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Refl ecting on the last year I have been struck by 
how many words and phrases have become a 
routine part of our conversation, “rollercoaster 
year”, ‘unprecedented’, the “new normal”, 
‘social distancing’ and so many more.
All our daily lives have changed in ways we 
would never have imagined and I appreciate 
that it has been diffi cult for many of you not 
to be able to access services that we normally 
provide or be able to engage with my colleagues 
in person. I have mentioned it before but I really 
am exceptionally proud of how our teams have 
continued to provide services for our tenants 
and communities within the guidelines and 
restrictions to protect you and our staff.
This newsletter lays out how we will resume 
services whilst following the Scottish 
Government’s levels system for easing out of 
lockdown.  This covers information about our 
infection control measures, repairs restarting and 
how our services change in each level.   

The graphic sets out all the changes that you can 
expect to see as we move through the levels and 
hopefully provides you with some reassurance 
that we remain focussed on delivering our 
services but doing this in a safe manner.  During 
the highest levels of restrictions we have only be 
able to provide limited services and this includes 
our repairs service, which has been restricted 
to essential repairs only which means that we 
have a backlog which our contractors are starting 
to programme for completion.  So it may take 
longer to complete repairs than our normal 
service. But we are working to clear the backlog 
as soon as possible.
I am aware that for residents in our retirement 
living developments you have been unable to use 
the communal facilities which has caused some 
criticisms, but we have again been following 
guidance and the restrictions on indoor spaces.  
We are assessing each development to ensure 
that we are able to open these whilst remaining 

safe and following covid rules, so please bear 
with us a little longer.
I hope that by the time of our next newsletter we 
will have fully re-opened all our services and will 
have started to get back to normal.  
Best wishes, Julie

Julie Cosgrove, Chief Executive
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2021 Lockdown Easing: Resuming our 
Services in the Levels System

The Scottish Government’s Level system for lockdown easing allows our services to restart.
Here is a guide to what services we can restart in each level:

While we are in the Scottish Government’s level system:

 Services will be provided remotely, as much as possible

  Visits are subject to COVID screening checks & infection 
control measures

 PPE, face coverings & social distancing must be maintained

Resuming more services is only possible when strict Coronavirus control 
guidelines are followed.  The levels graphic shows the main elements of the 
services we will be resuming, with more details and explanations below 

Offices: Our offices will remain closed with staff continuing 
to work remotely during all levels. This complies with the 
Government guidance that staff should only return to offices 
if work is unable to be completed remotely. 

Scheme Managers: As we move down through the levels 
we anticipate our Scheme Managers will gradually increase 
the amount of time they are present in their retirement 
communities. Please remember this is only possible with strict 
infection control measures as laid out over the page.

Guest Rooms: We have scheduled reopening the Guest 
Rooms at our Retirement Living developments for Level 1. We 
are aware that the Scottish Government guidance allows holiday 
accommodation to open in earlier levels however level 1 is when 
we will have the capacity to redirect our common cleaning 
resources to allow the guest rooms to open, without compromising 
the infection control measures in other areas. We thank you for your 
understanding and patience and once again reassure that we are doing 
all we can to prioritise resources so we can resume as much as possible, as 
safely as possible.

Communal Lounges: As lockdown restrictions start 
to ease tenants are understandably asking when their 
communal lounges will come back into use. We are working 
hard to ensure we can do this as safely and as soon as possible. 

By level 0 we expect to be able to open all the communal lounges fully, 
which is fantastic.

Before level 0 we are looking at each individual communal lounge location 
to create a plan for how the area can be utilised safely within the guidance 
parameters. We will keep you updated and promise you we are doing 
all we can to open these safely for you within the designated Scottish 
Government Guidelines.



Planned Maintenance UPDATE – We have an ambitious investment programme planned for existing stock, as well 
as a challenging schedule to catch up on planned maintenance that has been postponed over the past 12 months.  We aim to 
complete this by 2023. Over the next two years, we will spend in excess of £11m on planned maintenance, including an additional 
£3.2 million on work postponed due to Covid.

