent arrears (Current Rent Arrears
– excluding Housing Benefit) has performed well. The end of year results are higher
than at the same point in 2012/13. Nevertheless, our staff have worked hard to keep
tenants out of debt, despite the imposition of the Spare Room Subsidy / Bedroom Tax
and other benefit reforms. This work was supported by our leading of a Highland-wide
consortium to deliver additional welfare advice financed by the Scottish Legal Aid
Board. Our Board’s commitment to growth is evident in that we continue to deliver new
build homes for our communities, and plan to do so for the foreseeable future.
Similarly, we are very much committed to our existing customers and have made
considerable investments in our housing stock, and will carry on doing so.
During 2012/13 and 2013/14 our direct employment costs have reduced by over
£200,000 each year through restructuring. We will continue to look for ways in which
Albyn can improve its service delivery and structures to improve performance and
financial results. In common with many other employers, we have been finding our way
to a solution on Past Service Deficit in our pension scheme. Our Board showed their
leadership on this issue, and have implemented changes, ahead of many other RSLs,
that cap known liabilities and will manage the risks of new, future liabilities arising. This
has had an adverse impact on the 2013/14 results, but will place Albyn in a healthier
position in years to come.
We conducted a staff satisfaction survey in 2013/14 and the results were encouraging.
Although staff have been subjected to many changes and challenges, they express high
levels of satisfaction in feeling: connected in their daily work to Albyn’s strategy; that
service quality is valued; that there is trust amongst colleagues; that they are able to
resolve customer complaints; and that they have a sense of pride in working for Albyn.
All of which offers promise for our continued success.
Calum Macaulay, Chief Executive
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We managed 2,971 properties for rent and low cost home ownership across the
Highlands



We were rated one of Scotland’s top housing associations when benchmarked on
tenant satisfaction



95% of our tenants reponding to new tenancy surveys told us they were satisfied
with the condition of their home when they moved in



We carried out over 5,670 repairs during the year and 95% of tenants who
returned satisfaction slips were satisfied with the overall quality of our repairs
service



We remain accredited as a Type 1 provider in 13 separate areas of housing law
under National Information and Advice Standards



93% of our staff find their job satisfying

TENANT PARTICIPATION
Throughout the year, we stayed in touch with customers through a range of formal and
informal consultation processes, including: meetings with registered resident groups;
focus groups with other tenants not normally part of organised groups; discussions with
staff teams; policy consultation questionnaires and regular resident satisfaction surveys.
We completed a review of our Customer Involvement Strategy with the purpose of
providing a framework for formal and informal input. A steering group consisting of front
line staff, tenants and a Board representative will take forward an action plan aimed at
delivering the strategy over the next three years.
Tenants participated directly in monitoring our performance through designated places
on our Performance Committee. A programme of training and support is being devised
to enable more tenants to engage in formal decision-making and performance
monitoring processes.

ALLOCATIONS
We continued to reduce the period of time taken to let empty properties, maximising our
effectiveness in housing people in need and reducing our costs.
Empty properties in the year
Re-lets
New Build
Total

2014
263
61
324
Page 4

2013
220
100
320

The average time taken to re-let a property, including properties in more difficult to let
areas, was reduced to 22 days this year. Loss of rent due to empty properties came in
below 0.5% of collectable rent.

Income Lost due to Empty Properties
1.20%
1.00%
0.80%

Current Year

% 0.60%

Target

0.40%

2012/13

0.20%
0.00%
Quarter 1

Quarter 2

Quarter 3

Quarter 4

Together with three Registered Social Landlord partners, we continued to develop joint
approaches to managing lower demand for properties in Caithness. This, combined
with the appointment of a housing services officer for the area, resulted in significant
reductions in void losses in a difficult to let area.

ANTI-SOCIAL BEHAVIOUR
Throughout the year, we worked in partnership with other local agencies to tackle
anti-social behaviour and manage our estates.
Number of Anti-social Cases
Category 1
Most serious and involves criminal activity
Category 2
Deliberate attempt to cause disturbance or
annoyance
Total

2014
23
117

2013
22
89

140

111

Reported cases of nuisance and anti-social behaviour remained fairly constant and a
low percentage of all tenancies. However, such cases often required a considerable
amount of staff time to find resolution.

