Annual Report
2016 / 2017

Providing excellent
services and
stronger communities
for your future

I am delighted to pen my third Annual
Report as Chairperson of Muirhouse
Housing Association which reflects
a remarkable turnaround and
improvement for the organisation over
a relatively short period. Once again
it is with great satisfaction that I can
report much improvement over the
period from this time last year to now.
Whilst acknowledging the major improvements we have made to
eradicate the weaknesses we identified last year, I can only do so by
paying tribute to those who worked so hard to help us on our journey
of improvement. Above all else, it is very much a team effort!
Whilst the annual report covers the period of the financial year just
past i.e. 1st April 2016 – 31st March 2017, it effectively means that any
significant issues which have occurred between March and August
2017 are not mentioned. To avoid this, I have taken the liberty of
highlighting any major issues which have happened up until the
current time of writing, thereby making the report a little bit more
time relevant.

Background
Muirhouse Housing Association will shortly be celebrating its 25th
anniversary and until last year, was under High Engagement with
the Scottish Housing Regulator (SHR), with at one time, a Special
Manager appointed by the SHR and three statutory Board members
appointed to its Board.

MHA enjoys
the support and
involvement of the
local community...

pressures, Jo Voissey stepped down from the Board in September
2016. Likewise, for family reasons, Tracy Stewart and Hakima Lazrak
resigned from the Board in December 2016 and February 2017
respectively. Whilst Vicki Redpath moved out of the area necessitating
her resignation in April 2017. Finally, it is with great sadness and
appreciation that I report the death of Alison Blezard from the Board,
who was a long serving and stalwart supporter of MHA as well as a
former Vice Chair of the Association - her loss will be keenly felt.
To all our former Board colleagues I offer a huge thank you and
appreciation for all their time, efforts and commitment to the
Association which is immensely appreciated and I wish each of them
the very best for the future.

In the intervening period however, we have replaced the Special
Manager with an Interim Chief Executive and finally our own new
and permanent Chief Executive (CEO). We have had our three
statutory appointees withdrawn from the Board in response to our
improving governance position and we have now also appointed
a new Finance and Corporate Services Manager to strengthen the
administrative and finance side of the business as well as deputising
and supporting the CEO.

Once again, let me also acknowledge the huge professionalism
and hard work of our Staff. The last couple of years has been
traumatic and upsetting for everyone working for Muirhouse
Housing Association. But instead of complaining or giving in, our
Staff have put their heads down, got on with the job, and remarkably
have continued to provide our customers with superb services as
demonstrated by our performance figures. It really is an amazing feat
to ignore all the negative influences all around you to concentrate on
the customer and I can only offer our Staff team my utmost respect
and thanks in return for their sheer effort, professionalism and
commitment to Muirhouse HA.

Acknowledgements

So What Next?

Firstly let me acknowledge the herculean efforts of our three Statutory
Appointees who helped reshape and reform MHA into a growing
exemplar of best practice. Shirley MacDonald, Gordon Cameron and
Michael Clarke all gave of their time willingly and with good grace,
humility and understanding and once again, I offer my sincerest
thanks to each of them for all their efforts on MHA’s behalf. All three of
our appointees stood down from the Board in June 2016.

Our not so new Chief Executive Stevie McAvoy has now been in
post almost 18 months and likewise Barry Allan, our new Finance
and Corporate Services Manager has very firmly got his feet under
the table and established a firm hold on the financial reins in the
organisation. It is clear from the early evidence that having both
Stevie and Barry as full time permanent employees in the leadership
roles of the Association is bringing greater scrutiny, accountability,
awareness and professionalism to the organisation.

Let me also acknowledge the hard work of our existing Board
Members who have worked tirelessly over the piece to help put the
Association back on track and into a much stronger position. It has at
times been difficult but I pay fulsome tribute to each individual Board
Member who stayed the course on behalf of our staff and customers.
Inevitably during the year there have been changes to the Board
membership which I should like to highlight. Due to work demand
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Our staff team although small is nonetheless one characterised as
happy, dynamic and with a shared culture and vision which flows
through all of the Staff team and the Board. For any organisation,
its people are its greatest asset and this has never been more true
than at MHA, where our Staff have been, and continue to be, simply
outstanding. My thanks go to each and every one of them.