Our website has further details on the work planned in our different areas. Please visit www.caledoniaha.co.uk for more details. 

https://bit.ly/CHArepair 0800 678 1228 info@caledoniaha.co.uk

WHEN REPORTING ANY REPAIR OR BOOKING IN A TRADES PERSON VISIT

If you have previously reported a repair, or if you are reporting a repair for the first time, you will be asked to confirm:

  That no one in your home is isolating due to Covid-19 symptoms, is shielding or is in any of the vulnerable categories. Your response 
will determine if/when your repair can take place and the staff will explain this to you during the call; and

  That you agree to have our operatives working in your home. If you don’t agree, we will ask you to call back when you are happy for 
the repair to take place.

BEFORE AND DURING ANY TRADES PERSONS VISIT TO YOUR HOME
WHAT YOU NEED TO DO
When our operatives are working in your home, everyone in the 
household must:

  Stay in another room from the operative for the duration 
of the visit; or

  If this is not possible, for example if you and the 
operative need to discuss the purpose of the visit, this 
must be done from a minimum of 2m distance and for as 
short a time as possible.

WHAT WE WILL DO
While our operatives are in your property, they will:

  Practice good hand hygiene and wear appropriate PPE 
(personal protective equipment) if required;

Always maintain appropriate social distance; and

 Clean down all areas where they have been working.

REPAIRS: THE LOCKDOWN BACKLOG & PLAN
We can’t talk about repairs without firstly thanking you for your patience.  In certain local authority areas internal repairs have been 
paused for many months.

Our internal non-emergency repairs and planned maintenance service resumed from 26th April, when restrictions allowing trades 
people inside homes were lifted.  Our Contractors have begun working their way through the repairs that have been reported during the 
restrictions.  However, we expect it might take a little while to clear the 4 month back log.  We are putting as much resource as possible 
into this and thank you for your patience.

Please note: you DO NOT need to report your repair again. We have all repairs previously reported. 

For new repairs being reported there may still be some delays, as we play catch up, and we may not be able to meet the stated target 
completion dates. We hope to have logged the backlog cleared by June 2021.  We will provide progress updates when the backlog is 
cleared and thank you for your continued patience and understanding.

You can report a repair by: 

Log in to your Connect app

www.caledoniaha.co.uk
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NEW! West Dunbartonshire 
Group Allocations Policy
Cordale’s Management Committee and Caledonia’s Board have approved a new 
Group Housing Allocations Policy for West Dunbartonshire.  The decision follows 
a consultation in February with both associations’ West Dunbartonshire tenants 
and those on the associations’ waiting lists for homes.

Cordale and Caledonia Housing Associations have been working in 
partnership for a number of years. Both associations are building a 
significant number of new homes in the West Dunbartonshire area but the 

separate housing allocation policy of each organisation meant tenants had to 
apply to each association individually. 

The Group Allocations Policy and Shared Application Form means Cordale and 
Caledonia can open up more housing opportunities to applicants. Put simply 
The Group Allocations Policy means applicants in West Dunbartonshire now only 
have to complete one housing application form instead of two.  The one form 
will allow people to apply for a larger number of available houses, selecting 
from all of Cordale & Caledonia properties available in West Dunbartonshire.

We are now working on updating our software, systems and forms to reflect 
this change. We will inform you when it goes live and put the new Group 
Housing Allocation Policy for West Dunbartonshire in the downloads section of 
both Cordale & Caledonia’s websites.
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RENT INCREASE: 

Gas servicing: Did you know it is a 
legal requirement for us to service 
your gas boiler once a year?
Gas servicing is vital to keep you safe. It is so important for your safety 
that it was one of the internal maintenance tasks we were able to 
maintain throughout lock down. 

Even though the service is due annually, we will get in touch with you 
before the renewal date. We do this to make sure we can get access and 
allow time should any repeat visits or parts be needed. 

