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TIPS AND ADVICE ON BENEFITS, RENT,
SAVING ON YOUR BILLS AND ADVICE ON HOW
TO MAKE THE MOST OF YOUR MONEY!
2020 was certainly different from what we
expected. As we start 2021 there is hope on the
horizon as we continue to work from home,
patiently waiting for our vaccines and following
the Scottish Government’s guidance to Stay at
Home in what is hopefully our final lockdown of
this pandemic.
January is a tough month financially for most of
us, even more so this year as the pandemic makes
itself felt in all aspects of our lives. For this reason
we’ve dedicated this issue to your finances, providing
helpful tips and advice on how to make your money

Co m p et i t i o n !

go further. Please remember we are here to help – if
you are struggling financially please get in touch with
us. We can and will help.
This newsletter also includes an update on our large
scale survey which is now underway. Your opinions and
answers help shape our business planning and what
we do – please do take the ten minutes to answer
the questions so we make sure we are continuing to
provide the homes and services you want.
Here’s to lighter, brighter days ahead, stay safe
Julie

Julie Cosgrove, Chief Executive

AMAZING DIGITAL HAMPER PRIZE FOR
2,000th USER TO SIGN UP TO CONNECT
See page 11 for details.
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MONEY HELP

I

If you are in arrears and struggling with money, never feel alone, we are
here to help and there are lots of resources out there to support you.

DISCRETIONARY HOUSING PAYMENTS
Discretionary housing payment is additional money
that can be paid to you if:
	you get money for housing costs included in your universal credit, or
you get housing benefit
and this isn't enough to meet the cost of your housing costs in full

Discretionary housing payment can be paid weekly,
or as a lump sum. It can also be backdated.
It might also be paid for
	rent arrears (if these were due to a shortfall between your benefits
and the cost of your rent)

You need to make your application to your local council. Most local
councils have a way you can apply online on their website, or you can
contact them by phone and ask how to make an application.
The council will assess and decide if you can receive a payment. They
will usually take into account any special circumstances that contribute
to your financial difficulties. When you apply it’s important to let the
council know, for example:
if you have been affected by the benefit cap
if your universal credit or housing benefit doesn't cover the full cost
of your rent

rent in advance

	if you need funds for a deposit or rent in advance for a property you
have yet to move into so long as you are already receiving housing
benefit or universal credit

rent deposit

if your rent shortfall is putting you at risk of becoming homeless

Q

.
Who can get a
discretionary
housing payment?
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How to apply

2

A. Anyone who
is in receipt of housing
benefit or universal credit
can claim discretionary
housing payment
(providing you have a
housing cost).
What can’t it be used for?
• Council tax
•	Some service charges are
excluded
•	If your financial need is a
result of repaying a benefit
overpayment
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if you have extra heating costs because you spend a lot of time at
home because you are sick or disabled
	if you have additional travel costs because you travel to a doctor or
hospital or you care for a relative or friend
if your finances have been affected due to the Coronavirus
(COVID-19) pandemic.
It can be helpful to show what your income and outgoings are especially
if you have any extra costs due to things like a family emergency, or a
disability. Provide as much evidence to support this as you can.

www.caledoniaha.co.uk

SCOTTISH
GOVERNMENT
TENANT
HARDSHIP
FUND OPEN
The Scottish Government have launched a
£10 million Tenant Hardship Loan Fund
offering interest-free loans to tenants who
are struggling with rent arrears.

If you are in arrears and struggling with
money, never feel alone. WE are here to
help and there are lots of resources out
there that can help.
We’ve put below the contact details for the welfare rights teams
in your area and national money advice resources.

Please remember to get in touch so we can help.

The interest-free loan is available to private tenants and social
housing tenants who have had their finances impacted by
the coronavirus (COVID-19) pandemic and do not have other
means of support.
The loan is aimed at people who don’t qualify for other help.
You will need to pay this money back so if you might be
entitled to other non-repayable help towards your rent, such
as Universal Credit or Discretionary Housing Payments - which
do not need to be repaid - then these are likely to be a better
option for you.
The loan is a good short term option to support you in
managing your rent arrears and get you back to paying your
rent. It’s a good option if you know that your drop in income
is only temporary – and if you are confident that your money
issues will improve soon.
Loan repayments will be deferred for six months as standard
and repaid over a five-year period.