As I said last year, I firmly believe the future is bright for
Muirhouse Housing Association. The Association remains
financially sound and has made enormous strides in improving
our governance and regulatory functions on the organisation. As
we begin to better develop our Community Anchor role, there will
be opportunities for us to improve our tenant engagement process
and hopefully contribute directly to projects which impact directly on
the Muirhouse community and its people. Muirhouse Housing Association
enjoys the support and involvement of the local community in which it
operates and our aim is to improve and develop those links to help us become
an intrinsic and integral part of the community and residents in the area.
In conclusion, I offer my grateful thanks to the Staff and the Board for all their
help, support and enthusiasm over the last year and in particular my thanks
to you – our customers - for sticking with us and showing your support and
appreciation as our improvement plan has been delivered.
The last few months have been challenging but have also illustrated
a fantastic relationship between the Association and the people
it serves. I have not the slightest doubt that MHA will rise
to the challenges ahead and with teamwork and
dedication, from both Staff and the Board alike
we can, and we will, take the Association
on to greater and better things.
In closing, it only remains
for me to ask for your
continuing support and
help and then invite you
to comment or ask me
any questions relating to
the content of this report.

Bob McDougall
Chairperson

I can only offer our Staff
team my utmost respect and
thanks in return for their
sheer effort, professionalism
and commitment
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Our Chief Executive
reflects on...

An exciting
year for MHA
It has been an exciting year for MHA
and for me personally. I am happy to
report to you on my first full year in
post as Chief Executive, and what a
year it has been!
Following some challenging years of being in high engagement with
the Scottish Housing Regulator, 2016-17 became the year where MHA
went from high to low engagement after a significant effort to address
the issues identified by the Regulator in 2014. I must give thanks to
the Board and Staff, who collectively have persevered to serve and
support you. Their determination, resilience and professionalism have
been the key to returning Muirhouse Housing Association to where we
belong and should be.
I would also like to record my personal as well as the Association’s
thanks to the 3 co-opted Board Members, who saw MHA through the
first quarter before departing the Board in June 2016. Thanks should
also be given to the Scottish Housing Regulator who supported us
throughout the process of improvement and who gave us the good
news of our status of low engagement on the very last day of this
reporting year.
Throughout the year we continued to build on the good work from
last year. We had a successful Strategy Day for Board and staff in the
autumn to set the future direction of MHA and amongst the agreed
outcomes of that day were the following:

I am proud to be
able to say that we have
worked hard to ensure
successful outcomes
and we will continue
to evaluate the services
we provide...

• New repairs service that improves service level, provides 24/7
call out and enhanced value for money,
• Agreements in place to provide a new improved stair cleaning
service and welfare/fuel energy advice,
• Increased investment in your homes - new kitchens and boilers,
• Working with you to identify what projects locally might help
both improve the quality of your life in Muirhouse, and as a
community,
• Further improve our business performance and remain
amongst the top performing Housing Associations.
I am proud to be able to say that we have worked hard to ensure
successful outcomes and we will continue to evaluate the services
we provide to be able to offer you the best service and value for your
money. As always, we welcome the feedback of our customers and in
December 2016 we undertook a Tenants’ Satisfaction Survey.
The results of which provided us with reassurance, as it reported that
91% of tenants are satisfied overall with our service, but it also gave
us plenty of feedback on what we can do to improve and we have
taken this on board and have an ambitious Action Plan to deliver on
in 2017-18.
Our Subsidiary, Muirhouse Homes, offer mid-market properties
and has been doing so successfully for a few years now. In 2016-17
we had discussions on how the subsidiary could help contribute to
improve the quality of life in Muirhouse, as a community as a whole.
As a result of this, Muirhouse Homes will be embarking on an exciting
new adventure, where profits gift aided to MHA will be earmarked
for a Community Chest Fund that will fund local projects helping the
community to prosper. We will be rolling out this programme in more
detail during 2017-18.
I am confident that successful times are ahead of us, we have the
Board, staff and resources to allow MHA to deliver on our ambitious
plans. We will continue to work hard to provide excellent services and
stronger communities for your future.