Please don’t ignore the requests from us to book in this
ESSENTIAL work. We have to ensure this is done. As
the renewal dates gets closer we may have to force entry
to the property to meet our legal obligations and
service the boiler. So please help us help you by
booking in your gas service when you get the letter. 

  If you receive HOUSING BENEFIT you don’t need to do anything. Your benefi t will be automatically updated.

  If you pay by STANDING ORDER you need to speak to your bank or log on to your online banking to change your payment.  Make sure you include your 
rent reference number so your payment reaches your account without delay.

 IF YOU’RE ON UNIVERSAL 
CREDIT, AND CLAIMING 
HOUSING COSTS TO PAY YOUR 
RENT, YOU MUST LET THE 
DEPARTMENT OF WORK AND 
PENSIONS (DWP) KNOW OF 
THIS CHANGE IN YOUR RENT.

To make this easier for you, the 
DWP will send you a ‘To Do’ 
notifi cation to your UC journal in 
the fi rst week of April.  You must 
complete the ‘To Do’ so you don’t 
miss out on the money you are due.  

Unfortunately, we can’t tell the DWP 
on your behalf, but if you need help 
with your journal please speak to 
your neighbourhood offi cer.  

If you don’t tell the DWP about 
your rent rise, your Universal Credit 
won’t be increased to cover your 
new rent and you could miss out 
on benefi ts you are due.

Don’t forget to update your payments

I

At the end of February our Board approved a 0.5% rent increase for 2021/22. This increase is applied to rent from April 2021 onwards, meaning your rent 
has now changed. 

To make sure you are getting the right benefi ts, paying the right amount and not falling into rent arrears, we’ve put a helpful reminder below of what 
you need to do to update your rent payments.

Remember, we are here to help. If you have any diffi culties call us on 0800 678 1228. 

5

Please don’t ignore the requests from us to book in this

the renewal dates gets closer we may have to force entry
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Bellsmyre Regeneration Works Steps Up a Gear
We are moving full steam ahead 
with our ambitious £30 million 
regeneration of Bellsmyre area of 
Dumbarton.

On 22nd March Jackie Baillie, 
MSP for Dumbarton, The Vale of 
Leven, Helensburgh and Lomond, 
visited site to witness the major 
demolition works of the old 
unpopular tenements.  These 
are to be replaced with new 
affordable family friendly homes 
with their own gardens.   She 
also viewed the groundworks to 
prepare foundations for the 66 new 
affordable homes being built at 
Muir Road.

Six further blocks of the unpopular 
original three-storey tenements 
have been included in the first 
phase of demolition at Pennicroft 
and Whiteford Avenue in the 
regeneration area.  

Kevin Nixon, Regional Housing 
Manager for the area, said: “It is 
great to see such tangible progress 
today on our ambitious multi 
million pound regeneration plans 
at Bellsmyre.  We’ve moved 54 
families from these properties 
to new homes throughout 
lockdown, which is a phenomenal 
achievement for all involved.  Today 

we see the visible and substantial 
progress being achieved towards 
building a better Bellsmyre with 
the demolition of unsustainable 
properties to make way for new 
modern homes for the community”.

Jackie Baillie, MSP for Dumbarton, 
said: “It is great to see first-hand 
how the work is progressing at 
Bellsmyre.  This is a significant 
project which will provide much 
needed, high quality, affordable 
housing for the area. The 
regeneration plan is vital for the 
local community and economy.  It 
will transform the area and breathe 
new life into the community.”

Bellsmyre regeneration area 
– which will be completed in 
three phases - will include the 
construction of new, affordable, 
two-storey homes to replace a 
total of 225 traditional flats.  The 
development at Muir Road will be 
a mix of houses and flats with one, 
two and three bedrooms to cater 
for a wide range of families and 
individuals.  There will be 44 two 
and three bedroom houses, and 22 
one and two bedroom flats.

Muir Road is on programme to 
complete in June 2022.
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In April we welcomed the fi nal phase of tenants to 
their new homes in Arbroath, part of Stewart Milne’s 
larger Monarch’s Rise development. Caledonia has 
61 new affordable homes; 47 for affordable rent and 
14 for low cost homeownership via the Scottish’s 
Government’s shared equity scheme.