To apply visit https://tenanthardshiploan.
est.org.uk/ or call us on 0800 678 1228
and we can help you apply and look at other
options to help with your rent arrears.
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IDEAS TO SAVE & MAKE MONEY
SIMPLE CHANGES TO
SAVE £89 A YEAR!

CASH WAITING

TURN OFF LIGHTS SAVE - £15 A YEAR
Turn your lights off when you’re not using them. If you switch a light off for
just a few seconds, you will save more energy than it takes for the light to
start up again, regardless of the type of light.
This will save you around £15 a year on your annual energy bills.

KITCHEN CUT BACKS SAVE - £39 A YEAR
Save £39 a year on your energy bill by using your kitchen appliances more
carefully:
• use a bowl to wash up rather than a running tap and save £25 a year
• reduce your washing machine use by just one cycle per week and save £8 a year
•	only fill the kettle with the amount of water that you need and save
around £6 a year

USE LOCKDOWN TO
HAVE A CLEAR OUT
AND MAKE MONEY!
Sell for free on Facebook
Local Facebook groups and Facebook Marketplace are similar to ebay
allowing you to sell second-hand goods, with NO fees. Popular items
to sell and buy include old baby items, furniture, clothes, toys, sports
equipment – anything.

S elling old technology, CDS, books
and games
Sites and apps like Music Magpie let you trade in old CDs, DVDs,
laptops, phones and games consoles – for cash. They’ll even take
your old lego bits

Sell old Lego by the kilo

SWITCH OFF STANDBY SAVE - £35 A YEAR
You can save around £35 a year by remembering to turn your appliances off
standby mode.

TURN YOUR CENTRAL HEATING DOWN BY 1 DEGREE SAVE - £60 A YEAR
Turning your central heating thermostat down by 1 degree could save you
£60 a year (based on turning down a room thermostat from 22 degrees to
21 degrees in the main living areas of an average 3 bed house)

If you've mountains of unmatched Lego bricks sitting somewhere –
perhaps your children have grown out of them or they were a hobby
you're no longer into – you can now turn them into cash and sell
them online to Music Magpie* by the kilo (or half kilo).

How much can I make? Music Magpie
pays £3/kg for lego. You'll need to sell a
minimum of £5's worth (this can include
CDs, DVDs etc as well as Lego).

GET PAID FOR YOUR OPINION – BE A PRODUCT TESTER

Becoming a product tester means you get things for free – everything from food and beauty products to electrical
products. Sometimes companies simply want your opinion and will reward you for this too. There are lots of different
ways you can do this – we’ve put a few below:
Clicks Research does testing for big-name brands such as Boots, Marks
and Spencer, The Body Shop and Tesco.Even if not selected as a product
tester, each time you take part in a survey it pays Clicks points which you
can exchange them for cash & vouchers. www.clickresearch.com
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Swagbucks rewards you with points you can turn into gift cards and
cash for completing surveys and the other everyday things you do on
line including online shopping, searches, watching videos and playing
games! www.swagbucks.com

www.caledoniaha.co.uk

Our Services
During
Stay at Home
Lock Down

In terms of our services we are continuing to provide our services remotely and
undertake essential and urgent emergency repairs. However we must stress
the importance placed on ensuring we only undertake absolutely essential
journeys. This means:
R emote working remains our default service position and our main and
scheme offices remain closed to staff, customers & the general public
O ur teams continue to work remotely and are available to help with all your
enquiries – please do not hesitate to contact us on 0800 678 1228
 e are only able to complete emergency and urgent internal repairs
W
(remember safety & social distance measures must be followed)
All external repairs and servicing are permitted if essential or urgent
P lanned and cyclical maintenance work inside homes is paused as this is not
classed as essential
S taff in our Very Sheltered developments continue to work at schemes to
provide much needed support for residents
O ur Retirement scheme staff also continue to work remotely but remain in
contact with residents & visit their scheme to undertake equipment & safety
checks as required
A common area cleaning service continues, provided by our Home Help and
Estates Services
H ome moves are permitted and contractors (such as removal firms)
may assist
T o keep everyone safe visits and personal contact will only be considered in
essential situations, strictly by appointment and only after ensuring that:
Screening checks for Coronavirus symptoms are completed
Social distancing at the visit can be observed
Measures for hand hygiene and coughing etiquette will be undertaken
Personal Protective Equipment will be worn if deemed appropriate

On the 4th January the Scottish
Government announced strict stay
at home lock down measures for
all of mainland Scotland to control
the latest Coronavirus outbreak. Full
details about the announcement and
what it means for you are available
on the Scottish Government website.

