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TABLE A - SUMMARY OF KEY SATISFACTION RESULTS FROM TENANT SATISFACTION SURVEY 2021 

ARC indicator 
number 

Measure 
% tenants very and fairly 

satisfied 2018  
% tenants very and 
fairly satisfied 2021  

Indicator Survey method Face to face & postal Telephone & online 

Indicator 1 
Satisfaction with Association’s overall 
service  

88.0% 81.8% 

Indicator 2 
Satisfaction with being kept informed 
about services and decisions  

90.1% 90.2% 

Indicator 5 
Satisfaction with opportunities to 
participate in decision making  

83.7% 73.0% 

Indicator 7 Satisfaction with quality of home  89.3% 75.8% 

Indicator 12 Satisfaction with repairs in last year 86.4% 80.0% 

Indicator 13 
Satisfaction with contribution of 
Association to management of 
neighbourhood  

81.5% 75.6% 

Indicator 25 
Rating of rent as very good or fairly good 
value for money 

89.2% 79.7% 
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Executive Summary 

This tenant satisfaction survey was carried out by Knowledge Partnership on behalf of Caledonia Housing Association 

(Caledonia Housing) using an interviewer led telephone questionnaire and an online survey, (the latter being 

administered by e-mail). The survey was carried out between January 27th 2021 and 5th March 2021, and by the 

conclusion of the survey period, 1,203 tenants had completed a survey, representing 53.3% of all sampled tenants. 

Context to the 2021 survey results 

We observe that the 2021 tenant survey results are generally weaker than those recorded in 2018  which was the 

Association’s most recent large scale tenant satisfaction survey.  Two factors appear to have had a bearing on the 

2021 survey results. First is the Coronavirus lockdown, where tenants who have been in contact with Caledonia 

Housing during this period but not had their enquiry resolved, are generally less satisfied in their rating of the 

Association. The second factor is tenants in the West housing area (Bellsmyre and Antonine Housing Associations) 

with these respondents tending to be less satisfied with services than their counterparts in what was the former, 

Caledonia Housing Association.  

If we exclude these two factors from the analysis, the Association’s results generally improve on those reported here 

e.g. overall satisfaction on the revised basis in 2021 is 90.0%. 

The 2021 survey results 

We provide here a summary of the 2021 survey.  We have reported the full survey results for the year, and also 

made comparisons with 2018 and the current Scottish Government Charter figures for RSLs (noting however, that 

these figures are based on surveys conducted over the period June 2017 to September 2020 and therefore do not 

fully reflect the challenges presented by Coronavirus, as will be the case with Caledonia Housing’s 2021 survey 

figures). 

Overall satisfaction 

➢ Taking everything into account, 81.8% of Caledonia Housing’s tenants are satisfied with services overall in 2021 

whilst 10.3% are dissatisfied.  In 2018, 88.0% of tenants were satisfied overall, whilst the latest Scottish RSL 

housing average (2019-20) for overall satisfaction is 89.3% (source: ARC data, published 4th December 20201). 

➢ Overall tenant satisfaction in 2021 varies somewhat by housing area with a high of 87.4% satisfied in Dundee 

declining to a low of 71.4% satisfied in the West area. 

 

➢ Tenant satisfaction also varies by dwelling type e.g. 89.7% of tenants living in cottages are satisfied overall 

compared to 77.8% of tenants living in houses.  In addition, tenants whose properties have 3 apartments (83.8% 

satisfied) are more positive about overall satisfaction than those who live in larger, 4 apartment homes (73.7%). 

 

➢ In general, households who are retired and those aged over 65 tend to be more satisfied than those who are 

aged 16 to 34, or those who are employed. Households containing no children (84.6% satisfied) are also much 

more positive about housing services than those which do contain children (75.0%). 

 

Housing quality 

➢ Most tenants (75.8%) are satisfied with housing quality (19.0% are dissatisfied).  The 2021 figure for satisfaction 

is much lower than 2018 (89.3% satisfied) and is also behind the RSL average (87.9%). 

 
1 Note, an estimated 95% of these surveys were carried out pre-Covid 19 
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➢ Housing quality satisfaction is variable according to the type of dwelling the tenant lives in e.g. amongst those 

living in cottages, 84.9% of tenants are satisfied with housing quality which contrasts with a figure of 75.4% for 

tenants living in flats and 71.1% for those living in houses. House size is also associated with housing quality i.e. 

satisfaction is highest for tenants living in 1 and 2 apartment homes (80.0%), and lowest for those living in 4 

apartment homes (65.3%). 

➢ Tenants who do not have children living at home are much more satisfied with housing quality (80.1% satisfied) 

when compared to households that include children (61.1%). 

 

➢ We observe from analysis that 84.1% of tenants who agree that their household energy bills are affordable are 

very or fairly satisfied with the quality of their home. For those tenants who disagree that their household 

energy bills are affordable, 52.3% are satisfied with the quality of their home suggesting a potential link between 

household energy bills e.g. insulation and heating systems, and housing quality. 

Repairs service 

 

➢ Eight in ten tenants (80.0%) in 2021 were satisfied with the repair service; 15.5% were dissatisfied (both figures 

are for repairs carried out in the last 12 months).  In 2018, satisfaction with the repair service was 82.0%. 

 

➢ In relation to property type and size, the tenants who are most satisfied with the repair service are those living in  

cottages (81.5% satisfied) and 1-2 apartment homes (85.3%). The least satisfied tenants on this measure are 

those that live in houses (77.8%) and 4 apartment homes (65.1%). 

 

➢ In terms of housing area, satisfaction with the repair service is highest for tenants that live in Dundee (84.2%) 

and lowest for those that live within the West housing area (72.1%). 

 

Information and participation 

 

➢ Ninety percent (90.2%) of tenants in 2021 said their landlord was good at keeping them informed about services 

and decisions whilst 3.0% said they were poor on this measure (in 2018, 90.1% said the Caledonia Housing was 

good at keeping them informed). The RSL average for keeping tenants informed is 92.0% meaning that the 

Association is performing similar to the Scottish landlord average on this measure. 

 

➢ Tenants’ rating of their satisfaction with opportunities to participate in 2021 may have been influenced by the 

survey method (telephone and online), and now stands at 73.0%, with 20.6% responding ‘neither-nor’. This 

compares to 83.7% satisfied and 9.8% saying ‘neither-nor’ in 2018 (which utilised face to face interviewing using 

showcard information).  The current RSL average for satisfaction with opportunities to participate is 83.7%.   

 

➢ Most tenants are not enthusiastic about changing the Association’s methods of participation i.e. 42.1% are 

satisfied with the current range and 23.7% are not interested in taking part in decisions. The two main 

suggestions made for making participation easier for tenants are providing more ways to participate online 

(5.6%) and providing more information on how to get involved (5.4%). 

 

Digital 

➢ Most tenants (74.9%) have access to the Internet although access levels tend to decline with age e.g. 97.1% 

access for those aged 25 to 34 compared to 41.6% for tenants aged over 75. 
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➢ On average, 53.4% of tenants with Internet access agree that the Association should continue to provide more of 

its services online (this figure rises to 66.2% for tenants who are already online and have an e-mail address). 

Approx. one in four tenants (27.2%) disagree that the Association should expand its range of online services 

(19.4% don’t know). Tenants with Internet access living in the West housing area (57.1%) are more supportive of 

extending online services than those living in Dundee (45.2%) – however, survey respondents from Dundee tend 

to be older than those responding from the West which is a factor known to associate with digital take-up. 

 

➢ Amongst tenants with an Internet connection, 39.0% have used the Connect app; 57.5 have not, with the main 

barriers to use being a preference for telephone contact (47.3%), not knowing much about the service (26.3%), 

not being interested in Connect (25.0%) and not needing to use the service yet (20.5%). Use of Connect is closely 

associated with age e.g. 48.3% of tenants with an Internet connection who are aged 16 to 24 have used this app 

compared to 23.4% of tenants aged 75 plus. 

 

➢ Asked what was their preferred means of contacting Caledonia Housing, most tenants (73.8%) said telephone 

whilst 23.6% said e-mail. We note that overall, combining all types of digital preferences together e.g. e-mail, 

text, Connect etc., 30.8% of tenants would use digital means to contact the Association while 69.2% would not 

use these methods. 

 

Rent and bills 

 

➢ Most tenants (79.7%) rate rent value for money as good in 2021; 9.5% say rent value is poor and 10.8% 

answered ‘neither good nor poor’ value.  During 2018, 89.2% of tenants said that rent as good value for money 

whilst the RSL average is 81.5% of tenants saying rent is good value. 

 

➢ In terms of dwelling type, tenants living cottages are the most positive on rent value (88.0% say rent is good 

value), whilst the least positive are those living in houses (76.5%). In relation to property size, tenants living in 1 

or 2 apartment homes are the most likely to say that rent is good value for money (83.2%) whilst tenants living in 

4 apartment homes are the least likely to be positive about rent value (70.8% say rent is good value). 

 

➢ With regard to housing areas, tenants living in Dundee, Perth City and Perthshire, Highland and Muirton all 

report more than 80.0% satisfaction with rent value e.g. for Perth City, the figure is 83.1% of tenants saying rent 

is good value.  By contrast, 66.4% of tenants living in the West housing area rate rents as being value for money 

(and 16.2% of tenants here say that rent is poor value). 

 

➢ Most tenants (72.5%) agree that their rent is affordable (6.3% disagree), whilst 60.7% say that any service 

charges are affordable (9.0% disagree). On the matter of affordability of household energy bills, 69.1% of tenants 

agree that these bills are affordable whilst 16.7% disagree. 

 

➢ We observe that there is an association between tenants’ views on rent affordability and value for money i.e. 

where the tenant agrees their rent is affordable, 89.1% rate rent as very good/fairly good value for money.  

However, this contrasts with tenants who disagree their rent is affordable where only 35.6% agree rent is good 

value for money. 

 

Neighbourhoods 

➢ Approx. three quarters of tenants (75.6%) are satisfied with the contribution of their landlord to the 

management of their neighbourhood (14.6% are dissatisfied).  The satisfaction level in 2021 is somewhat behind 

the figure for 2018 (81.5%) and is also short of the RSL average (86.3%).  



5 

 

 

➢ Tenants living in the Dundee housing area are the most positive about neighbourhood management (80.5%) 

whilst the least satisfied are those tenants living within the West area (71.7%). 

 

➢ We note that the housing area with the highest level of dissatisfaction on neighbourhood management is 

Perthshire, Highland and Muirton with 17.8% of these tenants being dissatisfied.  Within this housing area, the 

towns with the greatest level of dissatisfaction are Coupar Angus (40.0% dissatisfied) and Perth (38.2%). 

 

Coronavirus lockdown 

➢ Tenants were asked to rate how Caledonia Housing had managed its housing service during lockdown. In respect 

of this question, 78.5% of tenants are satisfied, 7.3% are dissatisfied, and 9.1% answered ‘neither satisfied nor 

dissatisfied’. 

➢ Most tenants (61.6%) have contacted Caledonia Housing during lockdown and 4.5% have been contacted by 

Association staff (32.6% have not made any contact).  The twin issues on which tenants have contacted the 

Association during this time are day-day repairs (52.4%) and emergency repairs (31.5%).   

 

➢ Amongst tenants who have contacted the Association during lockdown, most (68.3%) agreed that their enquiry 

had been resolved by Caledonia Housing staff whilst 26.3% said their enquiry had not been adequately resolved.  

We observe that these unresolved enquiries represent something of a drag on tenants’ overall satisfaction with 

Association services i.e. 60.4% of tenants with unresolved enquiries are satisfied with services overall compared 

to 87.6% for tenants where the enquiry had been resolved. 

Conclusions 

 

The 2021 tenant satisfaction survey indicates that the majority of tenants (81.8%) are satisfied with the overall 

service they receive from their landlord. In addition, around eight ten tenants are satisfied with most key elements 

of the housing service such as repairs, rents, and being kept informed.  

Possible areas for further investigation 

Whist a majority of tenants have expressed satisfaction with the housing service they receive from the Caledonia 

Housing, a minority have identified some dissatisfaction and based on the tenant feedback in these and other areas, 

we would propose the following as having potential for further investigation: 

− The lower levels of satisfaction amongst tenants living in the West housing area (mainly comprising the 

Bellsmyre estate and tenants in Kirkintilloch). Responses from the West to the survey have generally diminished 

the more positive results from tenants living in other housing areas. 

 

− Just under one in five tenants (19.0%) are dissatisfied with housing quality, and for these tenants, the top 5 

property improvements are: improving windows (39.5% of dissatisfied tenants); improving bathrooms (38.6%); 

reducing draughts/improving insulation (34.2%); improving/upgrading kitchens (33.3%); and dealing with 

dampness/condensation (32.9%). We also note from the survey that 16.7% of tenants do not think that their 

home energy bills are affordable which may have implications for heating, insulation etc. 

 

− From the perspective of tenants who are dissatisfied with their last property repair (15.5%), the main areas for 

improvement are: completing the repair on the first visit (37.6% of dissatisfied tenants); improving the quality of 

works (9.5%);  improving communication with landlord staff (8.3%); and better communication with the 

contractor (8.1%). 
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− The survey has indicated that approx. one in five tenants (20.6%) are potentially not aware of the various tenant 

participation opportunities that are open to them. These ‘unaware tenants’ are more likely to be found in 

Dundee, and to be younger i.e. aged 16-24. A small minority of tenants think that participation could be 

encouraged by offering more online engagement (5.6%) or by providing more information on tenant 

participation (5.4%).  

 

− Around one in three tenants (30.8%) have a preference for some form of digital contact with the Association, 

whilst 53.4% of those with Internet access think that Caledonia Housing should continue to extend its digital 

service offering e.g. to facilitate repair requests online (14.2%). 

 

− Amongst tenants with Internet access, around one in four have still to use the Connect app but have not done so 

because they don’t know much about the service (26.3%) or haven’t yet needed to use it (20.5%). This suggest 

some scope amongst tenants who are already Internet users to create further demand for online services 

through promotion of the Connect app. 

 

− When asked what would improve their neighbourhood as a place to live, the top five tenant suggestions were: 

tackling anti-social behaviour (11.6%); dealing with problem neighbours (11.4%); tackling dog fouling (10.2%); 

better soft landscaping/maintenance (9.6%); and improving communal areas e.g. bin storage (9.5%). 

 

− Tenants who rated rent as fairly or very poor value for money indicated that improving the inside of the home 

(48.2% of tenants rating ret value as poor); reducing rent levels (40.2%) and providing a better repair service 

(31.3%) would be the three main rent value improvement areas.  

 

− Failure to deal with tenants requests during Coronavirus, which affects 26.3% of tenants who have contacted the 

Association since March 2020, appears strongly associated with lower levels of overall tenant satisfaction i.e. 

60.4% overall satisfaction for this target group who together account for 16.4% of all survey responses. 

 

− The three main items that tenants agree could be improved in terms of the Association’s service delivery during 

lockdown are the repair service (23.8% of all tenants agree that response could be improved for this service), 

estates maintenance (22.8%), and contact and communication (22.1%). 
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Introduction 

This tenant satisfaction survey was carried out by Knowledge Partnership on behalf of Caledonia Housing Association 

(the Association) using an interviewer led telephone questionnaire and an online survey.  The survey was 

administered between January 27th 2021 and March 5th 2021.   