The new homes, just off the Montrose Road to the 
north of the town, double Caledonia’s properties 
in Arbroath with housing at the Herald Building, 
Convent Street, Barbers Croft and Stuart Street.

The development at Monarch’s Rise includes a 
mixture of one and two bedroom cottage flats, 
two bedroom bungalows and two and three 
bedroom houses.

Moving into their one bedroom cottage fl at new 
tenants Wendy Torbet and John Cameron were 
overjoyed with their spacious new home. Wendy 
and John have had a diffi cult year after John’s recent 
open heart surgery.

When getting the keys Wendy commented: 

At the end of April we got COVID creative to allow a tenant 
consultation at Bowerswell in Perth. Using an appointments 
system and a gazebo in the grounds of Bowerswell Memorial 
House, we were able to consult with the Bowerswell retirement 
living residents about plans to create three new affordable 
homes in the underutilised fi rst fl oor of Bowerswell House. 

The plans would see two, two bedroom fl ats and a one bedroom 
fl at created along with a guest room facility for friends and 
family of Bowerswell residents. 

Thank you to everyone that attended. It was fantastic to speak 
with you in detail about the proposed plans. 

Bowerswell Consultation

Our Volunteer & Befriending Project was developed 
eight years ago to encourage older people living in 
sheltered housing schemes, and the wider community, 
to socialise and get involved in social groups/ activities.  
The overall aim is to reduce loneliness and isolation for 
older people and promote both physical and mental 
health.  This is really aimed at older people with age 
between 70 years to 100+. Under normal circumstances 
the volunteering & befriending project provide a range 
of social/activity groups from the tea/coffee based 
groups, to bingo, gentle seated exercise, quizzes, carpet 
bowls, games afternoon, entertainment, arts and 
crafts, aromatherapy, IT support and the list goes on. 

They also run a small one-to-one Befriending Service 
for older people who may be more isolated, generally 
for people with limited mobility or poor health. 

During level 3 restrictions and now with the full 
lockdown, volunteers keep busy helping with more 
practical support for any older person with diffi culties. 
This includes shopping, Phone Befriending or Walk 
& Talk companions. They provide books, jigsaws and 
quizzes where needed, have changed lightbulbs, 
cleared overgrown gardens, adjusted TVs, and helped 
with all types of technology from phones, tablets 
to computers. They will try to fi nd someone to help 

if possible where help is 
needed within Health & 
Safety guidelines; even if 
that is just a short chat on 
the door step.

The Volunteer & Befriending Project provide services 
for all sheltered tenants and the wider community in 
Dundee, Perthshire, Angus and parts of Fife, if there 
are enough volunteers available. They are also still 
recruiting volunteers.  If you are interest please contact 
Gary Flew Volunteer Coordinator on 01382 237179 or 
email gary.fl ew@caledoniaha.co.uk

Volunteering & Befriending at Caledonia

New Tenants in Arbroath

“With John and my own health conditions this new 
home is a ray of sunshine and good news for us. It 
is so spacious, and lovely looking out on our own 
wee garden. It will make such a difference to our 
health to be settled.”
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Survey Winners
We say it A LOT but we really do value 
your opinions and the feedback you 
give us. Which is why we often offer a 
prize draw for completing our surveys 
- our way of showing how much we 
appreciate your time. 

The start of 2021 seemed to be fi lled 
with lots of surveys all vying for your 
thoughts and opinions. Thanks to all 
of you that clicked the links and let us 
know what your think.

Here’s the roll call of our survey 
winners so far this year.  