Records of contacts are made for track and trace requirements
A visit will be declined or ended if measures are not followed.
We would like to thank you for your

continued understanding in these difficult
times and for helping us to help you and
our staff stay safe.

Please be aware we review our services with every Government
announcement to ensure compliance with the latest regulations. When these
result in changes to the services we can provide we will post updates on our
website and social media channels as soon as possible.

Planned Maintenance – updated details of our planned maintenance works schedules,
that reflect the changes made due to the early 2021 lockdown can be found on our website.
5
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CHARTER HIGHLIGHTS

The Scottish Government’s Social Housing Charter sets out the standards and outcomes that tenants can expect from social landlords
with 15 charter outcomes relating to quality and value of service they receive, the standard of their homes and opportunities for
communication and participation.
Under normal circumstances we are required to publish our Charter Report detailing our performance from 1st April until 31st March no
later than 7 months later by the end of October. Due to the challenges of Covid-19 the Scottish Housing Regulator extended the deadline to
the end of December. PLEASE BE AWARE THESE FIGURES ARE FOR OUR PERFORMANCE FROM 1st APRIL 2019 to 31st MARCH 2020.
We’ve included some highlights of the report on these pages.

Our information at a Glance
4002 homes
ownedacross
8 local
Homes
and
authority
Rents
areas:
381 units
part owned

10% Angus
16% Dundee City
7% East Dunbartonshire
3.5% Fife
2.5% Highland

17% Sheltered /
Very Sheltered /
Housing with Care /
Retirement

Type of
Homes

17% Amenity

1% North Lanarkshire

66% General needs

58% Perth and Kinross
2% West Dunbartonshire

(shared ownership)

OUTCOME 2 COMMUNICATION
Tenant satisfaction with
being kept informed about
services and decisions

90.1%

Scottish
Average

2019

90.1

Stock meeting the Scottish
Housing Quality Standard

96.4%

94.2%

2019

N/A

83.7

Tenant satisfaction with
quality of home

89.3%
6

Scottish
Average

87.3

2019

87.2

3

2019

96.4

Properties meeting Energy
Efficiency Standard for Social
Housing

Tenant satisfaction with
participation opportunities
Scottish
Average

Scottish
Average

94.4

92

OUTCOME 3 PARTICIPATION

83.7%

OUTCOME 4 HOUSING QUALITY
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Scottish
Average

87.1

2019

89.3

www.caledoniaha.co.uk

OUTCOME 5 REPAIRS & MAINTENANCE

OUTCOME 13 VALUE FOR MONEY

Average time to complete
emergency repairs

4.7

2019

4.2

Hours

Scottish
Average

Tenant satisfaction
with overall service
2019

88%

89.2

3.6

11,151

Repairs
in total

Tenant satisfaction with value
for money offered by rent

Costing £1.26m

89.2%

OUTCOME 6
ASB cases resolved within
locally agreed targets

97.3%

97.6

94.1

OUTCOME 10

We allocated 393 homes
– 107 of these were to
homeless people
OUTCOME 11 TENANCY SUSTAINMENT
New tenancies sustained for
more than a year

87.4%

Scottish
Average

2019

89.2

83.6

OUTCOME 14 RENT & SERVICE CHARGES

2019

Scottish
Average

88

Scottish
Average

Reminder that the figure
reported is based on last
year’s rent increase

2.4%
Rent
Increase

2019

3

Scottish
Average

2.5

Rent increases
below the Scottish
average for 9 years.

2019

91

Scottish
Average

89.1

The full Charter report which includes service improvement actions
completed, highlights and what we are working on along with
more detailed statistics for each outcome can be found on our
website here https://www.caledoniaha.co.uk/cms/Caledonia%20
Charter%20Report%202020%20FINAL%20.pdf
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DEVELOPMENT NEWS: BUILDING SUCCESSES
Plans to be submitted for new energy efficient social housing in Dundee

Andrew Kilpatrick, Development Director at Caledonia Housing Association, said:

In partnership with Discovery Homes, a Dundee
based family-run housing developer, we are set
to create new, highly energy-efficient homes in
Dundee, all of which will be constructed off-site.
With Discovery Homes we are submitting a
planning application for 40 mixed-tenure homes in
the city’s Rosebank Street, on the site of a former
primary school.
Voigt Architects has designed a development of
30 homes for social rent, and 10 for private sale,
creating a mix of two, three and four-bedroom
homes, over one or two storeys. Two of the homes
are designed for accessible living.
If planning permission is granted, construction could
begin in the summer or autumn of 2021. The offsite
construction techniques being used mean that the
homes will be wind and watertight in a week.