Stevie McAvoy
Chief Executive
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Tenant Scrutiny
comes to MHA
We are delighted to announce that last year we introduced tenant scrutiny to MHA. Tenant scrutiny is about tenants and landlords working
together to make a difference.
It is a new form of tenant engagement that allows tenants to be involved in identifying changes to services that benefit tenants. Whether
through mystery shopping, analysing surveys, or inspecting policies and procedures tenants will decide how services should be run. We were
lucky to get a group of curious, interested people who can see the bigger picture to volunteer for our Tenant Improvement Group. The Group
were very busy last year looking at the standard of repair and decoration of our empty houses before the new tenant moves in.
With support from MHA and the Tenants Information Service, they met regularly for some lively discussion, visited empty properties, went to
events and conferences and prepared a report with recommendations which they presented to MHA Board. Happily all the recommendations
were accepted and we look forward to a new improved standard for all our empty properties as a result.
We will be building on this resounding success by looking at our performance in other areas and the Group are looking forward to recruiting new
members and getting stuck in to a new project.
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Our
Performance
The Scottish Social
Housing Charter

Our Board
Members have worked
tirelessly to help put
the Association back on
track and into a much
stronger position...

The Scottish Social Housing Charter sets the standards and
outcomes we aim to achieve when providing our housing
services. We then report our performance against them
every year to our Board, Tenants and the Scottish Housing
Regulator. Once again, we are delighted to report some
excellent performance for 2016 to 2017.
The following highlights our performance against the key
indicators from the ARC.

Landlord Profile: (as at 31/3/2017)
Total number of houses: 510

• Total rent due in the year: £2,301,122 • Total number of each apartment size and average weekly rent:

Size 		No. 								Average weekly rent
1 Bedroom
125 								£68.45
2 Bedroom
196 								£80.93
3 Bedroom
145 								£90.85
4+ Bedroom
40 								£103.66
(4 properties are shared housing with support)

Customer / Landlord Relationship:
(Our last customer satisfaction survey was carried out in 2016).
Indicator
% of tenants satisfied with the overall service provided by MHA
% of tenants who think MHA is good at keeping them informed about
their services and outcomes
% of tenants satisfied with the opportunities given to them to participate
in MHA decision making processes
% of tenants satisfied with standard of home when moving in
% of tenants satisfied with quality of home
% of tenants satisfied with repairs service
%of tenants satisfied with management of neighbourhood
% of tenants who feel rent for property represents good value for money

2013
90%

2016
91%

95%

91%

84%
66.7%
85%
92%
91%
89%

94%
74%
86%
94%
92%
88%

Housing Quality and Maintenance:
We carried out 2045 reactive repairs in 2016/17.
Indicator 										2015/16		2016/17
% of stock meeting the Scottish Housing Quality Standard 				
100% 		
100%
Average length of time taken to complete emergency repairs				
5.6 hours
5.59 hours
Average length of time taken to complete non-emergency repairs				
2.9 days		
5.09 days
% of reactive repairs carried out in the last year completed right first time			
96%		
95%
% of tenants who had a repair carried out in the last 12 months satisfied with the service
92%		
92%
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Neighbourhood
and community:
2016/17:

33

100%
of Anti-social behaviour
cases resolved within
locally agreed targets
in the last year

The number of cases of
Anti-social behaviour
reported in the last year
2016/17: 100%

2015/16: 75 Cases

Getting good value from rents and service charges:
2016/17:

2016/17:

2016/17:

100.74%

O.O3%

Average length of time
taken to re-let properties
in the last year

Rent collected from
tenants as a % of total rent
due in the reporting year

% of rent lost through
properties being empty
in the last year

2015/16: 3.5 Days

2015/16: 98.9%

2015/16: 0.07%

3.04
Days
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MHA in the
Community
At MHA we are committed to helping
our customers lead better lives. That’s
why we want to support a wider range
of services beyond just managing homes.
In 2016/17 we produced a community development strategy which
said how we will work with the community, local politicians, council
departments and local organisations to improve the social, physical
and economic circumstances for everybody in our area. Most importantly,
we asked our tenants what services were important to them and
what they would like to see us provide. We then made it happen.

Welfare Benefits Advice
Customers told us through our Tenants Satisfaction survey that they
would like help with welfare benefits and money advice. We then
arranged for a Financial Inclusion Officer to work with us one day per
week to give expert and impartial advice where needed the most.

