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It is my pleasure to introduce Almond Housing 
Association’s Annual Report for 2016-17.  

In this report we are championing the good work 
done by the many local community groups that we 
are fortunate to partner with. The work of these 
groups helps to support our neighbourhoods to 
become true communities, where our customers feel 
safe, secure, and able to make a real contribution to 
addressing issues that affect them locally.

In 2016 we obtained further funding from the 
Scottish Legal Aid Board which allowed us to 
continue our partnership with the Craigshill branch 
of the Citizens Advice Bureau, delivering a welfare 
benefits and money advice service to Almond 
customers. This successful project had been running 
since November 2013 and in its final year we were 
able to assist 200 Almond customers to access over 
£200,000 of benefit entitlements and other financial 
assistance.  

We’ve also been able to continue to support the 
West Lothian Schoolbank throughout 2016-17. 
This group, run entirely by a dedicated group of 
volunteers, work hard to provide everything a 
student needs – uniforms, materials and equipment. 
During the year, they managed to support more than 
350 school children throughout West Lothian.

West Lothian Youth Action Project worked with 
us throughout 2016 to help brighten up some of 
our landscaped areas, ensuring that these open 
spaces became a part of the community. Following 

consultation with local residents, the Hobart Street 
Community Garden was born, becoming a vital 
community growing project, offering young people 
the chance to learn practical horticultural skills in 
a safe environment, focussed on positive team 
working. The result is a great space in Hobart 
Street where residents have a well-designed 
community garden space, growing fresh fruit and 
vegetables.

Throughout 2016 we continued to build on our 
commitment to getting our customers online. In 
partnership with West Lothian College, we delivered 
a range of IT courses from basic introductory 
courses through to more advanced courses. The 
feedback from the customers we’ve supported to 
improve their digital awareness and online skills has 
been phenomenal.

We’ve also been able to keep going with our IT Buddy 
programme which sees two dedicated volunteers 
run drop in sessions for any tenant interested in 
developing their IT skills, or solving an immediate IT 
related problem. These sessions are often popular 
with our customers following their graduation from 
the college courses.

At Almond we’re passionate about supporting 
our customers with the challenges they face, and 
although we prefer to work with local groups, 
sometimes we have to go further afield in order to 
find workable solutions for our customers. This was 
the case when looking for a way to help customers to 
overcome issues relating to fuel poverty.

Changeworks, an Edinburgh charity, partnered with 
us to provide an Affordable Warmth Advisor to assist 
Almond customers to find the cheapest energy 
tariff, provide advice on heating and hot water 
systems, talk to people about how to best deal with 
condensation and dampness in the home, and apply 
for grants. During 2016 this project was able to assist 
almost 300 households to save more than £40,000.  

At Almond we never forget that the success of 
our business is built on long term relationships. 
In working with the many individuals, groups, 
businesses and communities we believe we play an 
important part in strengthening our communities 
and making them great places to live.

We’ve also been looking at how we communicate 
with our customers and what we can do to make 
sure that we are as responsive and accessible as 
possible. 

We utilised our digital presence on Twitter 
(@AlmondHousing) to promote our Tenant 
Satisfaction Survey, carried out in Autumn 2016. 
This supported us to get one of our best responses 
ever. We were thrilled when the results came in and 
showed that overall satisfaction with our service was 
rated 93%, with 94% of our customers telling us that 
they’re happy with our neighbourhood management. 
We know that value for money is important, 84% 
of our customers told us that they felt their rent 
represented good value for money. These were 
great results for us, putting us well above many 
other Scottish social landlords. But we don’t take 
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this feedback for granted. We’ll continue to build on 
this proven track record of delivering quality services, 
providing what our customers want, in the ways that 
they want. Making our communities places where 
people feel safe, comfortable and proud to belong is 
central to how we work. We are committed to going 

further, doing more, and 
working better for all of our 
customers.

... we never forget that the 
success of our business is 
built on long term 
relationships ...

... we continued to build 
on our commitment to 
getting our customers 
online ...



... River Kids supplies 
toys to West Lothian's 
most disadvantaged 
children ...