Survey sampling and survey response 

The survey sampling frame comprised a stratified random sample of 2,300 tenant properties drawn from a 

population of 4,470 housing units2. Telephone interviewing took place using a proportionate sampling method 

whereby interviews were administered according to factors such as scheme ID, local authority housing area, 

property type etc.  Tenants responding to the online survey were self-selecting.  Table B shows the actual number 

and percentage of surveys that were obtained by housing area report code and compares these figures with the data 

for all Association stock. 

Table B – Survey sample by housing area report code (numbers and proportions) 

Housing area report code Completed surveys Percentage All stock Percentage 

ANG 91 7.6% 271 6.1% 

BELLS1 55 4.6% 193 4.3% 

BELLS2 88 7.3% 294 6.6% 

DUNB 31 2.6% 122 2.7% 

DUNDE1 40 3.3% 183 4.1% 

DUNDE2 61 5.1% 237 5.3% 

DUNDE3 82 6.8% 284 6.4% 

DUNDE4 32 2.7% 129 2.9% 

DUNFIF 44 3.7% 150 3.4% 

EASPER 73 6.1% 288 6.4% 

HIGH 107 8.9% 303 6.8% 

HIGPER 74 6.2% 272 6.1% 

KIRKIN 73 6.1% 285 6.4% 

MUIRTO 68 5.7% 287 6.4% 

PERTH1 39 3.2% 183 4.1% 

PERTH2 57 4.7% 267 6.0% 

PERTH3 74 6.2% 256 5.7% 

PERTH4 47 3.9% 203 4.5% 

PERTH5 67 5.6% 263 5.9% 

Total 1,203 100.0% 4,470 100.0% 

 
 

 

 

 

 
2 Sampling frame: 2,000 for CHA and 300 for ex-Bellsmyre Housing Association 
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As illustrated in table B, across a total of 1,203 completed surveys, there was a close match between the proportion 

of ‘completes’ by housing area report code, and the ‘all stock’ percentages e.g. 4.6% of all interviews (surveys) were 

completed with tenants living in ‘BELS1’, compared to 4.3% of all tenants who live in this housing area.  The adjusted 

survey response rate is 53.3%; this excludes 43 tenants who asked to be withdrawn from the interview process at 

the pre-survey stage.  

Table C provides a breakdown of completed interviews by housing area (derived from the housing area report code 

data), and also shows the percentage of tenants by housing area across all stock.  As illustrated in table C, 29.1% of 

all surveys were completed with tenants living in the Dundee area compared to 28.1% of all tenants that live in this 

location. 

Table C – Survey sample by housing area 

Housing area Completed surveys Percentage All stock Percentage 

Dundee 350 29.1% 1,254 28.1% 

West 247 20.5% 894 20.0% 

Perthshire, Highland & Muirton 322 26.8% 1,150 25.7% 

Perth City 284 23.6% 1,172 26.2% 

Totals 1,203 100.0% 4,470 100.0% 

 
Association split 

As illustrated in table D, most surveys (88.1%) were carried out with ‘Caledonia Housing’ tenants whilst 11.9% of the 

total were completed with tenants in the Bellsmyre housing area. 

Table D – Surveys split by Association 

Association Count % all surveys response rate 

Bellsmyre HA 143 11.9% 48.3% 

Caledonia HA 1,060 88.1% 54.1% 

Caledonia HA including Bellsmyre 1,203 100.0% 53.3% 

 
Interviewee and property profile3 

The information presented below provides a breakdown of tenant surveys by the characteristics of age, household 

type/size, tenant status e.g. working, retired etc., ethnic grouping, housing benefit status, apartment size, and 

property type. 

Table E shows that a range of tenant age groups took part in the survey and illustrates for example that 6.4% of 

those responding were aged 16 to 24 years of age, 15.3% were aged 35 to 44 years etc. 

Table E –Survey sample by age group (base 1,203) 

Tenant age % all surveys Tenant age % all surveys 

16 to 24 6.4% 55 to 64 21.9% 

25 to 34 13.5% 65 to 74 15.8% 

35 to 44 15.3% 75 plus 9.6% 

45 to 54 17.5% Total 100.0% 

 
3 Note the base for tenant profiling will vary according to the number of responses provided for a given question 
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Table F illustrates the break-down of survey responses by household size/type.  This shows a wide range of 

households for example, 19.1% of all surveyed households comprised one adult under 60 years of age, 31.8% 

comprised one adult aged 60 and over etc.  Households containing children represent 22.4% of all households that 

were surveyed. 

Table F –Survey sample by household size/composition (base 1,165) 

Household size/composition % all surveys Household size/composition % all surveys 

One adult under 60 19.1% 1 adult with children 11.2% 

One adult aged 60 or over 31.8% 2 adults with children 9.1% 

Two adults both under 60 8.1% 3 or more adults with children 2.1% 

Two adults, at least one 60 or over 11.0% Other/declined 2.8% 

Three or more adults 16 or over 4.9% Totals 100% 

 
As set out in table G,  most surveyed tenants were either retired (34.8%) or working (31.6%). This table will add to 

more than 100% because tenants may have chosen more than one status e.g. part time work and student. 

Table G –Survey sample by tenant status (base 1,158) 

Status % all surveys Status % all surveys 

Retired 34.8% Carer 3.5% 

Full time/part time work 31.6% Student/training 3.7% 

Unable to work 20.8% Not seeking work/at home with children 2.8% 

Job seeker 5.5% Other/declined 4.2% 

 
Ethnic origin 

Most tenants surveyed were white, with 80.3% declaring themselves to be ‘White Scottish’, and 11.7% saying they 

were ‘White British’. Approx. six percent (6.1%) of those surveyed comprised another ethnic background, e.g. Polish 

(2.3%). Approx. two percent of tenants (1.9%) declined to answer. 

Housing benefit status 

Half of tenants (50.1%) received government assistance to pay their rent whilst 44.5% were in not in receipt of any 

government help to pay their rent. A small proportion of tenants did not know or declined to answer this question 

(5.4%). 

Property size and type 

As illustrated in table H, most interviews were carried out with tenants living in 3 apartment homes (45.9%) and flats 

(61.3%) 

Table H  – Survey sample by dwelling size and type (base 1,203) 

Appt size % survey Property type % survey 

1-2 apt 35.2% Cottage 15.4% 

3 apt 45.9% Flat 61.3% 

4 apt 15.9% House 23.4% 

5 or more apts. 3.0% Totals 100.0% 
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Data weighting 
 
The data presented in this report is un-weighted. Weighting can be applied if required following discussion with the 

Association. 

Report layout 

This report sets out tenant feedback on the questions that were posed in the survey.  For each section, figures are 

provided alongside the relevant commentary.   

Comparisons 

Throughout the report we have made comparisons where possible with the Association’s previous tenant 

satisfaction survey (2018). Note that for the Association’s 2021 survey, a telephone and online survey method was 

used. This was done to allow the service to meet its statutory reporting requirements whilst gathering tenant data in 

a non-contact way.  Previous tenant surveys have been carried out using face to face methods (2018) and post 

(2016) and it is likely that some of the variation between the 2021 and 2018 tenant survey results will be attributable 

to the change in survey method. In addition, the 2021 survey fieldwork was carried out at a time when all housing 

services were constrained by Coronavirus and this situation is likely to have had a bearing on the  survey results.  

Finally, in 2021, the scope of the survey included ex Bellsmyre Housing and Antonine Housing stock; neither of these 

associations’ tenants were consulted during the 2018 tenant satisfaction survey. 

We have also made comparisons in this report between Caledonia Housing’s 2021 results and the 2019-20 RSL 

figures reported by the Scottish Housing Regulator in December 2020.  We would note here that 95% of the RSL 

results reported by the Regulator in December were compiled from surveys that were carried out before 

Coronavirus lockdown i.e. when housing services were unconstrained. 

For all of the reasons set out above we would advise caution when considering the comparisons made in this report 

between the Associations 2021 data, and the figures for 2018 and the RSL average. 

Rounding 

Note that as a result of the way Excel deals with rounding (rounding up all data), some figures in the charts and 

tables contained within this report may not sum to exactly 100%. 

Small data sets 

To make it easier to read the Excel charts, any figures of 2% or less have been excluded from the chart displays. 

Margin of error 

Based on population of 4,470 households, and a response rate of 1,203 completed surveys, the margin of error for the 

data contained in this survey is +-2.44%.   
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Overall Tenant Satisfaction  

Figure 1 sets out the level of tenant satisfaction with the overall service provided by Caledonia Housing Association 

(Caledonia Housing) and illustrates that 81.8% of tenants are satisfied in 2021.  Approx. on in ten tenants (10.3%) are 

dissatisfied with the Association’s service overall. The comparable Caledonia Housing satisfaction figure for 2018 was 

88.0%. Amongst all other RSL’s submitting data to the Annual Return on the Charter (ARC) for 2019-20, the sector 

average satisfaction level recorded was 89.3%.4    

Figure 1 –Satisfaction with the overall service provided by Caledonia Housing Association (base 1,197) 

Q-Taking everything into account, how satisfied or dissatisfied are you with the overall service provided by Caledonia 

Housing Association? 

 

Overall satisfaction by housing area 

Analysis of the responses for overall tenant satisfaction by housing area (table 1) illustrates some variation, i.e. 

Dundee (87.4% satisfied), Perth City (83.7%), Perthshire, Highland & Muirton (81.8%) and West (71.4%). 

 

 

 
4 This covers RSL surveys carried out between June 2017 and September 2020 (base 151 associations ex CHA) 
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Table 1 - Overall satisfaction by housing area (base 1,197) 

Q-Taking everything into account, how satisfied or dissatisfied are you with the overall service provided by Caledonia 

Housing Association? 

Housing area 
Very 

satisfied 
Fairly 

satisfied 
Neither-

nor 
Fairly 

dissatisfied 
Very 

dissatisfied 
No 

opinion 

Dundee 47.3% 40.1% 2.9% 5.7% 3.7% 0.3% 

Perth City 53.0% 30.7% 6.7% 4.6% 3.5% 1.4% 

Perthshire, Highland & 
Muirton 

50.9% 30.9% 8.4% 4.1% 5.0% 0.6% 

West 34.3% 37.1% 11.4% 6.5% 9.0% 1.6% 

All areas 47.0% 34.8% 7.0% 5.2% 5.1% 0.9% 

 
Table 2 illustrates tenant satisfaction by tenant profile and shows that tenants who are older e.g. 75 plus, 89.7% 

satisfied) or retired (88.4%) tend to be much more satisfied overall than those who are employed (77.6%), have 

children at home (75.0%) or who  are younger e.g. 71.4% of tenants aged 25 to 34 are satisfied overall. 

Table 2 - Overall satisfaction by tenant profile (base 1,197) 

Q- Taking everything into account, how satisfied or dissatisfied are you with the overall service provided by Caledonia 

Housing Association? 

Tenant profile 
Very 

satisfied 
Fairly 

satisfied 
Neither-

nor 
Fairly 

dissatisfied 
Very 

dissatisfied 
No 

opinion 

75 plus 52.6% 37.1% 2.6% 5.2% 1.7% 0.9% 

Retired 52.5% 35.9% 3.0% 4.5% 2.8% 1.3% 

65 to 74 52.6% 35.3% 3.7% 5.3% 2.1% 1.1% 

Single person household 51.6% 34.0% 5.2% 4.9% 3.7% 0.5% 

45 to 54 47.6% 38.0% 5.8% 4.3% 4.3%  

55 to 64 48.3% 36.9% 4.9% 4.9% 3.4% 1.5% 

Non-disabled household 47.2% 37.5% 6.7% 4.7% 3.1% 0.9% 

Household without 
children 

49.7% 34.9% 5.6% 5.1% 3.9% 0.8% 

No help with rent 43.9% 39.0% 6.8% 4.7% 4.5% 1.2% 

Receive rent help 49.8% 31.8% 7.2% 5.7% 4.8% 0.7% 

Unable to work 51.6% 29.0% 7.7% 4.5% 6.8% 0.5% 

Disabled household 48.2% 32.1% 6.5% 5.2% 6.9% 0.9% 

Other not working 43.0% 36.4% 7.3% 5.3% 7.3% 0.7% 

2 or more person 
household 

43.2% 35.6% 8.3% 5.4% 6.3% 1.1% 

Employed 40.2% 37.4% 10.5% 5.8% 5.3% 0.8% 

35 to 44 47.0% 29.0% 7.7% 4.9% 10.9% 0.5% 

Household with children 40.8% 34.2% 10.4% 5.4% 8.5% 0.8% 

25 to 34 37.9% 33.5% 13.7% 5.0% 8.7% 1.2% 

16 to 24 36.8% 31.6% 17.1% 9.2% 3.9% 1.3% 

All tenants 47.0% 34.8% 7.0% 5.2% 5.1% 0.9% 
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Tenant satisfaction by property type and size is shown in table 3 and illustrates that satisfaction is highest for tenants 

who live in cottages ( 89.7% satisfied) but lowest for tenants living in houses (77.8.%). In terms of property size, 

tenants living in 3 apartment homes (83.8% satisfied) are more satisfied with services overall than those who live in 

larger homes, i.e. 4 apartment properties (73.7%). 

Table 3 - Overall satisfaction by property profile (base 1,197) 

Q-Taking everything into account, how satisfied or dissatisfied are you with the overall service provided by Caledonia 

Housing Association? 

Property profile 
Very 

satisfied 
Fairly 

satisfied 
Neither-nor 

Fairly 
dissatisfied 

Very 
dissatisfied 

No opinion 

Cottage 53.8% 35.9% 3.8% 4.3% 1.6% 0.5% 

3 apt. 48.4% 35.4% 7.3% 3.6% 4.2% 1.1% 

1 or 2 apt. 50.0% 33.4% 5.0% 7.1% 3.8% 0.7% 

Flat 45.4% 35.9% 7.2% 5.2% 5.3% 1.0% 

House 46.4% 31.4% 8.6% 5.7% 6.8% 1.1% 

5 + apt. 38.9% 36.1% 8.3% - 16.7% - 

4 apt. 37.9% 35.8% 10.5% 6.3% 8.4% 1.1% 

All properties 47.0% 34.8% 7.0% 5.2% 5.1% 0.9% 

 
Housing service improvements 

Overall, 10.3% of all tenants are fairly or very dissatisfied with the service provided by their landlord in 2021.  The 

top 5 groups that are most likely to be dissatisfied with services are: 

✓ Tenants aged 16 to 44 e.g. 15.8% of tenants aged 35 to 44 are dissatisfied overall 

✓ Tenants who have children in the home (13.9%) 

✓ Tenants living in larger properties e.g. 4-5 apartment (16.7% of tenants living in 5 apt homes are dissatisfied)  

✓ Tenants who live in houses (12.5%) 

✓ Disabled households (12.1%). 
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Housing Quality Satisfaction 

Overall tenant satisfaction with the quality of housing is set out in figure 2 and reveals that 75.8% of tenants are 

satisfied with their home whilst 19.0% are dissatisfied in 2021.  The current year figures for this measure are approx. 

14% points adrift of those found during the 2018 survey (89.3% satisfied). The RSL sector average for housing quality 

is 87.9% satisfied.  

Figure 2 –Satisfaction with housing quality overall (base 1,196) 

Q- Overall, how satisfied or dissatisfied are you with the quality of your home? 

 

Table 4 illustrates some degree of variation in satisfaction with housing quality by property type with the highest 

satisfaction found amongst tenants living in cottages (84.9%) and the lowest found amongst tenants in flats (75.4%) 

and houses (71.1%). 

