











Managing our Estates

During the Resident Survey last autumn residents told
us that tackling the causes of anti-social behaviour
and addressing neighbourhood and estate problems,
particularly in Fintry, were key issues. This was also
reflected in the statistical analysis of complaints handled
over the last year (Figure 1.2). Abertay began a rolling
programme of Formal Estate Visits in March 2011, which
we will be continuing throughout the coming year.

Vital Statistics at the end of March 2011:

* We had a total of 1785 houses and flats, including
283 sheltered dwellings

* 6 houses were sold through Right To Buy during the
year

e Our Gross Rental Income for the year amounted to
over £6 million

e Qur Current Tenants rent arrears amounted to
2.07% of our total rental income which continues
the improvement seen last year. The control of rent
arrears continues to be given a very high priority

* We obtained 5 Decrees for Repossession but are
pleased to report we did not require to carry out any
evictions
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e \We maintained our rent loss due to dwellings being
empty at 0.7% of total rental income. This rent loss
includes the time houses are being repaired by our
Contractors. We continue to give the reduction'in
void loss a high priority and will be trying to do even
better during the present year

e On average it took 17 days to re-let empty houses —
that is the time in days between the previous tenant
leaving the house and the new tenant taking the
tenancy

e We re-let 152 houses and flats during the year and
we also let 29 new build properties

* We had 782 applicants for general needs housing on
our housing list,102 applicants for sheltered housing,
and 39 applications were deferred

e Wereceived and resolved 7 formal complaints over the
year about service received. 2 were about allocations,
1 about owner landscaping and costs and 4 were
about maintenance and improvement matters.

The chart (Figure 1.3) shows our current tenant rent
arrears compared to last year and to the average for
all Housing Associations and to organisations similar to
Abertay (Peer Group) in 2009/10.

The chart below (Figure 1.4) shows the number of days
we took to let an empty property compared to last year
and to the average for all Housing Associations and to
organisations similar to Abertay in 2009/10.

(Figure 1.3) Current Tenent Rent Arrears
as % of Gross Rental Income
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This chart shows our current tenant rent arrears compared to last year
and to the average for all Housing Associations and to organisations
similar to Abertay (Peer Group) in 2009/10.

(Figure 1.4) Average number of
days to re-let empty houses

W Abertay (2010 - 2011)
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B All Housing Associations (2009 - 2010)

This chart shows the number of days we took to let an empty property
compared to last year and to the average for all Housing Associations
and to organisations similar to Abertay in 2009/10.
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Finance Report

As expected, we have experienced another challenging
year due to the ongoing difficult economic conditions
and our largest planned maintenance programme to
date. We have continued to endeavour to make the best
use of our resources, whilst ensuring that we remain
financially stable.

Our audited accounts for the year show a surplus of
£379,000. Although our income levels remained largely
consistent with last year, our expenditure has increased
by approximately £1,130,000. This is largely due to our
continued commitment to maintaining and improving
our housing stock.

The Committee of Management, in consultation with
tenants, applied a rent increase of RPI plus 1% resulting
in a rent increase of 1.3% taking effect from 1 April
2010.

The Association owned 1,785 homes at the vyear
end, of which 283 units are used to provide sheltered
accommodation. During the year, at total of 6 properties
were sold under the Right to Buy entitlement, resultingin
surplus sales proceeds of £126,720. Following changes
made by the Scottish Government, we are no longer
required to repay the surplus proceeds received on Right
to Buy sales to the Scottish Government.

We undertook our largest programme of improvements
and planned maintenance to date during the year with
a total spend of £2,030,000. This included expenditure
of approximately £821,000 installing new kitchens,
£488,000 on new bathrooms, and £340,000 installing
new central heating systems in our tenants’ homes.
Much of this work was carried out to meet or exceed the
requirements of the Scottish Housing Quality Standard.
The Association expects to spend considerably more
over the next four years to bring all our homes up to or
above the Scottish Housing Quality Standard.

Development work during the year was also very
successful, with £1,100,000 being spent in 2010/11.
This year saw the completion of 48 new build homes in
the Charleston area of Dundee. These homes, which are
of a high quality, were completed on time, on budget
and are fully let.

Although 2010-11 has been a challenging year, our
Balance Sheet at the year end remains strong, with
net assets totalling £6,800,000. We enter 2011-12 in
a healthy financial position, confident that we have
built up sufficient resources to meet our needs and fund
future maintenance work.