... the Homestarter Pack 
had lots of things that 
I didn’t have so I could 
move in quicker ...



We believe that our role goes further than providing 
safe and secure homes for our customers. We want 
to contribute to the development of the communities 
we serve and aim to do this in partnership with the 
community.

In 2016-17 we had the privilege of working closely with 
a range of local charities and organisations, working 
together to improve the health and wellbeing of the 
communities we serve.

FOODBANK DONATIONS 
Each year £13bn of food is thrown away in the UK. 
Meanwhile, foodbanks have become crucial in feeding 
many families across the country.

We support the important work of West Lothian 
Foodbank, and in 2016-17 we were able to make 
donations of non-perishable food items to the charity.
Our staff went even further – raising much needed 
funds for the foodbank donating cash collected by 
Dress Down Days.
 
We were also pleased to be able to deliver "kitchen 
canny" workshops to West Lothian Foodbank and 
Ladywell Neighbourhood Network, which focused on 
planning meals, preventing food waste and saving 
money on food bills.  

PACKS FOR A BETTER START 
Our aim is to support and assist our customers 
where we can, in their everyday life. For those 
customers moving into their first tenancy with us, 
we’ve been really pleased to be able to introduce 

our Homestarter Pack initiative in March 2016.
The aim was to meet the immediate need for 
essential items that customers were not able to 
access for themselves due to circumstances such as 
homelessness or low income.
 
The pack provides kitchen, cleaning and bedding 
items, including a kettle and toaster, crockery and 
cutlery, as well as towels, duvet, sheets, washing up 
liquid and cloths.
 
In 2016-17 we have been able to help 81 customers 
with a homestarter pack. The feedback has been 
very positive. One customer said: ‘Absolutely brilliant, 
really appreciated it’. Another stated that: ‘The pack 
had lots of things that I didn’t have so I could move in 
quicker’.

SUPPORTING LOCAL CHARITIES 
Throughout the year we have also managed to 
support a number of local charities and groups, doing 
our bit to improve the wellbeing of people in our 
community.

River Kids supplies toys to West Lothian’s most 
disadvantaged children, and when the charity suffered 
a break-in last autumn, we wanted to help. In August, 
we were delighted to contribute with a cheque - and a 
heap of toys.

We went to even greater lengths in October, when 
staff from Almond took part in the Great Scottish 
Run, running 10K and raising £750 for local charity 
Homestart West Lothian. 

And in the run up to Christmas we were delighted to 
fund West Lothian Women’s Aid’s excellent Festive 
Films and Food initiative. The funds covered cinema 
tickets and a Christmas meal for women and children 
who have experienced domestic abuse. Hopefully, this 
present made a difference. 

REGENERATING CRAIGSHILL 
In partnership with Daisy Drop In, the Youth Action 
Project, Craigshill Thistle, The Good Neighbourhood 
Network, Craigsfarm and West Lothian Council, we are 
looking to regenerate Craigspark, an area in Craigshill. 
In 2016-17 we contributed financially to the project, 
which is likely to start in autumn 2017. There are 
exciting plans in store for the park area which includes 
a kickabout pitch, bike pump track, an outdoor gym and 
general improvements such as seating and lighting.

Over the past few years, we have also been working 
with the West Lothian Youth Action Project to develop 
a community garden in Craigshill. The Hobart Street 
Community Garden offered young people the chance 
to plan and design a garden from scratch. 

Four of the eight young people involved gained 
Scottish Vocational Qualifications for their work. 
Three moved on to positive destinations whilst on the 
project: one into full-time employment; another went 
to college; and the third into a placement at BLES 
(Blackburn Local Employment Scheme).
 
Youth Action Project will continue working with us 
to develop community gardens in other areas of 
Craigshill through 2017-18. 
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DIGITAL CONFERENCE 
We want to ensure that tenants and the community are digitally included by improving 
access and providing support and assistance to get people online.

In 2016-17 we ran two computer and online basics courses and for the first time, due 
to demand from tenants, ran our first intermediate ‘That’s IT’ course. 30 tenants have 
gained digital skills through the courses we have delivered this year.
 