Free Advice on Fuel Bills
We found out through our survey that with costs of gas and electricity
regularly rising tenants were using an unreasonably large part of their
income to heat their homes. We arranged for a Heat Energy Advice
worker to help tenants get the best advice and cheapest deals.

Looking after the Neighbourhood

We are looking
forward to helping
support and develop
community projects
to strengthen the
community...

real positive impact on people’s lives. We have therefore sponsored
a ‘Money Wise Programme’ for pupils at Craigroyston High School
for 2017. This programme provides the resources and materials
throughout the curriculum to help young people understand the
value of learning the basic principles of managing money wisely and
making the right financial decisions.

Community Chest Grant
In 2017 we set up the ‘Community Chest Grant’ fund to distribute
grants to local groups/ voluntary organisations who provide services
with a direct benefit for our tenants, their families and the wider
community in Muirhouse. Through this new initiative, we are looking
forward to helping support and develop community projects to
improve the neighbourhood and strengthen the community.

Lots of people gave us feedback that they were not happy with
the standard of the stair cleaning. We therefore introduced a new
high quality stair and area cleaning service from Quay Community
Improvements. This has helped us achieve a consistent level of
cleaning across all our stairs and areas, good value for money
and also helped to provide a positive image for us and a pleasant
satisfying environment for our residents.

Support into Work or Training
It is important to us to support and encourage local employment/
training opportunities both directly and through other organisations.
We are proud to let you know therefore that MHA won the award
for “Employer of the year 2016” for our work with our two trainees,
Hannah and Natasha, as part of Port of Leith Housing Association’s
TOiL (Training Opportunities in Lothian) programme. Last year
we took home the “New Employer of the Year” award, so we were
delighted to build on that success.

Working with Young People
We understand the important role that young people have to play in
ensuring a positive future for our communities and in helping us to
achieve our aim of working in partnership with the local community
to provide homes and create a better Muirhouse. We know that being
able to deal with financial matters in an effective way can have a
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Kids Activities
And last but not least we had our ever popular Kids Film Club
at the North Edinburgh Arts Centre with new relaxed autism
friendly screenings to make sure that all children could be
included. We went to the Pantomime (oh yes we did!) to see
Jack and the Beanstalk with a group of 100 adults and children
who had a fantastic night out!

Improving our Homes...
During 2016 to 2017, we fitted new kitchens and boilers to 24 properties in
Muirhouse Park, and to date we have now completed another 56 properties in
Muirhouse Drive. We have improved our specification to include new kitchen
fans and for the first time we provided new flooring as part of our service.
Customers were able to choose from a range of units, worktops and flooring
to suit their taste and bring that individual touch. We also painted the walls
to complete the picture and make sure everybody had a new, updated
modern kitchen. Feedback from our customers has been very positive with a
high level of satisfaction.
As we continue to commit to improving our homes and surrounding areas, we
are now carrying out our three yearly stock condition survey. This will enable
us to update our investment programme, and allow us to plan our priorities
and improvements for the future. By the time the survey is completed we
hope to publish an updated investment plan in the Christmas newsletter.

Investment Programme for 2017- 18
New Boiler and Kitchen upgrades

Muirhouse Drive, Pennywell Gardens, Craigroyston
Place, Craigroyston Grove and Muirhouse Avenue

New Bathroom upgrades

Muirhouse Green numbers 25 to 107, Muirhouse Bank
and Muirhouse Terrace 1A to 1D

Window Replacement
programme

Muirhouse Green numbers 109 to 167 and
Muirhouse Park numbers 31, 33, 35

Painting external houses and
internal and external blocks

Muirhouse Green numbers 109 to 167 and
Muirhouse Park numbers 31, 33, 35, 46, 65

£60,000

General improvements

Properties as identified

£24,000

Total investment amount for property
improvements is £1.138 million
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Tenant Satisfaction
Survey 2016
Results are based on feedback from 316 tenants.

89%

94%

86%

of tenants were satisfied
with the repairs service.

were satisfied with the
quality of their homes.

rated the rent they pay as
good or very good value.

88%
of tenants were satisfied with
the Association’s management
of their neighbourhood.

