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Caledonia had already started a journey 
to transform our customer services, 
using technology to offer a wider range 
of opportunities to access services and 
different ways to communicate and 
engage with us. During the pandemic 
we relied on this technology to maintain 
contact and communicate with our 
customers.  Connect, our on-line tenant’s 
portal, experienced an increasing uptake 
of new registrations and the range of 
services and functions available on the 
portal has continued to expand.  Our 
intention is to continue to develop the 
functionality of Connect, in response to 
feedback from users, to make it easier 
and quicker to access services at any 
time.    

In contrast, although use of our offices 
was limited to essential services only, 
this did not inhibit our ability to respond 
to the needs of our customers. Instead 
it forced us to look at how we could 
respond to service requests.  A review 
of our office accommodation will 
be concluded to ascertain what our 
requirements are for office space in 
the future.  The need to operate from 
a fixed office base is being questioned 
across businesses, and Caledonia wants 
to ensure that we are flexible and 
responsive to the needs of customers, 
local communities and our staff.   Any 
changes in our office provision will be 
designed to improve the service and 
the customer experience, reduce our 
carbon footprint and reduce costs.  The 
outcome of the review will be the subject 
of tenant consultation to ensure that our 
proposals will be capable of achieving 
these outcomes and is the right solution 
for our customers.   

Climate change is one of the biggest 
global challenges facing us.  The Scottish 

Government has set an ambitious 
target of achieving net zero emissions 
by 2045.  Caledonia recognises it is 
critical that businesses and individuals 
all play a part in contributing to the 
reduction in carbon emissions.  Our aim 
is to develop a climate change strategy 
and associated road map setting out 
our priorities.  This will reflect our role 
as a landlord, employer and business 
and the necessary actions to reduce 
our carbon emissions and adapt to the 
impacts of climate change.  One of the 
key challenges facing the housing sector 
is decarbonisation of our existing homes 
and the shift to renewable heating whilst 
maintaining affordability for our tenants.  
Investment in our existing homes will be 
considered within the context of these 
priorities, to improve energy efficiency, 
adapt to climate change and reduce 
carbon emissions.

The Scottish Government has committed 
to the provision of 110,000 new homes 
by 2032. Caledonia has continued over 
the years to play a part in delivering 
new homes across the communities 
we operate within.  We are nearing 
completion of our current housing 
development programme and will set 
out our development programme for 
the coming years to ensure the ongoing 
provision of new affordable homes. 

In closing, I would like to take the 
opportunity to thank all of my colleagues 
in Caledonia for their efforts and 
commitment, and the Chair and Board 
Members for their support and direction 
during a very challenging period.  I 
look forward to working with them to 
implement our objectives and deliver 
quality homes and services for our 
customers.  

Julie Cosgrove
CHIEF EXECUTIVE

In looking forward to our priorities, it is difficult not to acknowledge the challenges and 
imposed changes that we have all endured over the past 12-18 months.  But in doing so it 
is to consider what worked well during this period and what didn’t work well and learn from 
these to improve our services going forward.  During these intervening months we have had 
to constantly adapt to the changing restrictions and the needs of our customers.  This required 
resilience, flexibility and awareness of the challenges for customers and staff members.  
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Everything we do is focused on, 
and underpinned by, our vision of 
delivering Homes and Services That 
Make Life Better.  We have continued 
to progress our nine strategic 
initiatives, notably our ambitious 
house building programme and our 
business improvement activities, 
including our plans to modernise all our 
services through making better use of 
technology.

It would be remiss of me not to 
acknowledge the impact that the 
pandemic has had on delivery of some 
of the projects and activities planned 
for the year, and more importantly, 
on our day-to-day services.  From the 
start of the pandemic our primary 
concern was to ensure the safety of 
tenants and residents, and that of our 
staff and contractors.  Throughout 
the year we continued to operate 
within government guidelines, which 
at times placed many restrictions on 
our services, in particular our ability 
to carry out non-essential repair work 
and also required us to pause our 
planned and cyclical maintenance 
programmes.  I know the staff team 
have worked incredibly hard to put in 
place arrangements that will enable us 
to catch up as quickly as possible once 
circumstances permit.

Similarly, the severity and duration of 
restrictions varied across the different 
areas of Scotland.  Our tenants and 
members will have all had different 
experiences over the last eighteen 
months, and I am acutely aware of 
the resulting impact on many of you.  
I truly appreciate the patience and 
understanding shown by everyone 
under these difficult circumstances, 
while awaiting the safe resumption of 
our usual activities.