Table 4 - Satisfaction with housing quality by property type (base 1,196) 

Q- Overall, how satisfied or dissatisfied are you with the quality of your home? 

Property type Very satisfied Fairly satisfied Neither-nor Fairly dissatisfied Very dissatisfied 

Cottage 51.4% 33.5% 3.2% 8.6% 3.2% 

Flat 43.8% 31.6% 5.3% 13.0% 6.3% 

House 38.2% 32.9% 5.7% 18.2% 5.0% 

All types 43.6% 32.2% 5.1% 13.5% 5.5% 
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Housing quality satisfaction is highest for tenants living in 1-2 apartment homes (80.0% satisfied) and lowest for those 

living in 4 apartment homes (65.3%) - (table 5). 

Table 5 - Satisfaction with housing quality by property size (base 1,196) 

Q- Overall, how satisfied or dissatisfied are you with the quality of your home? 

Property apartments Very satisfied Fairly satisfied Neither-nor Fairly dissatisfied Very dissatisfied 

1 or 2 apt. 49.6% 30.4% 2.4% 12.4% 5.2% 

3 apt. 43.8% 33.0% 6.8% 11.5% 4.9% 

5 + apt. 36.1% 33.3% 8.3% 16.7% 5.6% 

4 apt. 31.6% 33.7% 5.8% 21.1% 7.9% 

All sizes 43.6% 32.2% 5.1% 13.5% 5.5% 

 
In relation to tenant profile, table 6 illustrates that satisfaction with housing quality is highest amongst retired and 

single person households, and tenants without children e.g. 85.6% of retired households are satisfied with housing 

quality. Conversely, satisfaction is lowest amongst tenants who are ‘other not working’ i.e. job seekers, looking after 

children at home, carers etc., (64.5% satisfied) and those tenants with children at home (61.1%). 

Table 6 - Satisfaction with housing quality by tenant profile (base 1,196) 

Q- Overall, how satisfied or dissatisfied are you with the quality of your home? 

Tenant profile Very satisfied Fairly satisfied Neither-nor Fairly dissatisfied Very dissatisfied 

Retired 53.4% 32.2% 3.0% 7.8% 3.5% 

Single person household 49.9% 30.8% 3.7% 11.2% 4.4% 

Household without children 48.3% 31.8% 4.0% 11.8% 4.1% 

No help with rent 41.7% 37.2% 4.5% 11.8% 4.8% 

Non-disabled household 41.6% 35.9% 6.0% 12.3% 4.1% 

Disabled household 47.2% 27.2% 3.7% 15.4% 6.6% 

Receive rent help 45.4% 27.7% 5.2% 15.7% 6.0% 

Employed 35.8% 36.4% 5.6% 15.8% 6.4% 

Unable to work 47.5% 24.7% 5.0% 16.9% 5.9% 

2 or more person household 37.2% 33.0% 6.5% 16.8% 6.5% 

Other not working 36.2% 28.3% 7.9% 19.7% 7.9% 

Household with children 29.2% 31.9% 8.5% 20.8% 9.6% 

All tenants 43.6% 32.2% 5.1% 13.5% 5.5% 

 
Housing quality satisfaction by housing area is shown in table 7 and illustrates that the most satisfied housing areas 

in relation to housing quality are Dundee (82.0% satisfied), and Perthshire, Highland & Muirton (80.9%) whilst the 

least satisfied are Perth City (77.0%) and West (59.3%). In the case of the West area, 20.9% of these tenants are 

dissatisfied with the quality of their home. Respondents allocated to the West area for analysis purposes mainly 

reside in Bellsmyre (57.9%) and Kirkintilloch (25.9%). Housing quality satisfaction amongst Bellsmyre tenants is 

57.4% whilst for tenants living in Kirkintilloch satisfaction is 58.7%. 

Note that in relation to all survey responses, the West housing area accounts for 20.5% of all survey responses.  
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Table 7 - Satisfaction with housing quality by housing area (base 1,196) 

Q- Overall, how satisfied or dissatisfied are you with the quality of your home? 

Housing area 
Very 

satisfied 
Fairly 

satisfied 
Neither-

nor 
Fairly 

dissatisfied 
Very 

dissatisfied 

Dundee 51.6% 30.4% 4.6% 10.9% 2.6% 

Perthshire, Highland & Muirton 46.1% 34.8% 2.8% 11.6% 4.7% 

Perth City 47.2% 29.8% 4.3% 14.5% 4.3% 

West 25.2% 34.1% 9.8% 18.7% 12.2% 

All areas 43.6% 32.2% 5.1% 13.5% 5.5% 

 
Housing quality improvements 

Two hundred and twenty eight tenants (19.0%) were fairly or very dissatisfied with the housing service overall and 

these tenants were asked what improvements were needed to provide a better quality home.  As illustrated (figure 

3), the five main improvements needed are: windows (39.5% of dissatisfied tenants), bathrooms (38.6%), insulation 

(34.2%), kitchens (33.3%), and dampness/condensation (32.9%).   

Figure 3 – Improving housing quality (base 228) 

Q- Is there anything that should be improved about your home?  
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Housing comments 

Approx. half of the tenants (46.0%) who were dissatisfied with housing quality made an additional comment about 

housing improvement and these are set out in annex 1.   By way of example, some of the comments made by 

tenants were as follows: 

✓ ‘In my honest opinion my whole house is falling apart. Interior doors have come off, kitchen is an absolute 

shambles. So much wrong, no space, doors/drawers coming off, worktops damaged the list is endless. Had 

my bathroom done not long ago, taps are loose and the ceiling is covered with mould despite fan on all day. 

I’m constantly cleaning mould off the bedroom walls despite having new air-vents put in which make the 

house freezing. This flat has never been so cold it’s awful; can’t bear living here anymore, sick of painting 

over the cracks literally’. (West, Bellsmyre) 

 

✓ ‘Mould in the bedroom. Have called but nothing has been done as yet (in the upper corner of the ceiling). 

Boiler is extremely old; was noted at inspection as being in need of replacement. Extractor fan is also in need 

of replacement as it doesn't work correctly. Radiators need bleeding’. (Perth City) 

 

✓ ‘The new windows that were put in are draughtier than the original wood windows/workmanship is not 

satisfactory. There’s  excessive damp on one wall. Door is not hung correctly, consequently issues with 

closing the door. Issues also with the boiler as keep having the repairmen out but still have issue with it and 

the radiators are leaking’. (West, Kirkintilloch). 
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Repair Service 

Satisfaction with repairs 

Approx. six in ten tenants (57.7%) have had a property repair in the last 12 months (42.3% have not).  

Amongst tenants whose homes have been repaired in the last year, 80.0% are satisfied with the last repair whilst 

15.5% are dissatisfied (figure 4).  In 2018, 86.4.0% of tenants were satisfied with their last repair whilst the latest RSL 

average for repair satisfaction is 93.0% although this figure includes transactional repairs satisfaction data as well as 

data collected by means of tenant surveys. 

Figure 4 – Satisfaction with the repair service (base 674-repair in last year only) 

Q- Thinking about the last time you had repairs carried out, how satisfied or dissatisfied were you with the repair service 

provided by Caledonia Housing Association? 

 

Repairs satisfaction by property factors 

Table 8 illustrates repairs satisfaction by factors of property size and type.  

This table shows that the most satisfied tenants by property size and type are those living 1 or 2 apt. homes (85.3% 

satisfied) and cottages (81.5%). Conversely, the tenants who are the least satisfied with the repair service are those 

who live in flats (79.8% satisfied), houses (77.8%) and 4 apt. homes (65.1%). 
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Table 8 - Satisfaction with repairs by property profile (base 674-repair in last year only) 

Q- Thinking about the last time you had repairs carried out, how satisfied or dissatisfied were you with the repair service 

provided by Caledonia Housing Association? 

Property profile Very satisfied Fairly satisfied Neither-nor Fairly dissatisfied Very dissatisfied 

1 or 2 apt. 60.4% 24.9% 4.1% 6.9% 3.7% 

Cottage 56.3% 27.7% 6.3% 4.5% 5.4% 

3 apt. 60.2% 21.3% 7.5% 4.7% 6.3% 

5 + apt. 50.0% 30.8% - 3.8% 15.4% 

Flat 59.6% 20.2% 6.5% 6.5% 7.3% 

House 52.8% 25.0% 2.8% 9.1% 10.2% 

4 apt. 44.6% 20.5% 3.6% 13.4% 17.9% 

All repairs (last year) 57.3% 22.7% 5.5% 6.8% 7.7% 

 
Repairs satisfaction by tenant ‘occupation’ 

Figure 5 analyses repair service satisfaction by ‘occupation’ and shows that retired tenants (85.0% satisfied), and 

those who are unable work ( 81.9%) are much more satisfied with repairs than tenants who are employed (74.9%) . 

Figure 5 – Satisfaction with repairs by tenant occupation (base 674-repair in last year only) 

Q- Thinking about the last time you had repairs carried out, how satisfied or dissatisfied were you with the repair service 

provided by Caledonia Housing Association? 
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Repairs satisfaction by housing area 

As set out in table 9, satisfaction with the repair service varies by location e.g. in Dundee, 84.2% of tenants are 

satisfied with the last property repair compared to 83.5% for Perthshire, Highland & Muirton, 77.3% for Perth City, 

and 72.1% for the West. 

Table 9 - Satisfaction with repairs by housing area (base 674-repair in last year only) 

Q- Thinking about the last time you had repairs carried out, how satisfied or dissatisfied were you with the repair service 

provided by Caledonia Housing Association? 

Housing area 
Very 

satisfied 
Fairly 

satisfied 
Neither-

nor 
Fairly 

dissatisfied 
Very 

dissatisfied 

Dundee 54.8% 29.4% 4.1% 5.1% 6.6% 

Perthshire, Highland & 
Muirton 

60.8% 22.7% 3.9% 3.3% 9.4% 

Perth City 58.7% 18.6% 7.2% 9.6% 6.0% 

West 54.3% 17.8% 7.8% 10.9% 9.3% 

All repairs (last year) 57.3% 22.7% 5.5% 6.8% 7.7% 

 
Improving the repair service 

As shown in figure 6, the top three improvement suggestions for the repair service are: 

1. Complete the repairs on the first visit whenever possible (10.5% of all tenants) 

2. Improve the quality and materials used (9.5%) 

3. Improve communication with Caledonia Housing staff (8.3%). 

Figure 6 – Improving the repair service (base 1,186, all repairs regardless of time frame) 

Q- Is there anything that you feel should be improved about the repair service? 
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Approx. half of the tenants (50.4%) said that nothing needed to be improved about the repair service whilst 14.5% 

did not know.   

Repair service comments 

One hundred and fifty three tenants (12.9%) made an additional comment about repair service improvement and 

these are set out in annex 2. Some examples of these comments are provided below: 

✓ ‘Caledonia states when job should be finished and sends an email the day after to check on the repair. It 

would be better if they checked to see if it has been completed first, and follow up if it hasn't, saving the 

tenant having to phone many times to find out when the repair worker is going to call’. 

 

✓ ‘Repair workers should wear protective clothing when they are doing work. Previously have had guys come 

in with no shoe coverings and have left a lot of mess (I have cream carpets) so I'd expect this out of 

courtesy’. 

 

✓ ‘Send the appropriate people out to successfully finish the job.  I had a man come out, dismantle most of the 

wall in the kitchen where the cooker is, ripped most off and never finished what he was doing. According to 

him. he never knew the job was so severe; he got a note from housing to fill a couple of holes’. 
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Information, Participation and Contact 

In 2021, 90.2% of tenants rated ‘being kept informed’ as good, whilst 3.0% said that the Association was poor on this 

measure (and 6.7% replied ‘neither good nor poor’) (figure 7). Tenant satisfaction with being kept informed is 

equivalent to the 2018 survey (90.1% saying good) and is similar to the RSL sector average (92.0%). 

Figure 7 –Information (base 1,177) 

Q- How good or poor do you feel Caledonia Housing Association is at keeping you informed about their services and 

decisions? 

 

Improvements to information 

Tenants who rated information provision as poor where asked to say what should be done to keep tenants better 

informed about the Association’s services and decisions.  Considering only the 3.0% of tenants who rated the service 

as poor, the main suggested improvements were: 

✓ Have more local information in their newsletter (50.0%) – we observe that 27.8% of these requests came 

from ‘Bellsmyre’ tenants whilst this cohort represented only 11.9% of the survey sample 

✓ Staff to be more visible and accessible in the local area (30.6%) 

✓ Put more information and services online (30.6%) 

✓ Improve the website (5.6%) 

✓ Improve the Connect app (5.6%). 
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Just under one in ten tenants (8.3%) did not know what improvements were required to keep them better informed, 

whilst 22.2% made another comment on improvement to information provision (see annex 3). 

Tenant participation 

As illustrated in figure 8, 73.0% of tenants are satisfied with opportunities to participate whilst 6.4% are dissatisfied 

(20.6% of tenants are neutral on this question answering ‘neither-nor’).  In 2018, 83.7% of tenants were satisfied on 

this measure. 

Figure 8 –Participation (base 1,159) 

Q- How satisfied or dissatisfied are you with opportunities given to you to participate in Caledonia Housing 

Association’s decision making process? 

 

Analysis by ‘awareness’ 

Taking the neutral response of ‘neither satisfied nor dissatisfied’ as a figure that potentially illustrates a requirement 

to make tenants more aware of participation, in table 10, we have set out the survey responses by housing area and 

tenant age for the neither-nor response (in ascending order).  

This table shows that in the West (19.2% neither-nor) and Perth City (19.3%), awareness of tenant participation is 

potentially higher than for locations like Dundee (22.4%), albeit by only 3% points. A similar analysis for tenant age in 

table 10 illustrates that the tenants who are potentially the least likely to be aware of tenant participation are those 

aged 16-24 (24.7% replied ‘neither-nor’). 
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Table 10 – Participation ‘neutral replies’ (base 1,159 ordered by reducing degree of awareness) 

Q- How satisfied or dissatisfied are you with opportunities given to you to participate in Caledonia Housing 

Association’s decision making process? 

Housing area and tenant age 
Very 

satisfied 
Fairly 

satisfied 
Neither-nor 

Fairly 
dissatisfied 

Very 
dissatisfied 

West 34.6% 39.2% 19.2% 4.2% 2.9% 

Perth City 36.9% 37.6% 19.3% 4.7% 1.5% 

55 to 64 39.8% 36.2% 19.7% 3.5% 0.8% 

65 to 74 43.2% 27.6% 20.0% 7.0% 2.2% 

35 to 44 37.9% 36.2% 20.3% 2.8% 2.8% 

75 plus 37.5% 33.9% 20.5% 6.3% 1.8% 

25 to 34 35.1% 35.7% 20.8% 5.2% 3.2% 

Perthshire, Highland & Muirton 44.2% 30.6% 21.0% 2.9% 1.3% 

45 to 54 38.2% 36.8% 21.1% 2.9% 1.0% 

Dundee 36.4% 33.1% 22.4% 6.6% 1.5% 

16 to 24 28.8% 38.4% 24.7% 8.2% - 

All tenants and all areas 38.2% 34.8% 20.6% 4.7% 1.7% 

 
Encouraging participation 

As illustrated in figure 9, most tenants are either happy with the current methods of participating in decision making 

(42.1%), have no interest in participating (23.7%), or don’t know (17.4%). For those tenants with some degree of 

interest, the two main ways of encouraging participation would be more online participation (5.6%) and providing 

more information about how to get involved (5.4%) in this area.  