91%
of our tenants said that they were satisfied with the
overall service provided. 34% said they were “very”
satisfied and 57% were “fairly” satisfied.

94%

89%

74%

rated the Association
positively in terms of being
kept informed.

of tenants were satisfied with
the standard of their home
when they moved in.

were satisfied with the
opportunities they are given
to participate.
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MHA Annual General
Meeting 2016
We had a great turnout for our last AGM with 39 Members, Tenants
and Staff coming along on 22 September 2016 at the Muirhouse
Millennium Centre to hear our good news stories from 2015 to 2016.
Bob McDougall spoke about his first year as Chair of MHA and the
many changes the Association had undergone. Bob further thanked
the staff and Board for their efforts to see MHA through a difficult time
and for building great relationships with the tenants.
Stevie McAvoy spoke about his first 6 months in post as CEO and
getting to know Muirhouse and its residents. He spoke about his
vision to make Muirhouse a vibrant area to live in, hoping to offer
more than just houses, but also quality of life and activities.
Barry Allan, Finance and Corporate Services Manager assured the
meeting that MHA has healthy finances in line with all regulations.

Mr and Mrs Mitchell’s winning garden design for 2016
We were delighted to be able to announce the winners of our
Garden Competition 2016 – first place went to Mr and Mrs Mitchell
of Muirhouse Gardens (garden pictured above). Joint second were
Mrs McLellan of Muirhouse Park and Mrs Huggan Pennywell Gardens.
Thank you to everyone for taking a real pride in their surroundings
and the neighbourhood!

Mr Sepiol receiving the Good Neigbour Award

Every year we are privileged to be able to present an award at the
AGM to a very special person who has gone above and beyond to help
their neighbours and their community. This year was no exception
and the ‘Good Neighbour’ award went to Roman Sepiol of Muirhouse
Green for his helpfulness and kindness. There was also a special
mention and big thank you to Julie Rouse and Tam Diamond for going
the extra mile for their neighbours.
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How do
we spend
your rent?

The last few months
have been challenging
but have also illustrated
a fantastic relationship
between the Association
and those it serves...

We hope this illustration reflects in
real terms how your rent money is
accounted for. So based on every
£10 of rent you pay we use the
money as follows:

Your rent goes a long way...

2016/17
-

0.35%

£8,071

-

-0.01%

-£350

£0.65

6.53%

£152,499

£0.64

6.39%

£149,146

-

-

-

£0.10

1.03%

£24,045

Management / Running costs

£3.11

31.07%

£725,466

£3.53

35.33%

£824,876

Service charges

£0.52

5.24%

£122,386

£0.45

4.49%

£104,892

Loan interest

£1.75

17.50%

£408,648

£1.71

17.09%

£398,947

Loan repayments

£1.64

16.41%

£383,198

£2.42

24.15%

£563,868

Maintenance costs

£1.19

11.93%

£278,597

£1.15

11.53%

£269,157

Bad debts
Property improvements
Office improvements / equipment

Total: £2,078,865
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2015/16

Total: £2,334,581

Statement of
Comprehensive Income
For the year ended 31st March 2017
					Notes
		
Turnover				2

		

		

Operating expenditure			
			

(£2,007,533)
		

(£2,078,992)
		

Operating surplus 			

2017

£3,136,346

2

£2,931,707

£1,128,813

8

Interest receivable and other income

2016

£852,715

£2,436

£7,838

Interest payable and similar charges		

(£408,648)

(£398,947)

Other finance costs			
			

(£9,945)

(£20,827)

					
			

Surplus before taxation
Taxations				9

		

Surplus for the year		

		
Unrealised gain / (loss) on pension liability

Total comprehensive income for the year

(£416,157)
		

£712,656
-

(£370,282)
		

£482,433

-

		

		

		

£213,304
		

£712,656

£712,656

£482,433

£695,737

There were no discontinued operations during the year. As a consequence the results relate wholly to continuing activities.
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Statement of
Financial Position
As at 31st March 2017
					Notes
		

2017

2016

		

Tangible Fixed Assets

		

Housing properties			

10a

£28,968,909

£29,689,423

Other fixed assets			
			

10b

£108,840

£116,225

£29,077,749

£29,805,648

1

1

				