In May last year, we also had the chance to work with local partners to host the first 
digital inclusion conference in West Lothian. The conference gave public, private and 
third sector organisations an opportunity to find out more about digital inclusion and 
hear about the funding, support and opportunities available.

WORKING WITH OUR TENANTS 
Our most important partners in the local community are our tenants, and tenant 
participation has increased significantly over the past year.

Almond’s Tenant Focus Group has been involved in a number of training activities to 
augment their skill set, and assist them to evaluate service performance with increased 
knowledge and confidence. 
 
Our four customer review groups have received training to carry out a number 
of scrutiny activities; evaluating our allocations policy, telephone communications 
procedure, void procedures, estate walkabouts, and developing a bespoke ‘Rate Your 
Estate’ booklet – a pictorial guide for estate walkabouts, which is ready to go to print.  
This booklet will ensure parity across all estate assessments, irrespective of who carried 
out the inspections. 
 
All groups have said that they have enjoyed being able to dig deeper to learn more 
about the intricacies of Almond’s work. Thanks to our customer review groups we have 
made several improvements to the services we provide, and we hope to continue our 
good work together in the future.

... tenants’ input to 
Almond and all views 
are listened to ...

... our generation has a 
fear of computers, we 
think we’ll break them. 
But we won’t ...
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15 August 2016 we launched social media profiles 
on Facebook and Twitter. Since then, we have posted 
new content almost daily, sharing news and updates 
with our customers and the local community.

Sharing digital content on social media with our 
customers we have become better and more efficient 
communicators. We have also been able to offer new 
channels for our customers to communicate with us.

Our Facebook presence has proved very popular 
with more than 550 followers catching up on what 

we’re doing and engaging with us in real time. This 
has proved a great way of highlighting our work 
and campaigns, shown in the response to our rent 
consultation exercise in 2016 where we had our 
greatest response ever to the proposals our Board 
put forward. 

It’s so important that our customers have real 
opportunities to give feedback and influence decisions 
taken by the organisation, so we’ll continue with our 
social media presence, ensuring that our customers’ 
views are at the heart of what we do.

With Facebook and Twitter we also aim to target 
new groups, such as young people who may prefer 
social media over traditional media. The number of 
followers is steadily growing, and over 300 now follow 
us on Twitter.  

Social media has also generated increased website 
traffic. Between 15 August 2016 and 31 March 2017, 
593 of the people visiting our website had been 
referred from Facebook. 
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Find us on social media 
@almondhousingassociation

@AlmondHousing... Our customers’ views are at the heart of what we do ...





During 2016-17 our Asset Management team continued to focus on making our 
houses great homes to live in. 
 
BRAND NEW HOMES 
Our development programme continues to deliver high quality new-build properties 
for affordable rent and in areas where people want to live. In December 2016 we 
completed a 12 flat development in Deans. Whilst modern in design with an attractive 
render finish, and rising to three storeys in part, it harmonises with the surrounding 
inter-war properties and is finished to a high standard internally. 

We also started the Forth Court development (pictured top left), originally the site of 
the bothy of one of Livingston Development Corporation's landscape contractors. 
The block of nine flats has been designed to reflect the surrounding existing blocks 
of flats but with a double mono-pitched roof offering a more varied and interesting 
roofline. The development was completed in August 2017, and the flats have proved 
very popular with the new tenants. Off-site construction has helped us to ensure a 
speedy and more efficient build with the main structure assembled by crane in little 
over a week.

In addition, several sites have been progressed for our partners in the West Lothian 
Development Alliance including the completion of 20 properties at Carrick Place in 
Falkirk and the commencement of a 12 unit site in Stoneyburn (pictured bottom right).

9500 REPAIRS 
We were thrilled with the results of our Tenant Satisfaction Survey, which rated 
overall satisfaction with the reactive repairs service at 92%. The average time 
for completing emergency repairs was reduced to 3.39 hours which compares 
favourably with other landlords and reflects well on the performance of our 
contractor partners.
  