Figure 9 – Encouraging participation (base 1,163) 

Q- In practical terms, what - if anything - should Caledonia Housing do to make it easier for you to participate in its 

decision making?) 
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Other tenant participation comments 

The 2.7% of tenants in figure 9 recorded as ‘other’ have their comments set out in annex 4 and include comments such 

as ‘Feedback forms by letter needed as not everyone is online’, ‘Feels like they do not take feedback into account’ and 

‘get groups together again’. 

Internet access 

As illustrated in figure 10, most tenants (74.9%) have access to the Internet, although access varies by age of tenant. 

Figure 10 –Internet access (base 1,087) 

Q- Do you have access to the Internet for personal use? (Yes) 

 

Internet access 

Amongst tenants with access to the Internet the three main ways of arranging this are by mobile phone (72.2% of all 

Internet access involves a smart mobile phone), by PC/laptop (43.3%), and by tablet (35.3%) – table 11. 

Table 11 – Means of accessing the Internet (base 812) 

Q- How do you currently access the Internet? 

Method % all users Method % all users 

Smart mobile phone 72.2% Xbox/Play-station 3.4% 

PC or laptop 43.3% Friends or family 1.7% 

Tablet e.g. iPad 35.3% Other 1.1% 

Smart TV 5.9% Internet use at public library 0.1% 

 
Reasons not to access the Internet 

Table 12 illustrates why a minority of tenants (25.1%) choose not to access the Internet. The main reason given by 

tenants is  ‘Not interested in using the Internet’ (72.9%), followed by a lack of knowledge or skills (23.7%). Other 

reasons (5.0%) include: ‘Daughter does anything for me that requires internet’; ‘Don't have a phone line’; ‘I am 

blind’; and ‘I've no room for this’. 
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Table 12 – Reasons for not having access to the Internet (base 262) 

Q- As you do not have access to the Internet, please tell us the reasons why? 

Barrier % non- users Barrier % non-users 

Not interested in using the Internet 72.9% 
Equipment costs are too high e.g. 
laptop, tablet 

2.3% 

Lack of knowledge or skills 23.7% 
Broadband Internet is not available in 
our area 

1.1% 

Access costs are too high e.g. 
broadband subscriptions 

6.5% Privacy or security concerns 0.4% 

Physical or sensorial disability 4.2% Other 5.0% 

 
Caledonia Housing’s online provision 

Tenants with Internet access were asked whether the Association should continue to provide more of its services 

online. Table 13 shows that overall, 53.4% of tenants agree that this should be the case whilst 27.2% said ‘no’ and 

19.4% don’t know.  As illustrated in table 13, where the tenant has an email address (in addition to Internet access), 

they are more likely to agree than other tenants that the Association should continue to provide more of its services 

and information online (66.2%). 

Table 13 – Caledonia online service provision by e-mail access (base 798) 

Q -  Should the Association continue to provide more of its services and information online? 

Survey method Yes No Don't know 

Phone survey 48.7% 33.7% 17.6% 

Online survey 66.2% 9.4% 24.4% 

All tenants 53.4% 27.2% 19.4% 

 
Table 14 shows that tenants living in the West area (57.1%) are more likely than those living in Dundee (45.2%) to 

agree that Caledonia Housing’s online service provision should be continued. The variation between the West and 

Dundee on this measure will partly reflect the differing age profiles of both areas with 28.3% of tenants in the West 

being aged 16 to 34 compared to 6.3% of tenants in Dundee.  

Table 14 – Caledonia online service provision by housing area (base 798) 

Q -  Should the Association continue to provide more of its services and information online? 

Housing area Yes No Don't know 

West 57.1% 26.9% 16.0% 

Perthshire, Highland & Muirton 56.8% 21.8% 21.4% 

Perth City 55.5% 27.2% 17.3% 

Dundee 45.2% 33.2% 21.7% 

All tenants 53.4% 27.2% 19.4% 
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Online housing services 

Tenants with Internet access were asked if there were any housing services that they wanted to be able to access 

online and the results of this enquiry are shown in figure 11. This figure shows that whilst almost half of tenants 

(49.5%) did not know what services would be of interest in relation to online access, 14.2% would be interested in 

requesting a repair online, 7.9% would consider viewing their rent statement online, and 6.6% would use online 

methods to report anti-social behaviour. We observe also that almost one in three tenants with Internet access 

would not use any services that were made available online (28.5%). 

Figure 11 – Online services (base 798) 

Q- Are there any housing services that you would like to be able to access online? 

 

Connect portal 

Still considering only those tenants with Internet access, 39.0% of these tenants have used the Connect service, 

57.7% have not used the service and 3.3% don’t know. Separate analysis shows that users of Connect are more likely 

to be young e.g. 48.3% of tenants aged 16-24 have used Connect compared to 23.4% for those aged 75 plus, and 

also already using email i.e. 51.4% use of Connect where the tenant has an email address compared to 34.4% use 

where the tenant does not have e-mail (meaning the tenant did not have e-mail according to Caledonia Housing’s 

database files). 
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As to why 57.7% of tenants with Internet access have not used Connect, the reasons given are set out in table 15. 

This table shows 4 main reasons not to use Connect i.e. prefer to telephone or e-mail Association for service and 

information requests (47.3%); don't know much about the service (26.3%); not interested in using the service 

(25.0%); and haven't needed to use the service yet (20.5%). 

Table 15 – Reasons for not having used Connect (base 448) 

Q- Why have you not used Connect? 

Barrier % Internet users Barrier % Internet users 

Prefer to telephone or e-mail 
Association for service and 
information requests 

47.3% Not confident using the service 6.5% 

Don't know much about the service 26.3% Find service difficult to use 3.8% 

Not interested in using the service 25.0% Forgot my login details 1.6% 

Haven't needed to use the service 
yet 

20.5% Connect is not always working 0.9% 

 
Just under seven percent of tenants (6.9%) with Internet access gave another reason for not having used Connect 

and these reasons are set out in annex 5 e.g. ‘Didn’t know it existed, ‘Doesn't work on my phone’ and ‘Don’t know 

my customer number’. 

General contact with the Association 

All tenants were asked to state their preferred method for getting in contact with Caledonia Housing and as set out 

in figure 12. Figure 12 indicates that the preferred contact method for tenants is telephone (73.8%), whilst 23.6% 

prefer to use e-mail to contact the Association. 

Figure 12 – Contact preferences (base 1,168) 

Q - What is your preferred method for contacting Caledonia Housing e.g. to request a service or obtain information? 
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Digital v non-digital contact 

Considering the various digital and non-digital options presented in figure 12, we can calculate the proportion of 

tenants whose contact preference includes some form of digital method e.g. e-mail, and/or text etc.  As illustrated in 

figure 13, approx. 31% of tenants (30.8%) had a preference for contacting Caledonia housing that included a digital 

method whilst 69.2% expressed a preference that did not include digital means (being principally telephone). 

Figure 13 – Contact preferences (base 1,168) 

Q - What is your preferred method for contacting Caledonia Housing e.g. to request a service or obtain information? 

(digital and non-digital preference) 
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Rent and Value for money 

As set out in figure 14, most tenants (79.7%) rate rent as good value for money, whilst 9.5% say that rent is poor 

value (and 10.8% answered ‘neither good nor poor’ value). In 2018, 89.2% rated rent as good value whilst the 

Scottish RSL average is 81.5% saying rent is good value. 

Figure 14 – Rating of rent value for money (base 1,180) 

Q- Taking into account the accommodation and the services Caledonia Housing provides, to what extent do you think 

that the rent for this property represents good or poor value for money? Is it…… 

 

Table 16 indicates rent value by property type and shows that tenants living in cottages are the most positive on this 

measure (88.0% say rent is good value), whilst the least positive are those living in houses (76.5%). 

Table 16 - Rating of rent value for money by property type (base 1,180) 

Q- Taking into account the accommodation and the services Caledonia Housing provides, to what extent do you think 

that the rent for this property represents good or poor value for money? Is it…… 

Property type Very good Fairly good Neither-nor Fairly poor Very poor 

Cottage 42.1% 45.9% 6.0% 3.3% 2.7% 

Flat 35.9% 42.9% 11.7% 6.9% 2.6% 

House 32.4% 44.1% 11.8% 7.0% 4.8% 

All types 36.1% 43.6% 10.8% 6.4% 3.1% 

 
In relation to property size, tenants living in 1 or 2 apartment homes are the most likely to say that rent is good value 

for money (83.2%) whilst tenants living in 4 apartments are the least likely to be positive about rent value (70.8% say 

rent is good value) – table 17. 
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Table 17 - Rating of rent value for money by property size (base 1,180) 

Q- Taking into account the accommodation and the services Caledonia Housing provides, to what extent do you think 

that the rent for this property represents good or poor value for money? Is it…… 

Property size Very good Fairly good Neither-nor Fairly poor Very poor 

1 or 2 apt. 41.6% 41.6% 8.2% 6.5% 2.2% 

3 apt. 35.1% 45.4% 11.4% 6.1% 2.0% 

5 + apt. 27.8% 44.4% 19.4% 5.6% 2.8% 

4 apt. 28.1% 42.7% 13.5% 7.0% 8.6% 

All types 36.1% 43.6% 10.8% 6.4% 3.1% 

 
Rent value and housing area 

Figure 15 shows a similar pattern of value for money ratings for three housing areas i.e. Perthshire, Highland & 

Muirton (82.1%), Perth City (83.1%), and Dundee (83.8%), but a quite different response from the West where 66.4% 

of tenants rated rent as good value and 16.2% said that rent was poor value. 

Figure 15 – Rating of rent value for money by housing area (base 1,180) 

Q- Taking into account the accommodation and the services Caledonia Housing provides, to what extent do you think 

that the rent for this property represents good or poor value for money? Is it…… 
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Improving value for money 

Tenants who rated rent as fairly or very poor value for money were asked to say what the Association should do to 

improve rent value. The results of this enquiry are set out in figure 16 and show that improving the inside of the 

home (48.2% of tenants rating rent as poor value), reducing the level of rent charged (40.2%), and providing a better 

repair service (31.3%), are the three main ways in which value for money could be improved.  

Figure 16 – Improving rent value for money (base 112) 

Q - Is there anything that should be done to improve value for money?  

 

Approx.one in three tenants (30.4%) made a comment about rent value or said that something else needed to be 

changed and these comments are set out in annexe 6. Some examples of comments made in this area are: 

✓ ‘Kitchen does need an upgrade as never been done. Bathroom in need of an upgrade. The house is very cold’. 

 

✓ ‘Address long standing car park issues’. 

 

✓ ‘Improve the standard of warden support’. 
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Rent and energy bills 

Tenants’ perspectives on their rent and energy bills are set out in table 18 and show that 72.5% agree that their rent 

is affordable, whilst 60.7% also agree that any service charge paid is affordable.  In terms of the highest level of 

disagreement with the statements in table 18 around one in six tenants (16.7%) disagree that their household 

energy bills are affordable.  

Table 18 – Affordability of housing and energy bills (base 1,180) 

Q- Do you agree or disagree with the following statements about your rent and energy bills? 

Statement Agree Neither-nor Disagree Don’t know 

The rent I pay is affordable 72.5% 11.0% 6.3% 10.2% 

The service charge I pay is affordable 60.7% 10.7% 9.0% 19.6% 

My household energy bills are affordable 69.1% 11.5% 16.7% 2.7% 

 
Energy bills and housing quality 

We observe from analysis that 84.1% of tenants who agree that their household energy bills are affordable are very 

or fairly satisfied with the quality of their home. For those tenants who disagree that their household energy bills are 

affordable, 52.3% are also satisfied with the quality of their home suggesting a potential link between household 

energy bills e.g. insulation and heating systems, and housing quality. 

Figure 17 – Housing quality and energy bills (1,180) 

Q- Do you agree or disagree with the following statements about your energy bills (v) housing quality? 
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Rent and value for money 

In figure 18 we compare tenants’ views on whether the rent they pay is affordable alongside their view on rent value 

for money.  Where the tenant agrees their rent is affordable, 89.1% rate rent as very good/fairly good value for 

money.  This contrasts with tenants who disagree their rent is affordable where only 35.6% agree rent is good value 

for money. 

Figure 18 – Housing quality and energy bills (1,180) 

Q- Do you agree or disagree with the following statements about your rent (v) rent value for money? 
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Neighbourhood Management Satisfaction 

Tenants were asked if they were satisfied or dissatisfied with how their landlord managed the neighbourhood they 

lived in. The results for this enquiry are set out in table 19 and show that 75.6% of tenants are satisfied on this 

measure whilst 14.6% are dissatisfied.  In 2018, 81.5% of tenants were satisfied with ‘neighbourhood management’, 

whilst the RSL average is 86.3%. 

Table 19 – Neighbourhood management (base 1,164) 

Q- Overall, how satisfied or dissatisfied are you with Caledonia Housing Association’s contribution to the management 

of the neighbourhood you live in? 

Very satisfied Fairly satisfied Neither-nor Fairly dissatisfied Very dissatisfied 

42.5% 33.1% 9.7% 8.8% 5.8% 

 
Neighbourhood management by housing area 

Neighbourhood management satisfaction by housing area is provided in table 20. We observe from table 20 that 

satisfaction is highest in Dundee (80.5% of tenants are very or fairly satisfied) and lowest in the West area (71.7%). 

We note that the housing area with the highest level of dissatisfaction on this measure is Perthshire, Highland & 

Muirton where 17.8% of tenants are dissatisfied.  

Table 20 – Rating of neighbourhood management by housing area (base 1,164) 

Q- Overall, how satisfied or dissatisfied are you with Caledonia Housing Association’s contribution to the management 

of the neighbourhood you live in? 

Housing area 
Very 

satisfied 
Fairly 

satisfied 
Neither-nor 

Fairly 
dissatisfied 

Very 
dissatisfied 

Dundee 49.4% 31.1% 6.4% 9.0% 4.1% 

Perth City 41.2% 34.3% 9.5% 8.8% 6.2% 

Perthshire, Highland & Muirton 41.4% 31.7% 9.1% 11.3% 6.5% 

West 35.4% 36.3% 15.6% 5.5% 7.2% 

All areas 42.5% 33.1% 9.7% 8.8% 5.8% 

 
Perthshire, Highland & Muirton 

Table 21 illustrates neighbourhood management satisfaction within the Perthshire, Highland & Muirton area and 

shows (in terms of dissatisfaction), higher than average levels in Coupar Angus (40.0% of tenants dissatisfied on this 

measure), and Perth (38.2%). 

We would caution when reviewing table 21 that some of the town specific samples are quite small e.g. Ardler (1 

tenant) and therefore these data samples should be treated with caution. 
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Table 21 – Rating of neighbourhood management within Perthshire, Highland & Muirton (base 322) 

Q- Overall, how satisfied or dissatisfied are you with Caledonia Housing’s contribution to the management of the 

neighbourhood you live in? 