Rent Policy Review Prize winners 
receiving £50 shopping voucher are:
Jack Brown in Dundee
Colin Wild in Bellsmyre

Rent Increase Consultation Prize 
winners receiving £50 shopping 
voucher are
Fraser Beveridge in Inverness
Karen Job in Bellsmyre

West Dunbartonshire Housing 
Allocation Policy Review Prize winners 
receiving £25 shopping voucher are 
Mr Stephen Bain,  Bellsmyre, 
Dumbarton 
Catherine O’Malley,  Dumbarton 

Tenant Participation Prize winners 
receiving £50 shopping voucher are

1st Prize Barbara Fraser, Perth 

Runners up: 
Ian Morrison Pitlochry
Joann Mooney Dumbarton

LARGE SCALE
SURVEY

We are currently processing all your answers from our Large Scale Survey conducted earlier this 
year. We will be using all your answers in the upcoming months to help prioritise improvements 
to our services in the year ahead. We will give you more updates as to the results and outcomes 
soon, but we wanted to say a huge thank you to everyone that completed the surveys – your 
answers will make a difference.

REVIEWING TENANT 
PARTICIPATION
As an organisation, we are always striving to ensure the homes and services 
we provide for you make life better.  We know you, our tenants, are vital 
to helping us make the right business decisions to provide the homes and 
services YOU want.  

Covid has changed the way we work and interact with tenants at a time 
when reviewing tenant participation was high on our agenda; making this 
review all the more important.

We have been working with the Tenant Participation Advisory Service 
(TPAS) to fi nd out how you want to get involved with us and what you are 
interested in, so that we can make sure there is a way to get involved that 
suits you and your interests. Part of this was an online survey we put out 
earlier this year, thank you to everyone that took part. We are currently 
reviewing all your answers and hope to have a new tenant participation plan 
and options to share with you later in the summer.
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GET READY FOR SPRING WITH OUR TOP ENERGY SAVING TIPS
Most people who contact Home Energy Scotland, the 
Scottish Government’s free impartial energy saving 
advice service, are keen to make sure they’re not 
overpaying on their bills. And with longer days and 
(hopefully) better weather just around the corner, 
spring is a great time to be looking at ways you could 
save some pennies. Have a look at our top tips to help 
you prepare for warmer months ahead and see what 
you could save over a whole year.

  1. Reset your thermostats During the winter, you 
probably set your temperature at a high level 
so be sure to reset your thermostats to refl ect 
the warmer weather. Dropping the heat by just 
1°C can save you on average £80 per year. And 
don’t forget to reset any thermostat timers – 
more sunlight means your house will naturally 
be warmer and lighter, so you’ll not need the 
heating on as much, if at all.

  2. Get a better energy deal Did you know that 

switching energy supplier could save you 
hundreds each year? According to OFGEM, 
switching from a Standard Variable Tariff to the 
market’s cheapest tariff could save you around 
£305. It’s easy to switch, and there are a number 
of energy comparison websites you can use to 
fi nd the best deal for you, including the Citizen 
Advice Bureau’s Comparison Tool.

  3. Change the way you pay Contact your supplier 
directly to fi nd out if there is a better way for 
you to pay your bill that might save you money. 
For example, most suppliers offer a discount for 
paying your bill by direct debit. You may also 
get discounts for receiving bills online, as this 
cuts down on paper and reduces costs for the 
supplier and is good for the environment.

  4. Embrace the great outdoors Take full 
advantage of the warmer weather by line-
drying your clothes instead of using the tumble 

dryer. This could save on average £35 a year on 
your electricity bill. Less time spent indoors also 
means less money spent on your energy bills, 
so why not head outdoors for a bike ride or take 
a stroll around the park if you can? Enter our 
greener travel quiz to win a Garmin Vivoactive 
3 GPS Smartwatch. Full details at www.
homeenergyscotland.org/wingreentravel.

  5. Switch off If you’re planning any day trips 
away, remember to switch appliances off at the 
wall. Turning off appliances rather than leaving 
them on standby could save you around £30 a 
year on your bills each year.

For more energy saving tips and free advice to help 
you reduce your bills and keep warm at home, 
contact Home Energy Scotland on freephone 0808 
808 2282, visit homeenergyscotland.org or follow 
‘HomeEnergyScotSC’ on Facebook and
@HomeEnergyScot on Twitter.