“We are passionate about the importance of providing energy-efficient social housing and believe this development could
become an exemplar to be replicated in future. If approved, these will be the most energy efficient properties we have ever built
and will result in warm, healthy homes, with low energy bills, thus addressing important societal issues such as fuel poverty.”

New homes under construction at Milnathort
We have begun constructing ten new homes for social rent in Milnathort, as part
of a larger development of private housing by Dundas Estates which are already
on the market.
The social housing will consist of six terraced houses and four cottage flats, each
accommodating between two and four people. Courtyard parking will be laid out
to the rear of the houses.
Located on the northern outskirts of Milnathort, the Pace Hill development is
within easy walking distance of the town centre with a good supply of shops,
cafes, hotels and buses.

Construction underway to deliver new affordable
homes near Coupar Angus
We have appointed Bancon Construction to commence the third and final phase
of its development in the small village of Woodside, near Coupar Angus in
Perthshire.
Twelve homes for social rent are now under construction and are due to be
completed in summer 2021, adding to the 24 homes already occupied in phases 1
and 2 of this attractive, rural development.
The 12 properties in this final phase will provide a range of accommodation from
2-5 bedrooms, making them suitable for a wide range of individuals and families.

Work starts on new affordable homes at
Milton of Leys, Inverness
We have begun construction of 21 homes for social rent in Milton of Leys,
south of Inverness, with the properties due to be ready by September 2021.
The homes are part of a wider development being carried out in several
phases by Tulloch Homes and is part of our commitment to Inverness and
the Highland region.
The social housing will consist of 13 houses and eight flats, each
accommodating between one and four people. All will have front and
rear gardens laid to grass plus off-street parking including six designated
disabled spaces.
Located three miles south-east of Inverness, the development has views
overlooking the Moray Firth. Milton of Leys also has good access to the city
via the A9/Milton of Leys interchange and there is a good supply of shops,
takeaways and buses nearby.
Andrew Kilpatrick, development director at Caledonia Housing Association, said:

“This is our latest development in Inverness and we are
happy to be delivering much needed affordable homes
for social rent. Milton of Leys is an important part of
Caledonia’s overall investment in housing projects in the
Highlands and will create jobs for the local area too.”
Nearby in the Slackbuie area, we are also working on a
71-home development. It is currently under construction in a partnership
with the Highland Housing Alliance and is expected to be completed next
year. We are continuing to invest in the area and have further projects
in the pipeline for the Highlands to add to the homes we are currently
constructing and have previously built at Slackbuie, West Heather Road and
Assynt Road in Inverness.

3

48

Caledonia NEWS

www.caledoniaha.co.uk

Introducing
Maxwelltown's
Construction
Art PROJECT
Works on site are progressing well on our site at Maxwelltown, Dundee but it’s not all diggers & hard
hats! We wanted to update you on a side project we have been working on too.
A condition of planning approval for this project is the inclusion of public artwork. Something Dundee
City Council are very passionate about and we were happy to incorporate into our plans.
Planning Officer, “the inclusion of art brings an identity & uniqueness to a place which
enables residents to have a direct pride in their area beyond their own
John Grey,
living space. Artworks can be reminders to the past and/or link to the
explains why
future & give extra meaning to a place new or old. Artworks are often
this artwork
different in shape & form when compared with urban architecture &
is so important:
landscaping providing a different element that enriches the urban scape”
Ailsa Magnus is
the local artist
selected to
undertake the
public art
project for the
development.
Ailsa explains
how & where
she got her
inspiration for
the design she
has produced:

“Much of my work is inspired by mark making. From early
history man has made his presence known by marks left on
the environment. Ancient cave drawings and carvings are
a constant fascination for me: from elaborately carved
stones and waymarkers to seemingly arbitrary scorings
on rocks. I have both puzzled over these and marvelled at
the skill of the ancient mark-maker, acknowledging the
fact that from time immemorial there has been a desire to
decorate, enhance and leave ones mark on the
environment which we inhabit. I spent some time in the
Hilltown, walking around the area, looking at the
buildings and existing architecture. Gathering images of
details, marks and textures”