COMMUNITY ENGAGEMENT
We worked with communities across Highland to improve the social, economic and
environmental opportunities of local residents. We did this by offering advice, giving
in-kind support, working in partnership and by developing funding bids and projects that
met our aims.
We acted as lead partner in a successful bid for over £200,000 through the Scottish
Legal Aid Board’s Making Advice Work programme. This allowed us to develop a
Highland-wide project with 11 voluntary sector partners offering money and housing
options advice for tenants affected by under-occupation penalties. We are working as
lead partner for all Highland-based housing associations to develop a joint bid for Big
Lottery funding to cover welfare advice posts and have reached Stage 2 of the bidding
process.
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WELFARE REFORM
The ‘Bedroom Tax’ and other proposed changes to welfare provision across the UK are
impacting negatively on individuals, families and communities across the Highlands. A
considerable number of our most vulnerable tenants may struggle to bridge the gap
between the housing benefit they receive and rent due.
As 95% of Albyn’s running costs are met through rental income, and the Society has a
duty to protect its income and to ensure it remains financially viable, welfare reforms are
likely to have a major impact. We are continuing to operate our debt recovery policy as
previously, taking each case on its own merits and seeking eviction only as a last resort.

Invergordon’s South Lodge Primary School has a new nurture room – ‘The Nook’ –
thanks to donations of materials, labour, equipment and services from us and five local
businesses.
The businesses responded to a call from us for help in setting up a space for local
children in need of extra support. The Nook has been designed to look and feel like a
home with a kitchen and living room spaces.
We sourced equipment through our Community Fund and network of trade contacts
and, thanks to the hard work and support of Robertson construction group, Korrie
Plumbing & Mechanical Ltd, JTC Furnishing Group, Sharon Leon Carpets and painter
and decorator Billy Kelman, The Nook is complete and ready to welcome its first group
of youngsters.
Calum Macaulay, our Chief Executive, said: “We set up the Community Fund to provide
small grants to local clubs, projects and facilities. The nurture room is a truly innovative
project which will see school staff working with young people to build up their
confidence and life skills in a comforting and homely environment.’
Calum Macaulay and The Nook supporters
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REACTIVE REPAIRS
Category
Emergency
Non-emergency
Right First Time

Performance Measure
Average time to complete
Average time to complete

Gas Servicing

Within 12 months of
previous inspection
Within 13 months of
previous inspection

TOTAL

Target
8 hours
10 days

2014
3.28 hours
6.09 days
94.12%

2013
n/a
n/a
n/a

100%

98.15%

99.26%

0%

1.85%

0.74%

100%

100%

We have continued to work closely with mostly local contractors across our area to
respond to repairs quickly and to complete them right first time wherever possible.
Our average time to complete routine repairs is 6 days. 96% are completed within
target timescales. 94% of the tenants who responded to our survey told us that they
were satisfied with our overall repairs service.

NEW TENANCIES
The number of tenancies created in the previous financial year still successfully in place
in 2013/14 remained very high at 92.% (2012/13 – 93%).

RENT ARREARS
Rent arrears performance has seen a slow but steady improvement despite a difficult
economic climate. In the early part of 2013/14, our levels of rent debt increased due to
the effects of welfare reforms. Over 320 tenants were immediately affected when the
“bedroom tax” rules came into effect in April.
There were some improvements in arrears performance during the latter half of the year
when some tenants benefited from increased availability of Discretionary Housing
Payments and from our application of a new arrears management plan within the team.
During the third and fourth quarters, the number of tenants with rent arrears reduced by
over 500 cases and the value of debts has reduced by over £50,000.
We increased our recovery of former tenancy debts by 25% compared to 2012/13
through targeted use of team resources.
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Current Rent Arrears - excluding Housing Benefit
6.00%
5.00%
4.00%

Current Year
Target

% 3.00%

Peer Group

2.00%

2012/13

1.00%
0.00%
Quarter 1

Quarter 2

Quarter 3

Quarter 4

COMPLAINTS
We received a total of 94 complaints during 2013/14, of which 71 were dealt with as
Stage 1 complaints, meaning that they needed to be addressed within 5 working days.
The remainder were dealt with as Stage 2 complaints.
Of the 71 Stage 1 complaints, 23 were upheld. Of the 23 Stage 2 complaints, 13 were
upheld.
We use the complaints we receive to identify service improvements. For example, we
now have in place a dedicated Factoring Services team who are able to help with issues
raised around service charges and factoring. We have sourced contractors who are
able to deal with some of our more specialised heating equipment, to ensure that any
problems are rectified as soon as possible. We are following up more rigorously on
works orders issued to confirm that contractors are carrying out the work as required.
We are continually improving our communication, both verbally and in writing, to keep
tenants informed of progress with work or issues that they have raised.