Where every £1 of your rent went.

(Figure 1.5)

B Planned & Cyclical
Maintenance (38p)

B Operating Costs &
Depreciation (4p)

Bad Debts &
Debt Collection (1p)

B Other Property
Repairs (20p)

B Retained in
Reserves (6p)

M Interest on
Borrowings (11p)

H Payroll (20p)
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Summary of Annual Financial Statements

How We Performed 2011 2010
Where Abertay got it's money £0008 £000S
Tenants Rents and Service Charges 6,057 5,831
Sale of Property 173 EEE]
Owner Occupier Charges 175 182
Bank Interest Received 33 61
Other 173 265
6,611 6,672

How it was spent

Staff Costs 1,271 1,194
Repairs and Maintenance 3,790 2,763
Management & Administration 364 700
Cost of Property Sales 46 1
Interest Paid 761 768
6,232 5,426

What we had left over

Surplus for the period 379 1,246
2011 2010
Balance Sheet - What we own and what we owe £000s £000s

Our Assets (what we own) Capital items owned

Housing Properties 18,174 17,162
Equipment and Furnishings 415 427
18,589 17,589
Debts owed to Abertay 523 1,577
Cash and Bank Balances 2,962 3,127
Total Owned 22,074 22,293

Our Liabilities (what we owe)

All money owed, excluding loans 1,679 1,727
Pension Fund Deficit 1,211 2,098
Loans Outstanding 12,380 12,564
Total Owed 15,270 16,389
Net Assets 6,804 5,904

Represented by

Share Capital d 1

Reserve for Future Maintenance Costs 6,803 5,903

6,804 5,904
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vesting in our Tenants Homes

2010/11, Abertay invested almost £4 million in
perty services and improvements, continuing our
ategies of ensuring tenants’ homes are maintained to
meet, and where possible, exceed the current quality
standards. (see Figure 1.6)

Planned & Cyclical Maintenance

Kitchen Replacement programme - Abertay upgraded
around 200 kitchens in this year. This sees the Association
almost complete its kitchen replacement programme
with only a handful of schemes left to be upgraded
before 2015.

Bathroom Upgrades - We started our

programme of bathroom replacements,
with around 250 bathrooms being
completed in the year.

Tenants have benefited from a

modern bathroom suite, a choice of

6 easy to maintain wet wall finishes,
hidden pipework, a choice of floor
coverings, the choice of fitting a shower,
and having the room completely decorated.

Abertay plans to upgrade the bathrooms

in all older properties in the next T
few years. For flats, particularly pa 7y
tenement flats, we have also
looked at solutions to prevent
flooding to and from your
neighbours.

Facts & Figures

Energy Efficiency - We installed access to mains gas
to 200 homes, so that they can in the near future be
converted to energy efficient gas central heating. These
same properties are also benefiting from improved loft
insulation. These tenants currently use electric storage
heating to heat their homes.

Abertay expect to carry out a lot of work to improve
the energy efficiency of our homes, in order to meet our
energy efficiency targets by 2015.

Electrical Improvements - Common lighting was
improved in 15 tenant blocks with around 60 tenants
and 30 private owners being enlightened with brighter
more efficient close and exterior lighting, helping safety

and security in and around their homes.

Extractor fans were replaced in around 100 properties
also. These are important in keeping homes healthy and
free from moisture build up and mould growth.

Painting - Over 300 tenants had the exterior of their
homes or their common access closes painted this year.

Demolitions - The relocation of 48 families from
properties in the West Fintry area which wouldn't pass
the housing quality standards is coming to an end.
Almost all of the properties have now been demolished.
The site will be turned into grassed open space while we
look at options for the site.

(Figure 1.6)
Investing in our
Tenant's homes

8

B Planned & Cyclical £2,461,000 (63%)

M Servicing & Consultancy £484,000 (12 %)
B Reactive Repairs £841,000 (21%)

B Medical Adaptations £148,000 (4 %)
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Contract Services, Servicing and Specialist Surveys
Abertay carried out a host of activities to:

e keep tenants safe in their homes
- by annually servicing gas appliances, carrying out
safety checks and testing of smoke and carbon
monoxide alarms. We are also currently half way
through a 5 year programme, checking the safety
of the electrics in every single Abertay home.