Upheld/Partially Upheld  71 61%
Not Upheld 46 39%

Stage 1 Complaints received 106
Stage 2 Complaints received 4
including escalated stage 1 complaints

3.8 days 

STAGE 1
AVERAGE

TIMESCALES

22 days 

STAGE 2
INCLUDING

ESCALATED STAGE 1
COMPLAINTS 

2
COMPLIMENTS

regarding the level 
of service provided 
by staff and quality 
of work from new 
grounds maintenance 
contractors.

106

4

110

TOTAL NUMBER 
OF COMPLAINTS 

RECEIVED

COMPLAINTS, COMPLIMENTS
& COMMENTS3       ’s from October to December 2020

Full details on Caledonia’s Complaints Procedure, including details about how to complain and details 
of support agencies available to you in making a complaint can be found on our website in the about 
us section at https://www.caledoniaha.co.uk/223_Complaints.html

Total complaints responded to on time:  97 82.9%

Unhappy with Service 38 32.5%
Repairs and Maintenance 59 50.3%
Staff Treatment/Behaviour 7  6%
Dissatisfi ed with Procedure 3   2.6%
Disagreed with Decision 7 6%
Disagreed with Policy 3 2.6% 
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CHANGES TO COMPLAINTS HANDLING PROCEDURE
The Association’s Complaints Handling Procedures 
have been updated to align with the Scottish 
Public Services Ombudsmen (SPSO) Model 
Complaints Handling Procedure.

Our Complaints Handling Procedure explains 
what a complaint is, how you can complain and 
explains how we will deal with your complaint, 
including how quickly we will respond.  

The main changes for tenants in our updated 
Complaints Handling Procedure is that there is 
now more information on what can and can’t 
be complained about.  The six month time limit 

for making a complaint has been extended to 
include Stage 2 complaints as well as Stage 1 
complaints.  

We’ve also done some work to provide a variety 
of digital and non-digital ways to complain 
and guidance on how to complain. All of this 
information, along with the new look Complaints 
Handling Procedure can be found on the website 
in the about us/complaints section. 

In the meantime if you have any questions about 
the changes, please contact us.

Stage 1 Complaints completed 109
Stage 2 Complaints completed 8
including escalated stage 1 complaints

109

8

117

TOTAL NUMBER 
OF COMPLAINTS 

COMPLETED

50.3%

TYPE OF 
COMPLAINTS

32.5%6%

2.6% 6%
2.6%

61%

39%

 TOTAL NUMBER 
OF COMPLAINTS 

UPHELD

61%



17.1 
days 
Our average

relet time

94
EMPTY PROPERTIES 

RELET 

Target

< 30
days

in an 
average 
time of 
30.35 days

EMERGENCY
REPAIRS

6.36
HOURS
Average

completion time

Target

< 4 hrs

NON
EMERGENCY

REPAIRS

4.74
WORKING DAYS

Target

< 5 days

A Summary of our Performance from October to 
December 2020 when services were impacted by 
COVID restrictions.How Did We Do?

83.6% 
SATISFACTION  
WITH REPAIRS  

SERVICE

Target

>85%

120
PROPERTIES 
BECAME 
VACANT

88%
ASB cases resolved on time

NEW 
PROPERTIES 
COMPLETED

95% of rent collected 
(in full year, including arrears paid)

Money Matters…

0

Target

>85%

Average
completion time

GROUP BUSINESS PLAN SUMMARY 2021-2026

Our Business Plan sets out the strategic ambitions for the two Associations in the Caledonia Group – Caledonia and Cordale.   Our 
key priorities for the coming year will focus on helping to achieve our business vision – Homes and Services that make life better.

The key initiatives to be taken forward over 2021-22 are summarised below. 

01 02 03 04 05 06 07 08 09

BUSINESS 
IMPROVEMENT

Modernising and 
improving the way we 

deliver services; making 
better use of new 
technology and 

customer information, 
and looking to build 
back better after the 
Covid-19 pandemic. 