Taking inspiration from her mark making process, pictures of which are on the
right, Ailsa will be working on designs for bespoke door numbers, one for each
property and a series of decorative panels which will be set into the boundary wall
running the length of Alexander Street.
Steven Brady of Hadden's & Sara Garry, Project Coordinator from Cullross are delighted with the
artowrk commenting:
“Both Caledonia Housing Association
‘We are delighted to be involved in such
and Cullross are looking forward to
an exciting regeneration project. The
seeing the final designs and their
artworks will be a fantastic addition
installation into the development.
to the development and will enhance
The evolution of the artworks has
the environment for both residents and
been a fascinating process.
locals. We are very much looking
We hope the new tenants and the
forward to seeing the finished results.’
community at large will really
Steven Brady, Haddens
Appreciate the completed artworks.”
Sara Garry, Cullross
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COMMUNITY COLLABORATION TO CREATE BURNSIDE COURT
BOOK FOR 20TH ANNIVERSARY

A copy of the book can be viewed online here: http://bit.ly/burnsidebook

The book has articles from the residents and members of the Alyth community
with before and after pictures, a poem about a life centred around the burn that
runs through the scheme and a lovely personal account of moving in 20 years ago
as the development opened by Jessie, a Burnside Court resident for 20 years.
We brought the residents’ articles together into a glossy book which was delivered
to every Burnside Court resident in December as the development’s 20th year
drew to a close. Not put off by the December drizzle Burnside Court’s resident
poet Elma Mitchell was delighted to get her first glimpse of the finished book with
scheme manager Sandie MacKenzie.
Julie Cosgrove Caledonia Housing Association’s chief executive commented

Last year Burnside Court in Alyth celebrated 20 years as a thriving retirement
community. Normally celebrations at Burnside Court are a sociable affair but last
year brought out the residents’ creative sides. With the help of Caledonia and
spearheaded by scheme manager Sandie MacKenzie, Burnside Court have produced a
fantastic book celebrating 20 years of their community.

!
!
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“Burnside Court is a wonderful example of how a development
of homes can become more than bricks and mortar and turn
into a fantastic vibrant community. This book highlights the
wonderful happy memories, stories and anecdotes collected
and cherished over the last 20 years by the people who have
called Burnside Court home, which Caledonia are proud to
provide and be a part of.”

1,500th
User

We felt like Santa in December when we visited Sophie in Perth to deliver her prize for being our 1,500th user to sign up to Connect
across the Group. Sophie’s prize was a digital hamper which was packed with lots of goodies including a Kindle Fire.
3
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SUMMER’S SUMMER HOUSE

2020 was a year of disruption, heartbreakingly so for one of our wee tenants; young Summer was meant to go to Disneyland
Paris with the Make a Wish Foundation but due to Covid 19 it couldn’t happen. To make up for the disappointment Summer
picked a playhouse. With the help of Thomas, Jamie, Keith, James, Andrew & Reece from The McDougall Group we built Summer’s
playhouse in December.
Huge thanks to everyone

involved for giving up their

time. Summer’s delighted face
made it all worth it!

Connect is our tenant app and online portal that lets Caledonia & Cordale tenants manage their
tenancies any time of the day or night. Creating your own Connect log in couldn’t be easier;
simply visit http://bit.ly/chaconnect or search #Connect-CHAGroup to download the app.
Three simple steps will get your account created and then you will have access to all your
tenancy information, statements and budget tools any time of the day or night.

To be in with your chance of winning our

SPECIAL PRIZE DRAW for our 2,000TH USER

sign up today search #Connect-CHAGroup ... it could be you!
11
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WINTER ADVICE TO KEEP YOU
AND YOUR HOME SAFE

We are having a cold winter this year, so here are some practical tips and advice to
help you to stay warm and safe in your home:
	Keep your heating on at a low constant temperature,
rather than heating your home up quickly allowing it to
cool down again
	If you can’t heat all your rooms, make sure you keep
your living room warm throughout the day and heat
your bedroom before going to bed
Close all blinds and curtains at night
	Keep furniture away from radiators to allow heat to
circulate freely
	Keep outside doors shut and report any obvious
draughts
	Make sure to order repeat prescriptions in good time,
don’t wait until you run out
	If you do have to go out in bad weather, ensure you
have on the right clothing. Wrap up in plenty of layers,
and don’t forget your hats, scarves and gloves!
	A balanced diet will help keep you warm and healthy in
the winter. Make sure you and your family eat at least
one hot meal a day. Soup is nutritious and warming,
and cheap to make or buy

	Wearing the right kind of clothes can help keep you
much warmer. Layers are best - t-shirts and under
clothes keep the small of your back warm and will heat
you from the core
	Staying active is good for your health. If the weather
prevents you from getting outside, stay active indoors
- catch up on all the household tasks you’ve been
putting off!
	If you are away for extended periods of time looking
after shielding relatives or have moved in with a
relative during lockdown remember to leave your
heating on low in your property to prevent burst pipes.