* maintain our neighbourhoods
- by looking after the common open ground around
your homes, and again taking action to clear up
the rubbish and vandalism.

e ensuring common facilities such as emergency
lighting and lifts are serviced, operational and
available to use.

 undertake specialist surveys, such as structural
assessments at Dryburgh to inform our future
maintenance plans.

Listening to our customers we understand that
sometimes these services can seem inconvenient. In
the last year the Association has worked closely with
contractors like WRB Gas to introduce combined boiler
and smoke alarm servicing visits, to minimise the number
of visits we have to make.

Medical Adapations

With funding help from the Scottish Government, the
Association carried out over 200 separate adapations
and alterations to help tenants live as independently
as possible. These ranged from a simple grab rail to
help with bath access, to more complex automatic
door control systems and level access showers.
(see Figure 1.7)

(Figure 1.7)
Medical adaptations

Additional Smoke Alarms (2)
Automatic Doors (2)

Door Modifications (10)
Door/Wall protection (3)
Handrails & Grab Rails (86)

Indicator & Communication
Systems (13)

Kitchen Alterations (1)

Lever Taps (7)

Modifications to Lighting (4)
Other Electrical Modifications (1)
Special Baths (1)

Keysafes (10)

B Special Rotary Dryer (1)

B Special Showers (61)
Special Toilets (3)
Stairlifts (2)

B Steps & Access (5)
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«§An Nnu aI Re pO I’t continued.

Day to Day Repairs

Our small, but dedicated team of repairs staff and
network of contractors look after almost 1800 tenanted
homes, by tackling over 6700 repairs requests every
year.

Repairs Performance (see Figure 1.8)

Summary

99% of all emergency repairs (danger to life or
buildings) were made safe within 7 hours

4146 (or 69%) of all repairs were carried out
by appointment, with QAPM, our main repairs
contractor, attending 98% of appointments within 2
hours of the time agreed with the tenant

Of repairs not carried out through by appointment,
92% of urgent repairs were completed within 3
working days, and 88% of non urgent repairs were
completed within 15 working days

e Over the last year or so we believe we have improved
our repairs considerably through the
introduction of the appointments based system

service

e However, we know this is only one important element
of the repairs service and we are continuing to work
with our contractors to ensure problems are fixed
properly and with the least amount of inconvenience
to our customers.

Tenants satisfaction

We would like to thank everyone who gave us feedback
on our services last year. While we were pleased that
98% of tenants were satisfied with the repairs service,
all feedback, good and bad, helps us in improving our
service for the future.

(Figure 1.8)
B OnTime M Late

B Emergency (699)
Appointments  (4058)
Urgent (1329)
Routine (393)

B Emergency (10)
Appointments  (88)
Urgent (114)
Routine (53)

ABERTAY
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New Kitchen
in Grampian
Gardens

We embarked on a kitchen
upgrade program in
Grampian Gardens, and
the residents have

been very happy with
their new kitchens.

One of our residents

has been particularly
delighted with his

new kitchen. He is a
vulnerable tenant, who,
due to other issues in his
life, finds it very difficult to
engage with statutory bodies or

support services. Abertay were at pains

not to exclude this resident from the upgrade contract,
despite numerous missed appointments etc.

Due to a multi-agency approach being taken, and a
determination to overcome barriers, our staff worked
hard with Dundee City Council social work
and partner agencies, our external
contractors and the tenant himself
to organise and execute his new
installation.

This achievement has been a
milestone in his own personal
recovery and he continues to
work in a positive way, helping
him to sustain his tenany. In his own
words....it's been magic!!!

Some exam-
ples of how
Abertay aims
to enhance
the quality
of life in our
communi-
ties.
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HOUSING ASSOCIATION

Abertay Housing Association
147 Fintry Drive, Dundee DD4 9HE.

Telephone: 01382 903 545
Web: www.abertayha.co.uk

Abertay Housing Association Ltd is a
Registered Scottish Charity No. SC030152

Thanks to QAPM and WRB Gas for their
kind sponsorship towards the cost of this
Annual Report. Bob Ward from WRB Gas &
QAPM said he was delighted to contribute
towards our Report and “continues to enjoy
his association with Abertay Housing".

Dryburgh tenant Mrs Radcliffe receiving her
voucher that she won during the Red Nose
Day activities. The voucher entitled Mrs
Rad(cliffe to a one hours chauffer driven rolls
Royce experience. Mrs Radcliffe said she was
delighted to have won the raffle prize and
thoroughly enjoyed her tour of Dundee!