Location - base 
Very 

satisfied 
Fairly 

satisfied 
Neither-

nor 
Fairly 

dissatisfied 
Very 

dissatisfied 

Aberfeldy-17 56.3% 31.3% 6.3% 6.3% - 

Almondbank-2 50.0% - 50.0% - - 

Alyth-19 84.2% 15.8% - - - 

Ardler-1 100.0% - - - - 

Ballinluig-6 66.7% 16.7% 16.7% - - 

Bankfoot-3 - 33.3% 33.3% 33.3% - 

Birnam-1 - 100.0% - - - 

Blair Atholl-3 100.0% - - - - 

Blairgowrie-13 53.8% 23.1% 15.4% 7.7% - 

Coupar Angus-25 32.0% 12.0% 16.0% 24.0% 16.0% 

Dunkeld-17 41.2% 47.1% - 5.9% 5.9% 

Inverness-29 34.6% 30.8% 11.5% 3.8% 19.2% 

Kenmore-3  66.7% 33.3% - - 

Kinloch Rannoch-4 25.0% 50.0% - - 25.0% 

Kirkmichael-3 33.3% 66.7% - - - 

Little Ballinluig-1 - - 100.0% - - 

Luncarty-8 57.1% 28.6% 14.3% - - 

Muirton-41 31.7% 34.1% 9.8% 12.2% 12.2% 

Perth-38 17.6% 41.2% 2.9% 32.4% 5.9% 

Pitlochry-69 45.6% 35.3% 7.4% 10.3% 1.5% 

Rattray-15 50.0% 33.3% - 8.3% 8.3% 

Spittalfield-1 100.0% - - - - 

Stanley-3 - 33.3% 66.7% - - 

Perthshire, Highland & 
Muirton 

41.4% 31.7% 9.1% 11.3% 6.5% 

 
Improving the neighbourhood 
 
All tenants were asked to say what might improve their neighbourhood as a place to live.  

As illustrated in figure 19, tenants are mainly concerned with tackling anti-social behaviour (11.6%), dealing with 

problem neighbours (11.4%), and tackling dog fouling (10.2%).  We would note here that 10.3% of tenants answered 

‘don’t know’ to this question and 44.1% said that nothing needed to be improved about the neighbourhood. 
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Figure 19 – Improving the neighbourhood (base 1,057) 

Q- In your view, what if anything, should be done your neighbourhood as a place to live? 

 

Other neighbourhood issues 
 
Just over one in five tenants (22.9%) identified another improvement to their neighbourhood and these comments 

and suggestions are supplied at annex 7. 
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Coronavirus 

Tenants were asked to say how satisfied or dissatisfied they were with the communication and delivery of Caledonia 

Housing’s services during lockdown. The results of this enquiry are shown in figure 20 and indicate that 78.5% of 

tenants are satisfied on this measure whilst 7.9% are dissatisfied. 

Figure 20 – Lockdown service provision (base 1,167) 

Q- Overall, how satisfied or dissatisfied are you with how Caledonia Housing Association has managed its housing 

services during Coronavirus lockdown? 

 

Contact during lockdown 

Since the beginning of lockdown, approx. six in ten tenants (61.6%) have contacted Caledonia Housing, whilst 4.5% 

have been contacted by the Association.  Approx. one in three tenants (32.6%) have not had any contact with their 

landlord since the start of lockdown (4.8% can’t remember). For those tenants who have been in contact with 

Caledonia Housing, the content of the contact is as shown in table 20 and mainly comprises day to day and 

emergency repairs. 

Table 22 – Contact reasons during lockdown (base 717) 

Q- What was your most recent contact with Caledonia Housing about? 

Topic % contact Topic % contact 

A day to day repair 52.4% Anti-social behaviour 3.8% 

An emergency repair 31.5% Advice on moving home/housing application 3.5% 

General support 7.0% Housing improvement/upgrade 3.1% 

A gas safety check/visit 6.6% Estate maintenance and upkeep 3.1% 

An external repair 5.2% Difficulties with paying rent 2.6% 

A general rent query 4.9% Common areas e.g. stairs 1.5% 
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Other reasons for contact 

Approx. twelve percent of tenants (12.1%) gave another reason for contacting Caledonia Housing during lockdown 

and these comments are provided in annex 8 and include matters such as bike storage, vermin, parking and moving 

home. 

Resolving contact matters 

As illustrated in figure 21, most tenants (68.3%) agreed that the reason for their contact with Caledonia Housing had 

been satisfactorily resolved by the Association; 26.3% said this was not the case.  

Figure 21 – Resolving contact matters (base 750) 

Q-Thinking about your most recent contact, did Caledonia Housing resolve the matter to your satisfaction? 

 

Lockdown contact and overall satisfaction 

Analysis shows tenants give different answers to Q1 (overall satisfaction with services) according to whether they 

have contacted the Association during lockdown, and where they have , whether their matter was resolved. This 

information is presented in table 23 and shows that where the tenant had no contact with Caledonia Housing during 

lockdown, 89.0% are satisfied with services overall. For those tenants whose contact issue was resolved, 87.6% were 

satisfied with the service overall.  Finally, for contact with no resolution, overall satisfaction with services is 60.4% 

(and 29.0% dissatisfied). 

Table 23 –  Lockdown contact experience and overall rating of Association’s service (base 1,167) 

Q-Thinking about your most recent contact, have you had contact and did Caledonia Housing resolve the matter to 

your satisfaction (v) overall satisfaction? 

Covid contact 
Very 

satisfied 
Fairly 

satisfied 
Neither-

nor 
Fairly 

dissatisfied 
Very 

dissatisfied 
No 

opinion 

Yes, and resolved 53.0% 34.6% 5.7% 3.7% 2.4% 0.6% 

Yes, and not resolved 22.3% 38.1% 10.2% 11.7% 17.3% 0.5% 

No contacted during 
lockdown 

54.6% 34.4% 5.0% 2.9% 1.8% 1.3% 

All tenants 47.0% 34.8% 7.0% 5.2% 5.1% 0.9% 

Yes, matter 
resolved, 68.3%

No, matter not 
resolved, 26.3%

Don’t know, 5.5%
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Service improvement during lockdown 

As illustrated in table 24, the three main areas that tenants feel could be improved upon during lockdown are repairs 

(23.8% said this could be improved), estates maintenance (22.8%) and contact and communication (22.1%). Other 

comments (4.2%) relating to this question are set out in annex 9. 

Table 23 – Contact reasons during lockdown (base 1,102) 

Q- Should Caledonia Housing try to improve any of the following during lockdown? 

Service area Yes No Don't know 

Repair services 23.8% 62.2% 13.9% 

Estates maintenance e.g. landscaping, keeping areas clean, weeding, etc. 22.8% 64.0% 13.3% 

Contact and communication 22.1% 62.3% 15.5% 

Dealing with anti-social behaviour 17.2% 64.7% 18.1% 

Online services e.g. Connect portal and website 11.7% 62.8% 25.5% 

Moving home 10.4% 59.5% 30.0% 

Gas servicing 6.6% 71.9% 21.6% 
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Annex 1 - What could be improved about your home and related comments 

Take a general interest. Checking in on the upkeep and conditions of closes by housing officers would be beneficial 
and would perhaps reduce the mess and filth currently present. 

A walk-in shower. 

Adaptions in my kitchen and to get in and out my front door. Adaptions also for my bathroom sink. 

Ant infestation. Two windows don’t open properly so we can’t clean them. 

Back door handles break, this is an on-going problem. 

Bath sink is not right, the taps don’t match.  

Bedroom window has been jammed shut since I moved in, I would have thought the house would have had an 
inspection beforehand. I did report it and a man came out to check and said the whole window would need to be 
replaced but I would have to wait until covid restrictions are lifted. I also had a leaking toilet that they came out to 
fix. Surely a window jammed shut would be seen as an emergency and a fire hazard. Was obviously not safety 
checked before I moved in. 

Better quality of tenants. 

Better upkeep of the house in general, it looks like they’ve ran out of money, and the garden floods. Smoke alarms 
are out of date. 

Ceiling needs another layer of plasterboard. 

Change driveways so more than one car can park in the drive as parking is at a premium in Craigmore street. 

Communal windows have been an issue since inception of the building, they remain a significant issue despite 
early and ongoing communications to address the issue. 

Continual issues with the bathroom despite "repairs". This is causing the floor to stay wet.  The windows in the 
bedroom do not lock correctly. This causes a security issue and an issue with draughts. I tripped last week due to 
branches that were left. The landscaping needs to be maintained. 

Do jobs properly. 

Doors and windows need replacing. Inefficient heaters. 

Doors are heavy and make a noise when being shut. 

Due to Covid, all cases were getting taken only essential, however, my house has holes in the roof, the door 
systems aren’t secure and are held on by one screw, kitchen walls need to be completely knocked down and 
replaced, there is no insulation in the house and the bedroom and bathroom are riddled with dampness. I feel like 
this should be a priority considering I have a 4-year-old. 

Due to past leakage, the bedroom and kitchen ceilings need repaired. Also, the loft area is needing checked due to 
very recent leakage. All windows need sealed, radiators need checked and adjusters need replaced. All skirtings 
need replaced. More sockets are needed in rooms, there are not enough for the size of living room. Outside 
absolutely everything is wrong - collapsing walls at back, sinking pathways, outer windowsills needing fixed. The 
front stairs and walls are very dangerous and need fixed. There is flooding around back every time it rains. The 
houses are great solid houses but were badly neglected by previous landlords, such a shame to see this happen. I 
keep getting told money will be spent on older housing stock but seems to be more important to spend money 
building new houses in Bellsmyre.  Been in my property for around 16 years and I can count in one hand what the 
landlords have helped me with and how many times they have come into my house and done more damage or 
refused to help fix things leaving me to pay people to repair things for me. Maybe one day we will actually get a 
landlord who cares about older stock houses and help bring them back up to living standards. 

Due to the pandemic, I think we should have hand washing dispensers and hand towels in the laundry. Also, we 
require a waste bin in our pod. I think these requirements would have been a minimal need in the last year. 

Electric bill too expensive. (Insulation? Inefficient heaters?) 

External doors. 

Fans are not working properly and leak water. Repair the bell. 

Fencing requires renewing and also there is no gate. 

Fix outside gate. 

Fix the fences between houses. 

Floor needs to be fixed. The window locks need to be replaced. Doors are having issues as well (internal door). I 
wish to move a radiator so that I can have more room in the bedroom. The extractor fan in the kitchen keeps 
setting my fire alarm off. 
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Annex 1 - What could be improved about your home and related comments 

Floorboards squeak which annoys the neighbours. 

Front door is a security risk, bathroom and kitchen windows don’t open. 

Get rid of storage heaters. 

Have an extractor fan that works. I have storage heating, not at all efficient. 

House is not properly accessible for me (arthritis). 

House not suitable for my disability. 

House too small for our needs. 

I would like my bathroom finished and the repair work completed from being flooded multiple times. I would also 
very much like the £60 inconvenience payment from having my bathroom put in. I have now waited over a year 
for this and I’m disgusted and disappointed by Caledonia making people wait this long, especially when I suffered 
such inconvenience when having the bathroom installed. I’m also disappointed that no amendments were made 
to rent during lockdown when no maintenance was being carried out, yet we still paid for it. Shocking. 

Improve overall housing experience and provide useful housing officers. 

Improve the bedroom. 

In my honest opinion my whole house is falling apart, interior doors have come off. The kitchen is an absolute 
shambles there is so much wrong; no space, doors/drawers coming off, worktops damaged, the list is endless. Had 
my bathroom done not long ago, the taps are loose and the ceiling is covered with mould despite the fan being on 
all day. I’m constantly cleaning mould off the bedroom walls despite having new air-vents put in which make the 
house freezing, this flat has never been so cold, it’s awful. Can’t bear living here anymore, sick of literally painting 
over cracks. 

Internal doors. 

I’ve been waiting since 2013 for repairs to my bedroom that was flooded and it’s not been fixed. 

Kitchen is a mess. Water runs down the walls. The floors are starting to bevel. 

The kitchen upgrade three years ago was really bad, not good at all. 

Leak in the toilet has not been repaired properly after three visits. 

Leaking windows. 

Lots of cracks in the ceiling. 

Mould in the bedroom (in the upper corner of the ceiling). Have called but nothing has been done yet. Boiler is 
extremely old, was noted in inspection as being in need of replacement. Extraction fan is in need of replacement 
as it doesn't work correctly. Radiators needing bleeding. 

More kitchen cupboards. 

Mould in bathroom. 

Mould in the bathroom from two and a half years ago. 

My kitchen is falling apart. 

Need more plug sockets. 

Need new floorboards. 

Needs repairs, have asked for them to be done, never heard anything back. 

Needs to be wheelchair accessible, repairs need to be completed throughout house. 

New doors. Wood sunken in bathroom. 

New external doors. 

New floorboards. 

New internal doors, new tracking and doors for fitted wardrobes, new external door, new bathroom flooring that 
has been waiting to be replaced for a year. Better bin area. 

No point to answering the above, the building is going to be demolished. 

No windows in kitchen. 

Noisy drunks, drug-takers and drug-dealers upstairs and surrounding. 

Original insulation has failed and slipped down the wall cavities creating more dampness, can something be done 
to recoup the cost through the Public Liability Insurance system? Then the insulation can be replaced. 
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Annex 1 - What could be improved about your home and related comments 

Our back doors have had a big gap since we moved in. We had someone come up to see them and were told they 
would report back to Caledonian but two years on still nothing, we are still living with a faulty back door. Also, the 
roof has a very bad case of moss, it’s constantly falling down and making a mess of the garden. I have reported 
this but was told they don't remove moss because it could cause more damage to the roof, but I have been talking 
with a roofing company and was told this was nonsense and it could be removed. If left it could do more damage 
to the roof tiles 

Outside of house to be painted, including iron fencing. 

Plasterwork on ceiling. 

Requires flooring. Would prefer the decorating grant to be for B&Q. 

Roof repairs. 

Roof is leaking and hasn’t been sorted for a few months. Get workmen to clean up after themselves. 

Service door does not lock. I fear for my safety.  Lacking maintenance. Smoke sensor is not in the correct place. 

Sort out the mess of my living room ceiling. 

Start doing checks round flats, I am only one in this close that cleans it and I am oldest. Back areas are a disgrace. 

Still waiting for a replacement for the back door. 

Storage heaters are so expensive to run. Insulation of walls is very much desired. 

Support for all the junkies that live here now to reduce the criminality and violence in the public areas. 

I feel the house is too small for my needs. The windows do not open enough to be able to keep the house cool in 
the summer due to the sun shining on it. I need newer windows. These requirements would be for health reasons 
as well. 

I have used my own money to upgrade the living room and house. Removed skirting board to replace the door 
only to find it packed with newspaper. Handles not matching. The doors were not hung correctly so they were not 
closing. When I moved in there were holes in the wall that Caledonia refused to fix. 

Concerned about pest control. I have a morbid fear of things like wasps/bees. I have an issue with shrubbery 
under my window and have complained previously about this. 

I need a ground floor house to suit my physical needs. 

I am upset that the walls are very thin. I would prefer to have a shower not a bath. 

I am upset that there has been a prolonged issue with sorting my heating. I have been without heating all winter. 

Not satisfied with the quality of work done in the bathroom. The shower is too small for use. 

I need help with the floor being replaced. 

The floor covering is not installed. 

The front steps are quite wobbly. There is a leak in my son’s room and the ceiling is stained. 

There is a mouse infestation. This has caused a lot of damage to the floor and walls. The garden has also been 
flooded recently and due to my disability, I cannot deal with it. This is affecting my mental well-being. 

There is a bit of mould forming due to the damp. Areas of plaster crumbling due to the damp. 

I require a shower and new flooring. 

I wish to move home due to house being too small and I have disabilities. 

Upgrade (modernise) the heating systems. 