TENANCY SUSTAINMENT
Our Tenancy Sustainment team continued to support the work of colleagues across the
organisation. The majority of referrals were for assistance with benefit claims and for
help with housing debt and household budgeting advice. Assistance was also given to
carry out essential safety checks, negotiate improvement contracts and energy advice
was provided.
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A new Albyn tenant, with a history of low-level mental health issues, was housed in a
small community on the west coast. When our Tenancy Sustainment Assistant, Ian
Savage, arrived to visit the tenant and see how he was settling into his new home, he
found Thomas looking dishevelled and still to unpack his belongings.
Ian discovered that the tenant had tried to contact The Highland Council’s benefits team
on several occasions to set up his new housing benefit claim, but had run out of credit
on his pay-as-you-go mobile. Thomas was rapidly running out of time before his claim
was suspended.
Thomas accepted Ian’s offer of help to search for the documents required to complete
his claim and for Ian to write to the Benefits team on his behalf.
Thomas is now well settled and enjoying the peaceful surroundings of his west coast
home and recently left a message of thanks on our answering machine: “Thank you
once again for the way you wrote to Highland Council on my behalf, I know it helped
things along. The housing benefit is now green lights and going along as it should.
Thanks for calling round, I know it made a difference.”

OPERATING SURPLUS
Albyn made a deficit of £2,060,000 in 2013/14 compared to a surplus of £785,000 in
2012/13. The deficit was due to increases in provision for the past service deficit on the
pension scheme of which Albyn was a member until 31 March 2014. From that date we
moved to a defined contribution scheme which will have predictable costs, now and for
the future.
Albyn continues to be in a strong financial position, operating a substantial major repairs
investment programme to maintain the quality of our properties and to comply with
Scottish Housing Quality Standards.
We estimate that we will have expenditure of £2.3m in the coming financial year. Cash
surpluses will continue to be made, subject to our planned major repairs programme
and effective management of our operational costs.
ICT INFRASTRUCTURE
Albyn’s Finance and Corporate Team, which includes IT and Human Resources,
completed a review of the Society’s ICT Infrastructure in 2013/14 with recommendations
to upgrade IT hardware and improve connectivity between our two main offices in
Inverness and Invergordon. IT resources in the Inverness office were increased to allow
it to act as the main officeas part of our disaster recovery plans.
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OPERATING SURPLUS
Albyn made a surplus of £1.072m during the 2013/14 year (2012/13 – £0.843m) before
recognising the costs associated with the deficit on the pension scheme for the past
service. These costs amounted to £3.132m (2012/13 – £0.058m).
INCOME AND EXPENDITURE ACCOUNT

Income - 2014
3%

4% 1%

Social Rent
Shared Ownership
Development
92%

Other

Expenditure - 2014

10%
37%

15%

Housing Management

Repairs
Depreciation

18%

Finance Costs

20%

Development Costs

The pie charts above are taken from the financial statements and do not 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.
The full financial 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 online at www.albynhousing.org.uk
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In 2012/13 Albyn implemented an operational review to improve customer service,
organisational performance and staff satisfaction. We reorganised our staffing structure
to create a Customer Services Team, Asset Management & Investment Team and a
Finance & Corporate Services Team. We are continuing to bed-in new operational
processes, job processes, performance reporting and training tailored to individual
requirements.

NEW BUILD ACTIVITY
We completed 61 affordable rented properties this year (100 in 2012/13) and 13 LIFT
properties (25 in 2012/13).
Developments completed in year
Inverness, Kessock Court North
Kiltarlity, the Glebe
Clachnaharry
Dingwall, St Andrews Road
Inverness, North Kessock
Inverness, Leachkin, Brudes Hill
Total

Rented
8
4
11
16
12
10
61

LIFT
0
2
5
0
4
2
13

Total
8
6
16
16
16
12
74

Our development at MacBeth Court, Dingwall

We also bought back two shared ownership properties – one with financial assistance
from The Highland Council to make it available for social rent.