In total we carried out almost 9500 repairs ranging from simple door handle 
replacements through to major roof leaks and breakdowns and repairs to gas 
heating systems.
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... in total we 
carried out almost 
9500 repairs ...

... off-site construction 
has helped us to 
ensure a more efficient 
build ...

Investing in your homes



 
We continued with our plans to upgrade and refresh areas of landscaping that were 
in need of a new look. As part of this, areas in the Groves in Craigshill benefited from 
new planting, grassed areas and new pathways. We’re pleased with the response to 
these works and plan to do more of this type of work across other areas.

UPGRADING OUR STOCK     
In 2016-17 we continued to focus on energy efficiency in our properties, aiming to 
meet national energy efficiency targets but also to support our customers to have 
lower fuel bills by providing warmer, easier to heat homes. As part of this aim, we 
replaced a number of older inefficient boilers with new “A” rated boilers, and also 
completed further External Wall Insulation (EWI) works.

This programme included a variety of works across our stock. The programme 
as a whole involved: 

•   External Wall Insulation (EWI) in the Howden area, for 122 properties 

•   119 Howden properties received new roofs (as part of the EWI project)

•   97 properties in Craigshill had new “A” rated efficient boilers fitted 

•    23 properties in Ladywell had new external render, improving the appearance 
of the buildings 

•   228 properties in Craigshill had partial electrical upgrades 

•    214 properties had new front doors fitted, creating a welcoming entrance for 
many of our customers 

•    Phase 3 of a 5 year cyclical external painter work programme meant that 389 
properties (including 16 factored owners) in Craigshill benefited from external 
painter work 

•    169 garages also had a facelift as a result of our 2016-17 painterwork activities  

SUCCESSFUL ADAPTATIONS
We were also able to carry out 127 adaptations to enable our customers to continue 
to stay in their own homes. These works varied from minor adaptations such as 
internal and external handrails and improved access to more major adaptations 
such as the installation or creation of wet floor showers. This is an important 
part of our work, ensuring that customers can remain in their homes, and their 
communities, for as long as they are able.
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... we replaced 97 
boilers with new 
‘A’ rated boilers ...

... we continued to focus 
on energy efficiency in our 
properties ...
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... we reduced the 
number of properties 
abandoned by 
customers ...

... we allocated 163 
lets over the year ...
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Here to help our customers
The Housing Management team handles the core 
part of our business. They are typically the first 
point of contact for our customers and deal with 
the day to day front line operations at Almond. 
Getting applicants matched with a home and then 
supporting them to retain their home is the most 
important role in housing management. 

FEW EMPTY HOMES
The tenancy sustainment figures improved on the 
previous year, up to 95% thanks to the practical 
advice and services we provide at AHA. We have 
reduced the number of properties abandoned by 
customers from the previous year and kept our 
evictions below national average. Eviction is always 
a last resort and we are proud of the fact we rarely 
need to take this action as we take proactive steps to 
prevent it reaching that stage. 

INCOME FROM RENTS
In 2016-17 the Housing Management team 
performed well in its other key performance 
indicators. Income collection continued to improve 
with rent arrears down on the previous year to 1.25% 
from an already low figure of 1.56%.  

163 ALLOCATIONS
We allocated 163 lets over the year and kept our 
void rent loss below our target figure to a very low 
figure of 0.3% which compares well against our 
benchmarking peers.   

MANAGING OUR ESTATES
Anti-social behaviour case management improved 
for the third year running with cases resolved 
in customer-set timescales running at 91.75%. 
Customers feed into our estate management 
inspections too. Several landscaped areas have 
been completely redesigned following customer 
recommendations identified from estate walkabouts. 

WELFARE REFORMS 
Despite excellent performance the team is preparing 
for the impact of Universal Credit full service due 
to start in early 2018. This change, along with other 
welfare benefit amendments, will have a very real 
impact on our customers and our team is closely 
monitoring how other organisations are coping to 
see what we can learn to ensure our approach is the 
right one. 