Bad design of the kitchen hampers the use of a cabinet and drawer by the cooker.  We have been flooded by the 
upstairs neighbours about 16 times and the ceiling is now black, we believe it to be mould. Not sure if it is stained 
or what. Can see the watermarks.  Front door needs repair (main door to the flats). 

The flooring. 

The floors are creaking worse than ever. It is making me ill. The floors in the apartment, regardless of where I 
walk, creak. I now take a bucket into the bedroom at night so as not to disturb my neighbours in the flat below. 
The nurses go past the door at 6. 30 am and wake me with the creaks. 

The garden is a mess and the patios have broken paving due to the weeds breaking through. It looks like a dump 
no matter how much I pressure wash. 

The hot water has no pressure, I can’t get hot water to run. Dodgy windows. 

The house is riddled with damp. I can’t sleep in the room because of it, in fact I took a stroke. My carer won’t 
come because of it. 
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Annex 1 - What could be improved about your home and related comments 

The houses are subsiding, cracks are appearing, the boiler keeps losing pressure, the doors are sticking, the front 
steps move, the paths are very slippery from the tree leaves. 

The new windows that were put in are draughtier than the original wood windows. Workmanship is not 
satisfactory. There is excessive damp on one wall. Door is not hung correctly causing security issues when closing 
the door. Issue with the boiler. Keep having the repairmen out but still have issue with it and with radiators 
leaking. 

The outside of the house is needing redoing. 

The walls need replastered. 

They never do the things needing done. 

Toilet is cracked, door frames have chips out of them, bathroom has mould. 

Water is a muddy colour. 

We can hear the neighbours speaking. 

The windows are unsafe for my children. There is no room for my children’s beds. 

Windows don’t open. No sealant on the worktops or back door. 

Would like a gas cooker in the home. 
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Annex 2 - Improving the repair service and related comments 

A door handle was never fixed. 

A faster response time, get it checked out quicker. 

A general improvement is needed. 

My bathroom was replaced, and all seemed very satisfactory, but after use I found the quality was not as good as 
the previous one. 

To actually get back to you when you complain. 

Make sure you have the parts that are required. 

Attendance would be nice. I have phoned three times to get a roof tile fixed that was causing dampness and 
nobody turned up. 

Be mindful about who they send to do the work. They appear to be inexperienced. 

Caledonia Housing was great. Meldrums, the contractor is useless, they did my repair after the date when it should 
have been finished, terrible timing. They just turned up, no ID, no appointment so I refused entry. I am a 
vulnerable person and am disabled, my anxiety is really bad. Caledonia housing got it sorted out, they were very 
helpful. 

Caledonia states when job should be finished and sends an email the day after to check on the repair. It would be 
better if they checked to see if it has been completed first, and follow up if it hasn't, saving tenant having to phone 
many times to find out when the repair worker is going to call. 

Check that the job is complete before leaving and to ensure they have the parts necessary to do the job. 

Close cleaned with dirty water. Back door covered with grass due to strimming operations. 

Come and do the repairs. The roofs are in need of wash down and better maintenance. 

Confirm the repair request with a rough estimate of start date. 

The Connect app doesn’t work. David needs to sort out problems. 

Contractors should have shoes covers and proper identification as well as dust mats to cover the floor. 

I am still waiting to get my broken window fixed, I reported it 6 months ago. 

This year (2020-2021) my boiler has not been inspected. There is a noise from it when in use. Repairs should give a 
more specific time for appointments. 

I called in regarding to my living room window being stuck open but as yet no one has come to fix it. 

I have a window that cannot close due to no handle and this is still not repaired. I work and have had issues with 
contractors not showing up when they are supposed to or showing up without notification. 

Cut the grass for the pensioners who would pay for this service. 

Do more surveying of the inside of the homes to get repairs done. 

Do repairs properly and follow up on them. 

Doing the jobs they say they are going to do. I have been told the job has been done when it clearly has not! 

Find the problem and repair it. 

Fix the boiler or replace it, don’t do half a job so it still doesn’t work. 

Follow up on what’s reported. There are nests in the loft, make it secure. 

The follow up service has been very poor. Water damage and other items have still not been rectified despite 
regular calls to Caledonia and visits from contractors. 

Getting an answer or response on permissions for things we want to do. 

Give a time for when repairs or servicing is to be done, not just morning or evening. Send out a follow up letter 
checking everything is ok. After care. 

Had to get repair done ourselves as Caledonia didn’t send anyone. 

Have regular inspections on exteriors of building and take preventative action before minor works becomes major. 
Also, do not to rely on tenants to report roof defects! 

Have tradesmen that know what they’re doing and who do not leave it over two days to sort out problems. 

Haven't got back to me for over a year. 

Haven't really solved guttering problem. 

Housing officers should check over the house internal and external. 
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Annex 2 - Improving the repair service and related comments 

I am angry, dissatisfied. My windows steam up all the time.  My door leaks due to a joiner not doing the job 
properly. The floor is damp with the door leaking. 

I asked twice for external leak damage to be redecorated but it was never done. 

I have been waiting for them to repair my main doors for few years. Still waiting.... 

I had lino put in, it’s not been put down right and rips easily. The kitchen cupboards mark easily and don’t have a 
seal, they’ve not been finished and are not hanging correctly.  

I had to wait a week for a TV, it is unacceptable. Should come out within hours. 

I have asked for a window repair for so many months and no one cares about my request. The window has been 
blocked since we moved into the flat and we can’t open it. During the night I get short of breath (caused by my 
health problems) and I need fresh air but we cannot open the window. 

I have been flooded now on a few occasions and not once has the repair been completed properly. I am still 
waiting for a part for my boiler that was supposed to be ordered when I moved in over 2 years ago . 

I have been waiting to get the seal on the back door replaced. Nobody helped. Nobody came to fix my ceiling or 
repair the roof since after the leak in April. 

I have to call a few times to get things done. 

I need the windows fixed asap. 

I would like to have the squeaky floorboards rectified. 

I would like to speak to someone rather than type out stuff on the phone. 

I’ve had some repairs done and they have had to be fixed more than once, I feel if this was done to a better 
standard the first time then this wouldn’t happen. 

ID cards should be available for us to see. 

Caledonia should check repairs afterwards or ask for feedback on how the repair went. 

If a worker has to return, then a timescale for return should be given. 

Improve awareness with Cairn housing. 

Inexperienced workmen/tradesmen turn up! 

Repairs should be quicker. 

I’ve not dealt with Caledonia recently but with Bellsmyre I gave up on reporting stuff as it never got passed on to 
repair teams, it was beyond a joke. Reported same stuff loads to be told they never heard of that, so I gave up. 

Keep in touch. 

Keep up a good standard of communication. 

Let us know when workmen are coming. 

Litter and filth. 

Make it easier to get pm slots. 

Make the contractors phone ahead. 

Modernise door entry system. 

More adequate notice required for repairs. 

More contact would be a good thing. 

My bedroom storage heater was hanging off the wall and nobody came to fix it. Called in October and December 
and it is not fixed yet. 

My shower still has no covering from the wall and there is a plastic bag taped over it as the workmen didn’t finish 
the job and haven’t come back. I was told this had to be kept dry. 

Need to work on anti-social behaviour. 

Never had a repair but did request one at Christmas but still no reply. 

New bathrooms, new entry system. 

No follow up after repairs from Caledonia Housing. 

No problems with workers. 

Not to ask us to do a repair survey. 

Not long moved in. No repairs to report. 

It does not take three men to do one job. 
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Annex 2 - Improving the repair service and related comments 

November 2020, I waited in for 3 days for workmen as my son had water coming in through the ceiling. When they 
arrived, a plastic covering was put down in the loft until the roof outside could be repaired. No one came. 
February 2021, heavy rain caused the plastic in the loft to overflow so the bedroom ceiling cracked even more and 
water poured in. Workmen came out as it was an emergency, changed the plastic sheeting and few days later the 
roof was fixed. Still waiting for the loft to be checked as there must be water lying up there. Bedroom mattress 
and carpet soaked for a second time. Now waiting on ceiling to be fixed and painted but I'm still waiting on kitchen 
ceiling from a previous flood to be fixed and painted as well. 

They only come in an emergency. 

Our close door is always needing fixed, we need a heavy duty door with a fob instead of the glass doors with keys. 

Poor communication between contractors and tenants. 

Provide more repairs for the sheltered housing. 

Repair passed between three different contractors and is still not resolved. 

Repair still not done, been ongoing for 6 months. Respond to calls. Karen Hannah does not return any of my calls, 
even when emailing as asked. She doesn’t respond and got my name wrong. 

Repair workers should wear protective clothing when they are doing work, previously have had guys come in with 
no shoe coverings and have left a lot of mess (I have cream carpets) so I'd expect this out of courtesy. 

Repairmen visited once and then never came back. 

Repairs are never actually done, nobody turns up. 

Repairs should be completed properly the first time. Fire/smoke alarms had to be reworked 3 times. 

Replace the windows and upgrade the house to stop needing repairs. 

Send the correct people for the job, not an electrical engineer for a gas heating problem. 

Send the appropriate people out to successfully finish the job, I had a man come out, dismantle most of the wall in 
the kitchen where the cooker is, ripped most off and never finished. According to him, he never knew the job was 
so severe, he got a note from housing with ‘fill a couple of holes’. 

Should be quicker to repair a damaged and falling ceiling. Took too long to repair. 

Some contractors are poor quality. 

Sometimes it takes 6 hours for anybody to appear to do a repair. 

Sometimes they send wrong contractor to do the job. 

Sort out the pigeon problem in my loft. 

Start doing checks and trying to improve the flats, not just Merkins Avenue all the time. 

Still awaiting a repair. One call from contractor on a day that didn’t suit and have heard nothing since from them 
or yourselves. 

Still awaiting repairs. 

Still waiting for repair to be completed. 

Still waiting on a repair. 

Stop switching repairs companies - keep continuity. 

Contact support workers before showing up. 

They take too long to act. They say they will phone you back and it takes a long time, if they ever do. 

Tell you the truth. 

I feel that the previous boiler inspections had been faulty as it was noted as dangerous when it was replaced. 

Had a new bathroom installed a couple of years ago. The toilet kept blocking. The contractor told me I "would 
have to use a strong plunger or a mop to sort it out every time it happened". This is an ongoing issue and the toilet 
keeps blocking. Repairs need to go and check the u-bend or pipe for the flow ability. I have broken several mops 
trying fix this issue on my own. I am a disabled OAP. 

Currently waiting for a repair man who has failed to show up again. A drawn out issue with fixing the heating. 

The contractor put down the job as "finished" when it was never actually attended. Had to get another electrician 
out to complete the job. 

Requested work about 2 years ago and it still has not been addressed. I have reported other issues to be told 
"leave it with me" but nothing happens. There are issues with the kitchen and bathroom. 
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Annex 2 - Improving the repair service and related comments 

It took two years to get a fire door. 

No effort was made to grit or salt paths or driveways during this snow period. Endangering the elderly and 
disabled. 

Repair men had a key but when I arrived back, they had left the door unlocked and left a mess behind. 

The work that needed to be done (boiler service) was not done. He was there for five minutes (most of that on the 
toilet). When he arrived the boiler pressure was at 0 and when contractor left it was still on 0, nothing had been 
moved. Back door is jammed and cannot be properly locked but was told this was not considered priority. This 
would be considered a health and safety issues as we cannot secure the door at all. 

A mouse infestation This needs to be addressed due to the damage to the floor and walls 

There has been an ongoing issue with the door due to an issue 10 years ago. Still not sorted. Reported multiple 
times. 

There was an issue with the sealant used in the bathroom work that kept causing a leak and did damage to the 
floor (repeatedly). 

Thanks for you service. 

The bathroom install needs to be finished. Above the sink is still needing to be plastered, painted and finished. 

The car park problem with cones etc. 

The floorboards in the kitchen are sagging a wee bit. Should have been repaired when the leak was completed 
three years ago. 

The gas check personnel were very rude to me.  This is the first time I have suffered this. 

The gate needs repairing or to be replaced and the lights in the close seldom work. There is an alcoholic man in the 
flats who is a problem. 

The new boiler was fine, it was the joiner who left a lot to be desired. 

The panel on the bath was not replaced. 

The repairs are not suited to my disability. Accommodation is not arranged for my decanting to during repairs. 

The repairs I’ve needed haven’t been listed on the app and it’s frustrating not being able to enter manually - minor 
gripe though, easy enough to phone. 

It is a specific contractor that seems to be the issue. 

The workmen could phone to let you know when they are turning up. 

They don't turn up to do repairs. 

They don't get back to you. 

They haven’t come to fix the glass in my door which was broken 6 months ago. 

They need the correct information. The humidifier did not turn up. It was minus 10 at the time and my carpet was 
soaked. 

They seem to tick boxes rather the do what’s needing done, do a proper repair rather than a quick fix, roof fan still 
blocks and still not fixed. 

They send two people to fix a washer! They didn't have a washer with them and came back at a later date. It's still 
leaking! 

They should double check on the details of what’s required properly before going out to do the work. 

They told me that the lock repairs were not that important. I waited cos I was locked out and had to wait. 

Think we’re needing new windows as there seems to be a draft from all windows! 

Timing. Takes too long to come. 

Finish the work. 

Get the clerk of works to back check the work. Roofs to get cleaned. 

Toilet flush needs to be held for about 10 seconds. 

Use better materials. 

Use better workmen. 

Use more local contractors. 

It would be useful to receive a text prior to contractor arriving. I'm hard of hearing and it helps when I know 
they’re on the way. 



49 

 

Annex 2 - Improving the repair service and related comments 

We have been waiting a long time for the gutters to be cleaned. When it rains water comes into our apartment. 

When the bathroom was done they didn't replace the hand-rails. 

When I require a repair that's all good. However, in my opinion the repairs that are required repeatedly are solely 
down to the very poor quality of door fittings on kitchen cupboards 

When new heaters are installed check what is the best heater for the property and don’t fit just a standard 
replacement which causes all sorts of problems if not suitable. The electricians need to be qualified to install and 
explain the instructions as they can be very complicated for older people. 

When I had the roof done there were nails and garbage left in the garden. I have children and pets present. I did 
file a complaint in regards to this but feel the repair service has gotten worse in recent times. 

Workers tracked dirt all over his house and left it. 

Would like a call ahead to arrange a day and time. 

Younger people seem to be getting repairs but not older people. 
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Annex 3 - How could Caledonia Housing keep you better informed and related comments 

Since the very beginning, Connect has never worked as it was supposed to and although I have sent numerous 
emails nothing has ever been changed altered or improved. 

I was only advised last week that my rent was being paid by universal credit at the incorrect rate, meaning my 
arrears increased. 

Send letters about changes. 

More information by letter. 

Only interested in my estate, not about ‘Mary in Glasgow’ getting a new bathroom. That should only be on 
website so I can choose what to read and not to read. 

Staff not good nor their contractors, they do not communicate well. 

Update us on planned maintenance that is meant to be happening. 

Tell us when maintenance is being done. 
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Annex 4 - What should Caledonia Housing do to make it easier for you to take part in their decision making and 
related comments? 

A wee questionnaire for the older people to take part. 

Accessible on the phone. 

Actually listen to tenants. 

An option of paper or email, especially for elderly people. 

Be in Aberfeldy. 

Better consultation, tell us about it. 

Could be clearer. It’s a too narrow view. 

Doesn’t matter what you say, they do what they want anyway. 

Feedback forms by letter as not everyone is online. 