Page 11

Development Funding

2014
£000s
2,425
1,553
0
872

Expenditure
Grant
Loan
Own resources

2013
£000s
7,570
2,335
2,000
3,235

SUSTAINABILITY STRATEGY
Our Sustainability Strategy was revised in May 2011, with a focus on sustaining Albyn
as a business while improving the quality of life for residents in our communities. This
Strategy is supported by an Asset Management Plan which identifies initiatives for
sustaining and improving the performance of our property assets. A revised
Sustainability and Asset Management Strategy will be prepared during 2014 -15.

MAJOR IMPROVEMENTS CONTRACTS
During the year we incurred expenditure on our major improvements contracts as
follows:
Replacement Type
Energy Efficiency Measures
Kitchen Replacements
Bathroom Replacements
Individual Property Upgrades and Other Costs
Total

2014
£000s
1,188
314
35
93
1,630

A satisfied Aviemore tenant with his new kitchen
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2013
£000s
1,339
723
229
134
2,425

PROPERTY SURVEYS
The launch of the Energy Efficiency Standard for Social Housing (EESSH) in March 2014
has given us a revised standard to work towards in 2020. We are looking to achieve
EESSH in our current programme of upgrades and during the year we commissioned
sample surveys on 1,125 properties. The results will give us a robust tool to plan and
maintain our properties in the next 10 years and beyond.

STAFFING
Due to the continuing decline in our development programme similar to other RSLs, we
reviewed staffing within our Asset Management & Investment team and took the decision
to make the Director of that department redundant. This decision was implemented in
March 2014.
Additional staff were recruited to take on the management of the Factoring and Service
Charge activity which will enable the Albyn Group to improve service delivery and
business sustainability.

Albyn Enterprises Limited (AEL) is our wholly owned subsidiary. AEL sold new supply
shared equity properties on behalf of ourselves, Cairn Housing Association and The
Highland Council.
Albyn Enterprises Limited: Properties Sold
Albyn Housing Society
Cairn Housing Association
The Higland Council
Total

2014
17
7
6
30

2013
39
21
0
60

AEL also acts as agent for the Scottish Government under the Developer New Supply
Shared Equity, Open Market Shared Equity (OMSE) and Help to Buy initiatives which
offer grants to assist individuals in buying properties on the open market. AEL helped
137 households (43 in 2012/13) to purchase new homes by delivering grants to the
value of £5,288,000 (£1,758,000 in 2012/13).
This year, AEL secured contracts from the Scottish Government for the delivery of the
OMSE programme for Highland and Shetland until 2015 and the Help to Buy initative for
Highland and Shetland until 2015.

We continued to be involved in a series of discussions with other agencies on potential
social enterprise ventures, primarily in Inverness. These discussions included detailed
planning for the creation of a social enterprise hotel on the Inverness Campus site in
Inverness.
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The Board of Albyn during the year to 31 March 2014 was as follows:

Mrs I McLaughlan

Chair until 13 August 2013

Committees
Performance, Staffing

Mr D Russell

Chair from 13 August 2013

Performance, Staffing

Mr G Sinclair

Vice-Chair

Audit, Staffing

Mr B Summerfield

Secretary 13 August 2013 to
24 June 2014

Performance, Health & Safety

Mr J A Convery

Audit, Performance

Mrs P Dingwall

Appointed 13 August 2013

Health & Safety

Mrs E Grant

Appointed 13 August 2013

Staffing

Mr J W Oag

Audit, Performance

Mrs S Slimon

Performance, Staffing, Health &
Safety

Ms M Smith

Secretary from 24 June 2014

Staffing

Mr T Solle

Appointed 13 August 2013

Audit

Mrs K Williams

Appointed 13 August 2013

Staffing

Mrs M Cairney

Resigned 13 August 2013

Miss C J Cameron

Resigned 13 August 2013

Mrs I M MacRae

Resigned 13 August 2013

Mr G Kelman

Resigned 13 August 2013 (Secretary until that date)
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Our Board is responsible for leading the development of the Society’s aims, objectives,
strategy and planning. It also monitors effective implementation and oversees
performance.

Committees (from 10 September 2013)
Audit Committee
Staffing Committee

Performance Committee
Health & Safety Committee

The Directors of Albyn at 31 March 2014 were as follows:
Mr Calum Macaulay

Chief Executive

Mr Robin Nairn

Finance & Corporate Services Director and
Deputy Chief Executive

Ms Helen Barton

Customer Services Director

Mr Donald Lockhart

Asset and Investment Director

(Mr Donald Lockhart was Asset Mangement & Investment Director until 1 April 2014.)

Our development at Fairlie View, Beauly
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