Investment				11
		

Current Assets
Debtors				15
Cash at bank and in hand		
			

				

£175,967

£216,367

£1,849,913

£1,417,366

£2,025,880

£1,633,733

(£1,231,075)

(£1,392,265)

Creditors:
Amounts falling due within one year		
		
Net current assets 		

16

		
Total assets less current liabilities

£794,805
		
£29,872,555

£241,468
		
£30,047,116

£25,164,576

(£26,051,795)

£4,707,979

£3,995,321

£50

£48

£4,707,929
		

£3,995,273
		

Creditors
Amounts falling due after more than one year 17
			

Net assets				
			

Capital and Reserves
Share capital				20
Revenue reserves			

21

£4,707,979

The financial statements were approved and authorised for issue by the Board of Management
and signed on its behalf on 14th August 2017.
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£3,995,321

Independent
Auditors’
Report

We will continue
to work hard to provide
excellent services and
stronger communities
for your future...

We have audited the financial statements of Muirhouse Housing
Association Limited for the year ended 31 March 2017 which comprise
a statement of comprehensive income, statement of changes in
reserves, statement of financial position and statement of cash
flow and related notes. The financial reporting framework that
has been applied in their preparation is applicable law and United
Kingdom Accounting Standards (United Kingdom Generally Accepted
Accounting Practice). Muirhouse Housing Association Limited
This report is made solely to the Association’s members, as a body, in
accordance with Co-operative and Community Benefit Societies Act
2014. Our audit work has been undertaken so that we might state to
the Association’s members those matters we are required to state to
them in an auditors’ report and for no other purpose. To the fullest
extent permitted by law, we do not accept or assume responsibility to
anyone other than the Association and the Association’s members as
a body, for our audit work, for this report, or for the opinions we have
formed.

Respective Responsibilities of Board of
Management and Auditors
As explained more fully in the Statement of Board of Management’s
Responsibilities the Association’s Board of Management, are
responsible for the preparation of the Financial Statements that give a
true and fair view.
Our responsibility is to audit and express an opinion on the financial
statements in accordance with applicable law and International
Standards on Auditing (UK and Ireland). Those standards require
us to comply with the Auditing Practices Board’s (APB’s) Ethical
Standards for Auditor

Scope of the audit on the Financial Statements
An audit involves obtaining evidence about the amounts and
disclosures in the financial statements sufficient to give reasonable
assurance that the financial statements are free from material
misstatement, whether caused by fraud or error. This includes an
assessment of: whether the accounting policies are appropriate
to the Association’s circumstances and have been consistently
applied and adequately disclosed; the reasonableness of significant
accounting estimates made by the Board of Management; and the
overall presentation of the financial statements. In addition, we
read all the financial and non- financial information in the Board of
Management’s report to identify material inconsistencies with the
audited financial statements and to identify any information that is
apparently materially incorrect based on, or materially inconsistent
with the knowledge acquired by us in the course of performing the
audit. If we become aware of any apparent material misstatements or
inconsistencies we consider the implications of our report.

Opinion on the financial statements
In our opinion the Financial Statements:
• give a true and fair view of the state of the Association’s affairs as at
31st March 2017 and of its surplus for the year then ended;
• have been properly prepared in accordance with United Kingdom
Generally Accepted Accounting Practice: and
• have been properly prepared in accordance with the Co-operative
and Community Benefit Societies Act 2014, the Housing (Scotland)
Act 2010 and the Determination of Accounting Requirements 2015.
In our opinion the exemption granted by the Financial Conduct
Authority from the requirement to prepare Group Accounts is
applicable as the amounts involved are not material.

Matters on which we are required to report
by exception
We are required to report to you if, in our opinion:
• the information given in the Board of Management’s Report is
inconsistent with the financial statements.
• proper books of account have not been kept by the Association in
accordance with the requirements of the legislation.
• a satisfactory system of control over transactions has not been
maintained by the Association in accordance with the requirements
of the legislation.
• the Income and Expenditure Account to which our report relates,
and the Balance Sheet are not in agreement with the books of the
Association.
• we have not received all the information and explanations
necessary for the purposes of our audit.
We have nothing to report in respect of these matters.

Alexander Sloan
Chartered Accountants,
Statutory Auditors, Edinburgh
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