Feels like they do not take feedback into account. 

Get groups together again. 

Have only been in this home for 7 months so don't feel I know enough to make an educated response. 

Have something on the app or hub. 

Having housing officers actually be involved with the tenants and actively seek to get feedback from tenants. 

Accessible for tenants with dyslexia. 

I don't have the time. 

I prefer face to face situations. 

If they held local group meetings. 

It would be good to discuss rent issues with the management. 

It would be good to get to meetings again. 

It would be nice to get visits to see how we tenants feel about things. There is nobody to speak for us. 

Keep me more informed. 

Let me know with an email. 

Listen more to your residents. 

Listen to us and carry out what’s to be done, you just don’t listen. 

Listen to what we say, it seems it doesn’t go anyplace. 

Make it feel like tenants are actually being listened to. 

Make the print bigger for visually impaired tenants. 

Make it easier for those who work. 

Meetings within the complex. 

Be more diverse. 

More face-to-face contact (when appropriate). 

More openness with what goes on. 

More regular updates would be appreciated. 

More satisfaction surveys. 

No point asking us as they’ve made their minds up. 

Put info on the Connect app. 

Put more in the newsletter about things like this and emails. 

Seems like they only care about regeneration tenants and ones stuck don’t have an opinion. 

Send more letters out about things. 

Send out letters to this effect. 

Should be a newsletter tailored to particular areas regarding this matter. 

Should have inspections of properties three or at least two times a year and encouragement to have input from 
tenants with meetings. 

I’d like somebody to check up on me now and again. 

Take into account what we say, do not brush it off. 



52 

 

Annex 4 - What should Caledonia Housing do to make it easier for you to take part in their decision making and 
related comments? 

I have never been given the opportunity to participate, I would like to be invited or informed of opportunities. 

I would like to be able to engage personally, say with housing officer. 

A tenant meeting about once a month would be good. 

The housing officer used to meet once a month, now it’s a lot poorer they don’t seem to care nowadays. 

The letters about this come too late. 

They need to listen. 

They need to tell us about the choices we have. 

They seem to be written for other people not the tenant. 

Things that are of interest to me. 

Transportation would help. 

We are well informed and invited. Time constraints forbid this at the moment. 

We could do with more meetings with the staff from Caledonia. 

When they ask for feedback or correspondence they don't enclose a reply envelope. 
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Annex 5 - Why have you not used the Connect app and related comments 

Can’t get on without a reference number, it is too difficult to use it’s not any good. 

Didn't even know it existed. 

Didn’t know it existed. 

Doesn't work on my phone. 

Don’t know my customer number. 

Far too busy. 

Had forgot about it and did not needed it as I called for repairs. 

Haven't got log in information yet. 

Haven't got round to it but will be registering. 

Haven't heard of it. 

Haven't received log in details. 

Haven't registered yet but will do. 

I can’t get on with the details provided. So always use the website. 

I could not download the app. I don't know the reason why. I will try again. 

I don't know how it works or how to access it. 

I send letters. 

I’m old school. 

It needs to be simpler to access. 

It’s a pain having to have your reference number to open the account. 

I’ve signed up for it but not yet used. 

Laziness. 

Most calls involve an emergency, in our case to do with water, so a call to the emergency line is preferred. 

My husband does it. 

My wife does that. 

Not heard of it. 

Not interested in using digital services. 

Not registered with it yet. 

Not set up yet. 

Poor sight. 

This site is not safe my computer told me. 

Too busy, keep everything online, far too many apps to look after. 

Would rather use Facebook instead. 
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Annex 6 - What could be done to improve rent value for money and related comments 

Eight years later and we are still waiting on a secured entry system and for closes to be painted. Not to mention 
repairs and complaints still to be resolved after 18 months. Caledonia only interested in their own local areas. 

A warden would be a very good thing. 

A wee garden for the washing. 

Address long standing car parking issues. 

Already noted above things that need to be repaired. 

Bathroom and kitchen refurbishment required. 

Deal with internal dampness. 

Garden needs to be wheelchair accessible. 

Get rid of rats at my shed. Binbags are piled up. 

Good quality repairs need to be done. Adaptions required on occupational therapist advice. 

Hall and lounge both require painting. 

House is too small for the rent. 

House too small for the rent. 

I pay more than others. 

Improve communication. 

Improve the standard of warden support. 

In term of pandemic, do not put the prices up. 

Inadequate house. 

Kitchen needs an upgrade as never been done. Bathroom in need of an upgrade. The house is very cold. 

Move me to a different home. 

There is no scheme manager anymore, repairs take too long, communal washing machines don't work properly. 

Provide more service for what we are paying. 

Reduce the rent if you can't do the upgrades that are well overdue! The windows for example. 

Solar panels. 

Kitchen hasn’t been upgraded in 20 years. 

Kitchen needs upgrading or replacing. 

The balconies don't get cleaned and they are very slippy. Improve communication. 

The dampness in the house, I was put in here a year ago, they must have known. 

The heating system is very expensive to run and continually breaks down. 

The walls are too thin and hollow. Too much noise from neighbours. 

The whole service should be improved. 

To do all the upgrades mentioned beforehand. 

Too dear for what we’re in. 

Windows are very dated and draughty. 
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Annex 7 - What if anything needs to be improved about your neighbourhood and related comments 

1. Drying area for clothes needs updating. Whirlie gigs are ancient and falling to bits.  2. There's a need for outside 
storage for bicycles, etc. At the moment there are three bicycles in the communal landing. 

A better community spirit. 

A designated place for the bins or communal bin area. Fenced in so they don’t blow over and damage cars. 

A disabled park nearby. 

A good tidy up around the place. Flagstones are sticking up. The gates at the bins are falling apart. Lots of moss on 
the roofs. 

A little park for the children would be very nice. 

A little playpark for children in the area. 

A local bus service. 

A lot of people coming into flats that shouldn't be (lockdown breaches). 

A part-time warden, at least during lock down. Improve the lights so there are no dark places where people 
cannot be seen. 

A pedestrian crossing near the high school. 

A play area for children would be a good thing. 

A playpark for the children would be lovely. 

A space/shed for bicycles. 

A wee park for the kids to play in. 

Access to lounge areas should be opened up. 

An old car has been in the same place for 10 years. No space for visitors. 

Cat fouling in my garden is unfair. I’m trying to make my garden a nice place to use and next doors 3 cats are using 
my garden as a litter tray! Not happy! 

Anti-social behaviour seems to be last on list of things that Caledonia does not want to deal with, call police is all 
they say for you to do. 

Area could do with a bit of paintwork. 

My wife is in a wheelchair, sometimes we find cars and a van parked over the pavement ramp or blocking the way 
past, this is at the entrance to Granary Terrace. In fact, a letter was sent out to residents recently as the 
snowplough and gritter had difficulty gaining access. 

Back gate and rear door to block are almost always unlocked meaning anyone could come into the block. 

Be more selective in choosing tenants. 

Because the residents here are mostly elderly it would be great if someone could help to put the bins out. 

Better close cleaning. 

Better close cleaning. Some walls are crumbling. 

Better lighting outside the flats. 

Better security to stop kids from climbing the roofs. 

Better street lighting 

Bins should be cleaned on a regular basis as they could cause a rodent problem. We share our area with council 
and private tenants who create problems for our area i.e. bins left out, overflowing with rubbish, and getting 
knocked over. Also, the local supermarket creates a litter problem with smashed glass left lying for months. 
Where I live has joint ownership with Morrison’s and the council and yourselves with each one denying it’s their 
problem. Some form of communication needs to be opened to help with this. 

Block access to non-residents in the residents parking place I pay for. Find a solution. 

Caledonia don't listen or act on complaints. 

Caledonia should come out to see for themselves the problems with alcoholics and druggies. 

Car park is in a bad state. 

Car park nearby had to be shovelled by tenants. 

Car parking should be improved. 

Check who gets put into the houses. 

Clean moss off roofs and guttering and clean the paths. 
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Annex 7 - What if anything needs to be improved about your neighbourhood and related comments 

Clean would be good. 

Clean up after the grass is cut. 

Cleaner does not do a sufficient job and we have complained multiple times.  The issue is so bad that we have had 
to go out to mop/sweep ourselves. There is strong smell of urine etc in the area and I am deeply upset the issue is 
being ignored by Caledonia. 

Clean the bins pick up the rubbish, not leave it piled high. We need our privacy, not people congregating in the 
corridor. 

Clear out gutters. 

Clear the snow, better not leave it. 

Clear the snow outside. 

Clear up the weeds. Tidy up gardens, they are like tips. 

Clearing of snow when needed. The hall floor creaks like fury. 

Clearing of the snow. 

Get the clerk of works out. 

Close cleaning. 

Close cleaning isn't being done properly. 

Communal bicycle shed. There is no room in house for bikes. 

Community wardens. 

Could do with a seating area for residents to sit in during the summertime. 

Could do with an outdoor seating area (in over 50s block). 

Could do with estate walkabouts; haven't seen anyone (housing staff) round here for years. 

Could do with fences between gardens. 

Could do with some communal benches out the back. 

Cover in exposed landings. 

Currently, Langley park in Montrose is not serviced for gritting and the roads are not maintained 

Deal with abandoned car. 

Deal with animals fouling in gardens. 

Deal with dog fouling in gardens. 

Deal with the car park when there is heavy snow. 

Deal with the muddy coloured tap water. 

Despite instructing me to do a noise diary they have not taken action to rectify the issue of the noise complaint. 

Don’t put elderly into the flats, it’s not an area for people who are of a certain age, it’s not for them. 

During recent bad weather I was not satisfied with the recommendation for my elderly disabled mother to clear 
her paths of snow by herself. 

Empty the bins, like with glass recycling there are six households for one bin, it’s too many. Not enough bins. 

Empty the communal bins. A play area for the kids. 

Fences have slats missing and this should be remedied asap. 

Fences need repainting and stone slabs need to be levelled. 

Fencing needs replaced or repaired and painted. Also, after 22 years, the kitchens and bathrooms at Middleton 
Park, Brechin need replacing. This was promised years ago but nothing happened. Thank you. 

Fix lamppost outside. Bent and frequented by hooligans jumping on it. 

Fix the roads. 

General tidy up. 

Get housing officers to actually do their job. 

Get rid of junkies. 

Get the bins emptied more often. 

Get the gritters in when required. 

Get the housing officer to walk around and have a wee look at things. 
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Annex 7 - What if anything needs to be improved about your neighbourhood and related comments 

Get the neighbourhood knocked down. 

Get the neighbours’ trees cut so I can get sunlight. 

Go back to care in the community and focus less on expanding. 

The grass area could do with some summer seats. 

Grit the roads. All that heavy snow and only once did a Tayside contractor come in to grit the pavement. 

Hate crime toward me. 

Have the people who are actually doing the maintenance be properly trained. 

Have the people who pick up rubbish do the job, not sit in the van then drive off. Vet the people who are coming 
here to live. 

Have the salt machine come here when the weather is bad. 

I am disabled in a wheelchair and I live alone. I need help with the grass cutting. I cannot afford to pay someone to 
do it. 

I can't see my car with the LED street lights at the front of my house. 

I live in Langlands Terrace, the parking is bad. Some families have 3 cars. Some stay on the side that can’t have a 
drive, they have one car but sometimes have to park streets away. I feel this is very unfair. Apart from this issue 
I’m very happy with your service. 

I shouldn’t need to dig my car out of the snow. 

I would like to move because the house is too small, two bedrooms for five people and the neighbours are 
disruptive. 

Ice was not dealt with; I slipped and fractured my coccyx. 

Improve area for children, have a play area for them. 

Improve door entry system. 

Improve inside services, the washing machines for tenants are old and need to be replaced. Carpets need to be 
replaced. 

Improve maintenance - if the elevator breaks, I am stuck in my house as I cannot use the stairs. 

Improve police presence, improve street lighting, give tenants their own parking spots (designated). 

Improve security. 

Improve the paths. 

Please tell the other tenants not to block the shared alley ways with bikes etc as they need to be clear to get the 
wheelie bins in and out. Surely, it's a fire hazard if not kept clear? It's not attractive, we have some neighbours 
keeping their wheelie bins in front of their living room windows, is that's why we have a garden? Some even have 
black bags piled up as their wheelie bin is overflowing with rubbish! This may attract vermin....not what we need! 

It would be of great benefit if the paths were cleared of snow and ice. 

It’s a total mess, cars and vans everywhere. 

Joy riders are a big nuisance. 

Large items are being left at the bins. 

Less noise, there are too many parties. 

Lighting in back court. 

Our close is needing a heavy-duty door as the one we have is easy to break into. The lock is always broken so 
there might as well not be a close door at all. I have called many times about the issue and the men who come to 
fix it are fed up with coming to fix it which I don’t blame them for. 

Litter from the school ends up in my garden. 

Litter from teenagers coming from the secondary school is a problem. 

Loads of old furniture outside, it has been there for a long time and requires taking away. 

Maintain gates and fences. 

Make it secure. 

Make sure paths and pavements around the sheltered housing are gritted during bad weather. 

Make the houses look a bit better. 

Mark parking bays with house numbers. 
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Annex 7 - What if anything needs to be improved about your neighbourhood and related comments 

Monitoring of parking spaces. 

Mopping the close in cold weather causes it to freeze which is dangerous for elderly residents. 

More dog bins available, please, and signage. 

More community events. 

More community involvement. 

More dog waste bins. 

More flowers in the garden. 

Have more for children to do. 

Have more for kids. 

More play facilities, a play park or a youth hub. Not enough bins, dog bins and the gardens could do with fences. 

More play parks and other things for kids. 

More recycling bins; people keep using mine. Better lighting at the back. 

More refuse bins. 

More street lighting. 

More things in the park for the kids to do. 

More thought needs to be taken when allocating property. We have had a few drinkers put in the flats amongst 
old people. Elderly people should not have to put up with partying and shouting in the street. 

More wardens to deter drug using. 

Most tenants are elderly and, although the main grass is cut, the edges and slopes are not. Cut trees and hedges. 
You never clear paths, and the road is never swept or cleaned. Snow is never cleared or removed so the residents 
can’t get out to the laundry or to the recycling bins or to walk in the open air. 

The neighbourhood manager should meet tenants. We don't know her as she never contacts us. 

New development. 

Next door, their garden is like a tip. 

No gritting when it is snowing. 

Not long moved into a new build so can’t comment yet. 

Not to spray with glyphosate it might kill the weeds, but it is poisonous to cats. Why do I have to have 3 smoke 
alarms? 

There is nothing for teenagers to do in the area. No community centre within 45 minutes walking distance. 

Nothing, apart from the huge holes that have appeared on the back path to my house and the laundry room, I 
have been reporting it for the last four years still nothing is done. Apart from the dangerous holes, the pathway is 
full of broken concrete that gets trodden into my house every day. Each year we have a walk around with 
management and all the problems are mentioned. Each year, they ask the same questions and we give them the 
same problems, it’s a joke. I understand that the last year or so we have had a problem with Covid, but my 
request has been going on well before Covid. 

Notices could be displayed by the grassed areas. 

Off-road parking. 

Outdoor area could be improved with shrubs. 

Overgrown and untidy gardens. 

Paint fences in the street to make them all look nice. 

Pick up garden waste when finished on maintenance. 

The place looks dead, we need some creative planting to brighten up the place. 

Previously, we had meetings twice a year. That used to be a good factor. 