PROVIDING 
1000 NEW 

HOMES 
Continuing our 

programme to build 
1000 new affordable 
homes for people in 

housing need, 
delivering more new 
high quality homes 

over the course 
of this year.  

INVESTING 
IN HOMES 
Investing in our 

existing homes to 
ensure their quality 

and sustainability and 
high levels of customer 

satisfaction; and 
progressing our 

ambitious Bellsmyre 
regeneration plans. 

FOCUSING 
ON CLIMATE 

CHANGE 
Strengthening our 
focus on climate 
change issues; 

developing this as a 
key driver of change 
and improvement as 
we work to achieve a 

net zero carbon 
position for the 

Group. 

RENT POLICY 
& STRUCTURE 

REVIEW 
Reviewing our existing 
rent arrangements to 

identify options for a new 
rent structure that would 
be fair, open, transparent 
and easy to understand; 
and consulting with our 

governing body members 
and customers on these 

options.

TREASURY 
MANAGEMENT 

Reviewing the 
Group’s Treasury 

Management Strategy 
to ensure our funding 

plans support the 
delivery of our key 
strategic aims over 
the next 5 years.

GROUP 
GOVERNANCE 

ARRANGEMENTS 
Investigating, through a 
comprehensive review, 

how we can modernise and 
strengthen governance 
by simplifying practice, 

improving decision making 
and removing overlapping 
responsibilities, whilst also 

ensuring accountability 
to our customers and 

members. 

ICT 
STRATEGY 

Focussing our strategy 
on how we can best 
use information and 

communications 
technology to achieve 

our business 
transformation aims 
and also improve our 
services and working 

arrangements.    

OUR PEOPLE 
STRATEGY 

Developing our people 
to ensure that they have 

the skills, capabilities 
and mind-set needed 

to deliver our strategic 
priorities, manage 

change, drive business 
improvement and help us 
build back better from our 

Covid-19 experiences. 

These centre on our ‘ABCD’ strategic objectives:

Achieving Excellence         Building Success         Creating Innovation         Developing People

Achieving Excellence Building Success Building Success Building Success Building Success Building Success Creating Innovation Creating Innovation Developing People

 www.caledoniaha.co.uk     www.cordalehousing.org.uk

This leaflet can be made available on CD, tape or audio formats,
in Braille, in large print and in languages other than English.
Contact us on 0800 678 1228 for information.

Dundee Area Office:

118 Strathern Road
Dundee
DD5 1JW

Tel: 0800 678 1228    

Email: info@caledoniaha.co.uk
www.caledoniaha.co.uk
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Perth Area Office:

5 South
St John’s Place
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GROUP BUSINESS PLAN SUMMARY 2021-2026

Our Business Plan sets out the strategic ambitions for the two Associations in the Caledonia Group – Caledonia and Cordale.   Our 
key priorities for the coming year will focus on helping to achieve our business vision – Homes and Services that make life better.

The key initiatives to be taken forward over 2021-22 are summarised below. 

01 02 03 04 05 06 07 08 09

BUSINESS 
IMPROVEMENT

Modernising and 
improving the way we 

deliver services; making 
better use of new 
technology and 

customer information, 
and looking to build 
back better after the 
Covid-19 pandemic. 

PROVIDING 
1000 NEW 

HOMES 
Continuing our 

programme to build 
1000 new affordable 
homes for people in 

housing need, 
delivering more new 
high quality homes 

over the course 
of this year.  

INVESTING 
IN HOMES 
Investing in our 

existing homes to 
ensure their quality 

and sustainability and 
high levels of customer 

satisfaction; and 
progressing our 

ambitious Bellsmyre 
regeneration plans. 

FOCUSING 
ON CLIMATE 

CHANGE 
Strengthening our 
focus on climate 
change issues; 

developing this as a 
key driver of change 
and improvement as 
we work to achieve a 

net zero carbon 
position for the 

Group. 