Top Tip
HAIR DRYERS ARE GOOD FOR
DEFROSTING PIPES, IF
YOU CAN MAKE IT REACH!
EMERGENCY REPAIRS CALL 0800 6781228 AND
EVENINGS AND WEEKENDS CALL 0800 783 7937

!

BAD WEATHER ARRANGEMENTS
Caledonia have made arrangements across all areas for our grit bins to be
topped up. We have also purchased additional stocks of grit should we need
to refill the bins over the coming months. Whilst we don’t have the capacity
to grit all paths at each scheme, we hope that there is sufficient supplies for
use by tenants and visitors to reduce the risks bad weather brings.

PLEASE CONTACT OUR CUSTOMER SERVICES NUMBER
IF SUPPLIES ARE RUNNING LOW
3
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SCHEME CHRISTMAS
Christmas spirt was in strong supply in our retirement
living and very sheltered housing in December. With
Christmas trees and festive deliveries a plenty.

Eddie Harper, landlord of the local pub in Ladybank close to
The Maltings does something for the community every Christmas.
This year they organised hampers for our residents at
The Maltings. We loved Santa’s unusual sleigh!

Cheer

Huge thanks to all the communities and organisations that
thought of our older residents and took the time to drop
off gifts and hampers. We’ve put a sample of some of the
festive treats below...

Birkhill residents were treated to a
“Christmas Hug in a Bag” created by
Fiona of Give and Take local community
boxes, funded by the Birkhill Co-op.

Cameron Court in Comrie had a flurry of festive activity with gifts, carollers and Christmas day deliveries!
In December carollers arrived at Cameron Court and gift bags were delivered while the carollers sang. Then on Christmas day Mr & Mrs Landale
(Crieff Food Company) & Friends, who all took time on Christmas Day to deliver food packages to all tenants who were on their own with a
Piper playing a few Christmas tunes while the food packages were delivered.
All Tenants at Queen Street, Tayport received
a Christmas Bag put together by Scheme
Manager Pamela Marshall, Connie the Home
help & Pamela’s daughter Carrie-Ann. The team
created the bags with donations from Hannah
Meldrum at Caledonia Housing, Gary Flew at
Caledonia Housing, Crafty Creations Dundee,
Jean’s Sparkle Boutique Perth, Rachel’s Beauty
Suite Tayport, Jenna’s Avon & Partylite Perth,
D & B’s Partylite Perth, Tesco’s Riverside
Dundee, Scotmid Tayport, Anthony Miller, Jackie
Campbell, Lynn Robertson, Paula Melville &
Casey Mathieson & many more – Tayport’s
thanks go to all that helped and donated.
13
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COMPLAINTS, COMPLIMENTS
& COMMENTS for July to September 2020
2%2%1%
3% 2%3%10%

3

31%

TOTAL NUMBER
OF COMPLAINTS

TOTAL NUMBER
OF COMPLAINTS 69%
UPHELD

93

42%

TYPE
TYPE OF
OF
COMPLAINTS
COMPLAINTS

40%

90
Stage 1 Complaints received
90
Stage 2 Complaints received
3
including escalated stage 1 complaints

STAGE 1
AVERAGE
TIMESCALES

2.8 days

Upheld
Not Upheld

69%
31%

1

STAGE 2
INCLUDING
ESCALATED STAGE 1
COMPLAINTS

COMPLIMENT

18.7 days

How Did We Do?
< 4 hrs

86%

14

4.29

< 5 days

NEW
PROPERTIES
COMPLETED

>92%
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87.6%
SATISFACTION
WITH REPAIRS
SERVICE