Get proper gardeners in, not the sub-contractors. They leave a mess, don’t clean up and don’t cut the trees back. 
There’s hogweed from last summer still not sorted, it’s not great. They don’t do a good job. 

Regular visits from the housing officer is needed, to check up on things that have been done by contractors. 

Reinstate the gate that was removed by another tenant. 

Remove moss from roofs and gutters. 
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Annex 7 - What if anything needs to be improved about your neighbourhood and related comments 

Repair street lighting hasn't been fixed for a year. 

Road gritting was absent during the latest bad weather. 

Road maintenance could be improved, and there is no pavement access at Bowerswell Cottages. 

Road needs fixed. Maybe communication with council. 

Salt the icy paths. 

Screen tenants before accommodating them. Drug dealers are prevalent. 

Security lights on during the day is a waste. 

Should be more careful who they accept as tenants. 

Should have CCTV, a couple of bikes were stolen in the block. 

Since taking over from Antonine this area has been left to rot and the people being housed here are not vetted i.e. 
a paedophile housed in a close full of children and across from a swing park, drug users and criminals bringing 
armed police to the street regularly. 

Snow clearing needs to be done. 

Some of the neighbours need sorted. 

Some tenants constantly leave things lying in the common close and nothing appears to get done to change this. 

Someone should check on the appearance of the gardens nearby. Some older residents are not able to see to this. 

Sort out the fences. 

Speed bumps would be an asset.  Street lighting needs improved. 

Speeding traffic outside, between sleeping policemen, should be curtailed. 

Stop car repairs in the parking area. 

Stop dogs barking and cars racing about. 

Stop feeding the gulls. 

Stop neighbours planting foliage that encroaches into other neighbours’ gardens and erecting what amounts to a 
conservatory, which I think is a breach of contract. 

Stop people coming from other streets and using our bins. 

Stop people smoking in the close. 

Storage heating system could do with updating, seem very old fashioned and it’s not easy to regulate the heating 
when needed instantly. 

Support in the winter to keep external areas safe. 

Tackle cat fouling. 

Tackle smoking in closes. Fed up of coming in to a smell of smoke, especially when people smoke drugs! Stairs 
down from car park could do with lights especially for nights/early mornings. 

Tackle the noise. 

My upstairs neighbour is a drug user. Often, my window gets banged on from police looking to get in and this 
wakes me/disturbs me. 

I have recently been broken into and they kicked in my door 

I am concerned about one neighbour who has harassed me, he’s in prison right now but is about to come out. 

I am concerned about my downstairs neighbour feeding seagulls and pigeons and it is causing a health issue. 

There’s a privacy issue on the corner flats, we need bushes or greenery to keep privacy intact. Cleaners who come 
to wash the steps need to be more thorough 

There are several issues, particularly with securing bikes and things kept outside. It would be nice to have a bench 
or area outside for disabled people to rest and to spend time with their children. 

I am upset that my door was rung in the middle of the night by paramedics trying to find my neighbour. I am also 
upset about the lack of communication regarding the deaths of my neighbours (in the same building/friend). This 
is not a one off incident. 

Over the winter there was no gritting or salting done despite there being a rather large OAP community here. 

There is a sign that says there is CCTV in the carpark. But when my partner’s van was broken into, the housing 
officer then admitted there was no CCTV for the police to view. 

There is a need for snow clearance in the parking area. 
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Annex 7 - What if anything needs to be improved about your neighbourhood and related comments 

I wish for a garden area as I cannot maintain one myself. It would be nice for the elderly to have somewhere to sit. 

Stop individuals from peeing in the stairwell. 

The housing association won't do anything. 

The car park area surface needs attention. 

The crossroads are dangerous. Nobody knows who has right of way. Potholes abound. 

The fences are broken and need repaired. 

The garden contractors need to be more respectful of our garden items. My son planted flowers in lockdown and 
added a few small touches to our garden. The gardeners strimmed the heads off our flowers and damaged a 
garden chair we had outside . All our painted windmills were shredded by the strimmer also . This was very 
upsetting for my son. 

The gardens look like tips. 

The gardeners sent by housing do not know anything about plants and I have to always watch out. If they come 
past when I am not in, they’ll cut back the border I planted. I have flowers that have never had a chance to bloom 
because they cut them back. The grass cutter does not cut low enough or evenly. Of course, I do like getting the 
grass cut and the leaves taken away as I would struggle to do it myself, but I end up with the back porch covered 
in leaves when there were none to start with. Also, gutters need done and nobody seems to come to clear them 
anymore. Although, last time they did come to clear gutters they threw all the weeds and muck onto my borders 
and path and left it there for me to pick up. 

The grounds of the complex are needing a better service. 

The harling has come off due to the biomass plant. 

The home help service has just abandoned me. 

The housing officer has refused to take notes on reports made by me. It is pointless to file complaints as they are 
ignored. Security would improve with CCTV installed to ensure safety and wellbeing. 

The pathways need fixing. 

The pavements and car parks are full of snow. Causes chaos. 

The pigeons are a nuisance with all the mess they leave. 

The grass cutting is of poor quality. 

The windows need replaced to make it less draughty. 

There is a lack of children facilities in playparks. 

There is a tenant who is a constant nuisance and has been complained about for years. Nothing has come of it 
despite a petition being raised. 

There is no provision for mobility scooters, in this modern age there should be dedicated charging and storage 
facilities. I’m a prisoner in my own home because I can’t charge my scooter. 

They are not cutting the grass short enough. 

They should be more selective as to who moves into the area. 

Threat of flooding on occasion. No procedure to follow in the event of flooding. 

Patrol the area, particularly at weekends due to the noise from children, adults, music and car doors slamming. 

React quicker to any problems. Do not leave communal doors for months needing to be replaced or repaired. Take 
problems seriously, a free phone call to the help desk and do not leave for ages before getting things sorted. A lot 
of junior staff need to learn. 

Remind tenants about recycling advice and to keep the area tidy. Correct bins to be used. 

Too many younger people arriving. This area used to be solely for elderly people. 

Too much rubbish around the bin areas, bins overflowing. Only two recycling bins. 

Upgrade the outside of the building. 

Maintain older properties. 

Vet the people who get put into the houses. 

Vet who lives in the housing, there are some undesirables. 

Vetting tenants before taking them on as representatives for the area. 

We need visits from Caledonia to see the situation and what is going on down here. 
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Annex 7 - What if anything needs to be improved about your neighbourhood and related comments 

Walker Court, Pitlochry - the parking is horrendous when one family has two cars and two vans and their relatives’ 
cars are left here, taking up all the parking spaces. 

We could do with a warden here and a bus stop. A wee park would be nice to sit in. Top the trees. 

We don’t get a good service for what we pay. Sort out the people with too many cars. 

The weeding is needing done. 

What’s the point? I told my housing officer in confidence about my complaint they then told person I complained 
about that it was me. 

When it snows nobody comes to treat the pavements or roads. 

When the snow was here we had no help or communication to clear paths. We were all stuck in for a few days. In 
the end a few of us had to clear the snow away by ourselves, including a 91-year-old. Also, a handrail would be 
handy from no. 29 to the steps. Especially when it is very slippy. 

Use the window cleaner they had previously as the current communal area cleaner doesn't do a good job. The 
communal area window needs to be fixed so they can be opened and closed as needed due to weather. 

Winter snow and ice should be dealt with. 

Would like a garden area at the back. 

You report anti-social behaviour and they do nothing about it. Warden only here 1 hour a week. 

Zrob miejsce na rowery (Trans: Make room for bicycles.) 

I have had issues with deliveries due to poor signage of houses in my area and I feel Caledonia have ignored me 
and my neighbours’ requests for help. 

Just the parking nothing else. 

There is a degree of anti-social behaviour. I would like to see more security here i.e. CCTV. The police are here on 
a regular basis and, as it's a thoroughfare, dog fouling, litter and access by the general public to our car park can 
be problematic. 
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Annex 8 - Other reasons for Covid contact and related comments 

A leak on the boiler, which was fixed. 

About bicycle storage. 

About housing benefit. 

About my patio doors not locking, which I class as an emergency. It was not treated like an emergency at all. 
Rather shocked. 

About my tenancy. 

About rent arrears. 

Blocked drains and flooded car park. 

Boiler repair. 

Buzzer has not been working since June. 

Can't remember. 

Car parking. 

CCTV 

Ceiling was repainted and repaired. 

The cleaners in the flats should be wiping down all surfaces. 

Communications, due to a small shed I have. 

Complaint. 

Dealing with mice in the loft. 

Dog fouling. 

Electricity man phoned but did not turn up. 

Faulty smoke alarms. 

For update on housing situation (in decant property). 

Gas red alarm went off at midnight. 

Got a letter this week about our annual boiler check. 

Have been waiting four weeks for an application form to apply for new houses. Lived here all my life, still not 
received form. 

Have reported a faulty heater in the living room since 2019, have had five repairs done and it is still not working 
properly to this day. A workman appeared two months ago and he was to replace the heater but could not do it as 
it was not turned off at the mains. We were not contacted by yourselves that a workman was to visit, have not 
heard from anyone since. I do not think this is satisfactory. 

Heating repair. 

House move in January. 

House was broken into. 

Housing officer does not check with universal credit when rent is not paid, which is her job. 

I broke a socket in the kitchen. 

I had to pay a deposit up front and I am hoping to get it refunded. 

I have tried on more than one occasion to have the bathroom inconvenience payment made to me without any 
success. I, and my neighbours, feel Caledonia are just ignoring us in the hope we will stop asking for this. 

I reported a repair on the Connect App early January and I am still waiting on a response! 

I took over my mother’s house as she emigrated at the start of lockdown and certificates were out of date with the 
gas. The house wasn’t in a good state. Has been reported for over a year now, had a couple of people out who 
were useless and shocked at the state of the damages I’m reporting. 

Internal dampness. 

Intercom to be repaired. 

It was about rehousing. I am overcrowded. 

Leak in my bathroom from ceiling. Still no reply. 

Leaking boiler. 

Leaking shower. 
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Annex 8 - Other reasons for Covid contact and related comments 

Mould on the walls. Somebody came and saw to it. 

Moved house. 

Moved to the new house in Nov 2020 but waiting for the carpets and flooring before staying full time. 

Moving home. 

Moving in. 

My boiler. 

My central heating broke down so had to contact the scheme manager. 

My wife died and I needed help. 

Needed new valves on heaters as they weren't working. 

New heating installed. 

People smoking in the close and taking drugs. 

Permission to make a change. 

Pest control. 

Pigeons in the eaves of the building. 

Problem with mice. 

Problems with the electricity supply. 

Query about regeneration plans. 

Rain was coming in the bedroom window. 

Rats coming over from open drain at the rear of the property (twice). 

Require a fire door for the kitchen. This is an ongoing issue. 

Signage to indicate where the building is. 

Smoke alarms going of when there was no alert. 

Smoke detector check. 

To sort out my damp. 

Squirrels in the attic. 

Still waiting on moving house and window repair. 

There is still water coming in from the back door. 

Was not aware that the gas contractor had been changed and it had taken a bit of time to get the correct number 
for the new gas contractor. Eventually got the correct number to get the repair sorted. 

There has been a lack of empathy during the covid lockdown and for the knock-on effect of my ability to pay rent. 

There had been a pile up of dead leaves under my window that I tried to get sorted and finally had to clear myself. 

I was recently robbed, they kicked in my door and I’m now residing with my mother until the door is fixed. 

The heating went off again. 

The job is not finished yet. 

The leaking tap. 

The roof is still leaking two years after it started. 

The state of the bin area. Rat infestation. 

The upstairs window does not close, this is a security issue and needs to be repaired as it has not been repaired 
yet. 

They contacted me over lockdown to check how I was doing. 

To get permission to erect a fence in my garden to separate me from my neighbour. 

To have my daughter taken of the tenancy list. 

To put up CCTV. 

To repair my bathroom light. 

To see if I was ok. 

Update on decant situation. Information on new scheme been built. 

Water is leaking from upstairs and nobody can get in to fix it. 
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Annex 8 - Other reasons for Covid contact and related comments 

Water leak from bath. 

Window seals are broken. Windows are a mess. 
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Annex 9 - Other areas to improve during lockdown and related comments 

All repairs and gas services need to have options of different times for people who work. I was given a very rude 
letter as I was unable to be at home for my gas service as I work. I was also told my repair could not be done as 
the decorators don’t work after 3.30. 

As I mentioned earlier lockdown breaches; people visiting here that shouldn't be. 

Caledonia closed off lounge areas in my friend’s retirement block. I understand why they did it but it did leave 
some residents cut off from their friends. 

Caledonia did very well during lockdown and did repairs the same day. Well done. 

Can’t use the lounge area or libraries yet they are increasing the rent. They should be freezing the rent until 
lockdown is over. 

Clean up car park area. 

Cleaning stairs in sheltered housing. 

Concerned about the moss on the roof blocking the drains. 

Connect app is terrible. 

Considering the situation, Caledonia have done very well. 

Could maybe do a visual inspection of neighbourhood. For example, we have exposed channel on our door-step. 

Don't see why electric box can't be serviced until after lockdown. 

Greens spaces have nothing in them not even a small garden or flowerbed. 

Housing officers need to be more visible. 

I am happy with all the work etc. 

I don’t know if some are having trouble with low income, rent payments, getting other support or feel a sense of 
isolation but I’m doing ok in this community. 

I have non-essential repairs to report, but I am waiting until lock down is over. 

I have been struggling a lot trying to keep up with the gas and electric due to being trapped inside all the time. Is 
there any chance of getting help with that? 

I only called for a repair yesterday, so can’t really comment fairly! 

Icy conditions are not treated. 

Improve the disposal of snow and ice during the inclement weather. 

Just fact that we can’t get into the garden or main lounge. It’s all locked down, unbelievable what they've done 
here. Visitors can’t use toilet as that’s locked as well. 

Like I say, you locked down communal areas when folk have had a lack of contact with friends and family. Better 
service from wardens. 

More contact/visibility of staff. You only see caretakers/staff around once or twice a week here. They should be 
accessible daily. 

No help from Caledonia in clearing paths from snow. 

No; they have been very kind. 

Not enough cleaning been done during the pandemic. 

Nothing specific but could improve overall over the lockdown. 

Phoned Caledonia to complete levelling of slabs and repainting of fence and gate. We were told we would get a  
return call which we never received. 

Provide things for kids e.g. colouring-in books. 

Should be more Covid prevention in building, more cleaning services etc. Also, more communication between 
landlord and tenant. 

Should come out and check over properties. 

Due to restrictions, there is not much more to be done. 

They do their best. 

The home help service. 

The home helps don’t come in, I miss that. 
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Annex 9 - Other areas to improve during lockdown and related comments 

The snow last week was tremendous and there was nobody available to clear said snow for the elderly tenants. I 
did it myself and injured myself in the process and had to get medical help due to severe pain in my back and 
shoulders. 

The grit bins. 

Their brochures always show bungalows, not the high-rise flats, and when are the new windows getting put in? 

They were very swift at taking action during lockdown. 

This area has elderly and disabled people and none of have ever been contacted by Caledonia. 

This horse bolted a year ago and now you want to close the gate. 

Train staff better, understand it’s not an easy job. They tend to treat you way they treat bad tenants, definitely 
some training needed. 

We have a scheme manager, but contact is not very good and the housing officer is non-existent. Not sure all 
tenants know who she is. 

When you leave a message, it takes a while to get back to you. 

Would be good if you could open up the rec room/gym area again. 

 

 

 

 