There is no doubt that welfare reforms will continue 
to stretch the resources of the organisation as 
a whole and the Housing Management team in 
particular. It is difficult at this stage to be precise 
around the impact on our customers but in areas 
where Universal Credit full service has already been 
rolled out, there have been dramatic increases in 
rent arrears, food bank referrals and an increased 
strain on limited and already pressured support 
services. 

NEW FACES
Finally, with Tony Paterson, the former Head of 
Housing, retiring in 2016, the Housing Management 
team has seen considerable changes in key positions 
over the past year. The team has welcomed Sandy 
Young as the new Head of Housing Management. 
Many of you will know Sandy from his time as 
our Housing Manager for the last few years. We 
have also welcomed two brand new faces to the 
organisation – Tracey Longworth, our Housing 
Support Manager, and Jonathan Bertram, our new 
Housing Manager.

Clockwise from top left:
Sandy Young, Tracey 
Longworth and 
Jonathan Bertram
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In 2016-17 we continued to improve our 
properties investing £1.9m on component 
replacements and improvements. We also 
continued to provide services to the West 
Lothian Development Alliance. 

2016-17 saw the end of the Government’s 
Right to Buy policy. As a result, we 
experienced an increase in applications 

and sold ten of our properties. In order to 
maintain our levels of affordable housing 
we purchased four properties on the open 
market from reserves and acquired three 
properties under the Government's Mortgage 
to Rent Scheme.

We also completed a development at 
Broomyknowe Court in Deans (pictured left) 

Our financial wellbeing

 
Statement of Comprehensive Income for the year ended 31 March 2017

 2017 2016
Turnover £ £

Income from letting activities* 11,171,085 10,962,414

Other Income 324,245 1,180,444

Pension remeasurements 758,000 –

 12,253,330 12,142,858

Expenditure  

Direct property management costs 5,897,762 5,908,946

Operating costs on other activities* 354,972 1,203,606

Administration costs 2,891,064 2,973,406

 9,143,798 10,085,958

Gain/(Loss) on disposal of property, plant & equipment  194,642 169,963

Pension adjustment (net) – –

Interest received 20,140 19,934

Interest paid (916,852) (1,064,040)

Surplus 2,407,462 1,182,757

*  2016 – Includes £845,625 income and matching costs received as part of the Home Energy Efficiency Programme for 
installing external insulated wall render to owner occupier properties for West Lothian Council.

... we completed 
a development at 
Broomyknowe Court 
adding an additional  
12 homes...
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which resulted in an additional twelve homes. 
In addition to this, our Development Team 
started on site,  commencing development 
of nine properties at one of our land bank 
sites at Forth Drive. This development will 
complete during 2017-18.  

In 2016-17 we have received details 
of  the latest triannual valuation of the 

SHAPS Defined Benefit Pension Fund, this 
has resulted in a significant reduction in 
the levels of deficit on the fund as at 30 
September 2015. The reduction in deficit is 
shown as “income” within the Statement of 
comprehensive income and thus increase 
our reported surplus this year by £758,000.

 
Statement of Financial Position as at 31 March 2017

 2017 2016
 £ £

Fixed assets  69,498,716 69,650,607

Work in progress 488,337 182,584

Debtors 551,908 730,989

Bank balance 6,361,061 4,557,012

Creditors/Loans  (33,236,164) (33,537,566)

Deferred income – Grants (25,598,694) (25,084,499)

Net pension liability (775,661) (1,617,090)

 17,289,503 14,882,037

Revenue reserve  17,289,503 14,882,037

 17,289,503 14,882,037

... ...we continued 
to provide services 
to the West Lothian 
Development 
Alliance ...
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£ OF SPEND
Loan interest  
          and similar charges 9p

   Kitchens, bathrooms, 
  boilers, showers and 
 roofs  6p

Management and 
service costs  32p

Repairs reported 
by tenants  18p

Maintenance and 
improvements  17p

New properties  18p

£ OF INCOME RECEIVED

Rents  96.9p

Interest  0.2p
Revenue Grants  1.3p

Other Income  1.6p  

... in 2016-17 we 
invested £1.9m 
on component 
replacements and 
improvements ...
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