RENT POLICY 
& STRUCTURE 

REVIEW 
Reviewing our existing 
rent arrangements to 

identify options for a new 
rent structure that would 
be fair, open, transparent 
and easy to understand; 
and consulting with our 

governing body members 
and customers on these 

options.

TREASURY 
MANAGEMENT 

Reviewing the 
Group’s Treasury 

Management Strategy 
to ensure our funding 

plans support the 
delivery of our key 
strategic aims over 
the next 5 years.

GROUP 
GOVERNANCE 

ARRANGEMENTS 
Investigating, through a 
comprehensive review, 

how we can modernise and 
strengthen governance 
by simplifying practice, 

improving decision making 
and removing overlapping 
responsibilities, whilst also 

ensuring accountability 
to our customers and 

members. 

ICT 
STRATEGY 

Focussing our strategy 
on how we can best 
use information and 

communications 
technology to achieve 

our business 
transformation aims 
and also improve our 
services and working 

arrangements.    

OUR PEOPLE 
STRATEGY 

Developing our people 
to ensure that they have 

the skills, capabilities 
and mind-set needed 

to deliver our strategic 
priorities, manage 

change, drive business 
improvement and help us 
build back better from our 

Covid-19 experiences. 

These centre on our ‘ABCD’ strategic objectives:

Achieving Excellence         Building Success         Creating Innovation         Developing People

Achieving Excellence Building Success Building Success Building Success Building Success Building Success Creating Innovation Creating Innovation Developing People
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This leaflet can be made available on CD, tape or audio formats,
in Braille, in large print and in languages other than English.
Contact us on 0800 678 1228 for information.
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Each year, as a Group, we a produce a Business Plan which sets out the strategic ambitions for the two Associations in the Caledonia Group – Caledonia and Cordale.

At the start of the year we worked closely with members of the Caledonia Management Board and the Cordale Management Committee to develop our new Business Plan 
for the period 2021-26.  This was approved by the both of the governing bodies in February after detailed consideration of the wide range of issues that influence our work 
and also what our priorities should be, focusing on helping to achieve our business vision – Homes and Services that make life better.



Please contact us for a translation.

This is the newsletter of Caledonia Housing Association.
Caledonia Housing Association is the trading name of Caledonia Housing 
Association Ltd.  Registered Offi ce – 5 South St Johns Place, Perth PH1 5SU.

Caledonia Housing Association Ltd is a registered society under the
Co-operative and Community Benefi t Societies Act 2014 – Reg. No. 2343R(S).

Scottish Housing Regulator Reg. No. HEP 224.
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Property Factor Reg. No. PF000222.

member

Monday to Thursday 9am-5pm & Fridays 9am-4pm
Dundee Area Offi ce
118 Strathern Road
Broughty Ferry
Dundee
DD5 1JW

Perth Area Offi ce
5 South St John’s Place 
Perth 
PH1 5SU

Kirkintilloch Area Offi ce
3 Cowgate
Kirkintilloch
Glasgow
G66 1HW

Bellsmyre Area Offi ce
16 Merkins Avenue 
Bellsmyre
West Dunbartonshire 
G82 3EB

Contact Us
   0800 678 1228    info@caledoniaha.co.uk   www.caledoniaha.co.uk

Out of Hours Emergency Service 
Provided by BR24  Monday to Thursday 5pm to 9am and Friday from 4pm until 9am Monday  CALL 0800 783 7937
PLEASE NOTE: DO NOT CALL THIS NUMBER TO REPORT A ROUTINE OR OTHER NON-EMERGENCY REPAIR.

Connect gives you access to your tenant any time of the 
day or night from any digital device enabling you to...

Manage your 
rent arrears in 

a click

Report a 
repair: Any 
time of the 
day or night

Check your 
rent balance 

& make a 
payment

Change your 
details

Make life easy with

Search #Connect-CHAGroup to download the app
or visit http://bit.ly/chaconnect

and sign up for your account in 3 simple steps

FOR ALL OUR LATEST NEWS FOLLOWS US
@CaledoniaHA @ Caledonia_HA