78

PROPERTIES
BECAME
VACANT

Target

Target

of non-emergency repairs
were completed
“Right First Time”
3

0

WORKING DAYS
Average
completion time

Average
completion time

Target

Target

Target

HOURS

10%
40%
42%
3%
2%
2%
1%

A Summary of our Performance between
Q2 July to September 2020

NON
EMERGENCY
REPAIRS

EMERGENCY
REPAIRS

9
37
39
3
2
2
1

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: 80.6%

5.4

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

Staff
Repair
Service
Decision
Equalities
Policy
Procedure

>90%

>96%

75.7%

ASB cases resolved on time

Target

29

< 17.5
days

17.1
days

in an
EMPTY PROPERTIES averageOur average
time of
RELET
19.5 daysrelet time

Money Matters…

99.05% of rent collected

(in full year, including arrears paid)

www.caledoniaha.co.uk

LARGE SCALE

SURVEY

In our last newsletter we wrote about our upcoming large scale survey to hear your
views on how we are doing and what we can do to improve.
At the end of January letters were sent out to a random sample of tenants explaining what the quick 10 minute telephone or email survey involves and when you can
expect it to happen. You can opt out if you don’t want to be a part of the survey but
your opinions really are important to us, please take part if you can.

KITCHEN CONTRACT AWARDED
McGill Operations Director, Chris Ferriday commented

In December we awarded McGill a contract to complete 100 new
kitchen installations in 2021. The contract, worth £1.3 million,
includes every step of the kitchen replacement work, beginning
with surveys of the existing kitchens, planning and preparation
of works, carrying out the replacement of the kitchen, and any
attendant works including décor and floor coverings.
In the first year of this two-year contract, we anticipate McGill
will replace kitchens in approximately 100 properties across
Tayside. In the following year properties are also likely to
number 100, with the same number to be upgraded during a
possible third-year extension to the contract.

“We are immensely pleased to have been
awarded this contract. We have an excellent
relationship with Caledonia Housing Association,
as we do with many housing associations right
across Scotland, and this is a great opportunity
for us to continue that working relationship.”
Andrew Kilpatrick, Director of Assets at CHA, advised

“We are delighted to be awarding this contract
to McGill, which will improve hundreds of
tenants’ homes over the coming years, starting
in early 2021 if COVID restrictions allow”.

ANNUAL ASSURANCE WHISTLEBLOWING POLICY
whistleblower is a person who informs on someone or who puts a stop to
STATEMENT PUBLISHED Asomething.
In a workplace, this can be a person who has serious concerns
The Caledonia Housing Association Group published its
Annual Assurance Statement for 2020 in December.
It is a regulatory requirement that all Scottish social
landlords produce an Annual Assurance Statement, and
the Group embraces this as part of its commitment to
demonstrating it is well managed, financially strong and
delivers good outcomes for tenants and customers.
A copy of our 2020 Assurance Statement can be found in
the downloads section of our website in the corporate and
governance documents section.

about practices or conduct, and decides to report these to someone who they
believe will be in a position to deal with this. It can also be anyone such as an
applicant, a tenant or their relative, a contractor, or a representative from any
outside agency who believes there have been instances of improper conduct
or malpractice.
We encourage a culture of openness, in line with legal provisions, which
enables any individual to express concerns without fear that they will then be
victimised or disadvantaged in any way.
Our Whistleblowing Policy explains more about this, including the process
and principles that guide any investigations.
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Make life easy with

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

Sign up in
3 simple steps at
http://bit.ly/
chaconnect

Contact Us
0800 678 1228

info@caledoniaha.co.uk www.caledoniaha.co.uk

Monday to Thursday 9am-5pm & Fridays 9am-4pm
Dundee Area Office
Perth Area Office
118 Strathern Road
5 South St John’s Place
Broughty Ferry
Perth
Dundee
PH1 5SU
DD5 1JW

member

Please contact us for a translation.

Kirkintilloch Area Office
3 Cowgate
Kirkintilloch
Glasgow
G66 1HW

Bellsmyre Area Office
16 Merkins Avenue
Bellsmyre
West Dunbartonshire
G82 3EB

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.

This is the newsletter of Caledonia Housing Association.
Caledonia Housing Association is the trading name of Caledonia Housing
Association Ltd. Registered Office – 5 South St Johns Place, Perth PH1 5SU.
Caledonia Housing Association Ltd is a registered society under the
Co-operative and Community Benefit Societies Act 2014 – Reg. No. 2343R(S).
Scottish Housing Regulator Reg. No. HEP 224.
Scottish Charity No. SC013988. Care Inspectorate (No. SP2003001618).
Property Factor Reg. No. PF000222.