I am pleased to report that the 
restrictions did not prevent us from 
successfully concluding the transfer 
of engagements with the former 
Bellsmyre Housing Association.  This 
was a significant step in enabling the 
major transformation of the Bellsmyre 
area, moving us towards delivering 
on our transfer promises.  The first 
stage of demolitions of the unpopular 
tenement flats have now taken place, 
making way for the development of 
new family homes.  

Elsewhere, by the end of the reporting 
year a total of 417 properties were 
either completed or under construction 
at thirteen sites across Dundee, 
Inverness, Perthshire, Angus, and West 
Dunbartonshire.

Another major event that went 
ahead during the year was our large 
scale tenant satisfaction survey.  
Circumstances dictated that this was 
carried out by telephone or online 
rather than in the usual face-to-face 
setting.  This survey work is critical 
in helping us gain a detailed insight 
of tenants views and priorities, and I 
extend a sincere thanks to everyone 
who gave their time to take part.  The 
Management Board and Executive 
Management Team remains fully 
committed to listening to these views 
and responding to the needs and 
aspirations of tenants in whatever way 
we can.

A final word of thanks to the Executive 
Management Team and my fellow 
Management Board Members, past and 
present.  We benefit from a strong and 
experienced Board, and I am grateful 
to all members, both for their ongoing 
support and for freely giving their time 
to ensuring Caledonia remains a well 
governed organisation.  I would like 

to extend a particular thanks to three 
Board Members, Mary Clark, Ian Gray 
and Alex McDougall, who are leaving 
this year after serving for a combined 
total of 14 years.  All have always been 
quick to share their wisdom and ensure 
we remain on the right path, and we 
will miss their contributions immensely.

These continue to be challenging times 
for the housing association sector, but 
I look forward with a renewed sense 
of optimism that we will enjoy further 
successes and make a difference to 
many more lives in the year ahead.  

Alan Nairn

CHAIR

I am pleased to present this Annual Report to the members of the Association, my first as Chair.  
Last year my predecessor, Penny Coburn, remarked on 2020 becoming one of the most eventful 
years in the history of Caledonia Housing Association.  The past twelve months has taken us further 
into uncharted territory as we have coped with both the changes and challenges to society and 
our day to day lives, brought about by Covid-19.  The year has also brought many highlights, and I 
remain immensely proud of all that we achieved as an organisation, and particularly of the role we 
play in many communities across Scotland.
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Our Award Winning Terrific Team

Burnside Court 
Celebrates 20th 
Anniversary  
Burnside Court in Alyth celebrated 20 years as 
a thriving retirement community during 2020.  

With the help of Caledonia and spearheaded by scheme 
manager, Sandie MacKenzie, Burnside Court have produced 
a fantastic glossy book celebrating 20 years of their 
community.  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 personal account of moving 
in as the development opened by Jessie, a Burnside Court 
resident for 20 years.

Every Burnside Court resident received a copy of the book 
to commemorate the anniversary year. Caledonia also gifted 
a wooden bench and plaque to the garden area at Burnside 
Court for all to enjoy. 

Julie Cosgrove chief executive commented: “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.”  

In March 2021our People team were named Terrific Team of the Year at the 2020 CHeRries awards. 
Now in their 13th year, the awards celebrate excellence in the fields of human resources, training and 
recruitment.

The award recognised Caledonia’s People team who work tirelessly to support colleagues; especially during the pandemic when 
they delivered a range of initiatives to help people adapt to new working practices required to protect staff and customers as a 
result of the pandemic. This included introducing new communication methods to keep everyone connected, providing regular 
updates and organising the Association’s first virtual employee conference, the four-day “Caledonia Festival of Wellbeing”.
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Partnership working  
in Perth Provides  
New Support Service 
at The Neuk 
During 2020 we worked alongside local 
support agencies and charities in Perth 
to provide accommodation for the newly 
established The Neuk, a Perth based 
collaborative mental health hub for Anchor 
House, the first of its kind in Scotland. 

We collaborated with Anchor House to refurbish one of 
our buildings, The Neuk - a two storey building in the 
centre of Perth, to create an inviting and multi-functional 
space. 

The refurbished building contains essential kitchen and 
bathroom facilities along with offices and a mixture of 
small and large meeting and consultation spaces with two 
furnished lounges providing more informal meeting areas. 
The hub also has four bedrooms to provide comfortable 
temporary accommodation for those in need during crisis 
situations. 

Tim Calderbank Director of Customer Service 
commented: “The Neuk as a mental health hub will 
have a positive impact on the quality of life of those 
struggling with mental health issues in Perth and the 
surrounding area embodying the difference a building and 
collaborative partnership working can have for the greater 
good. We are delighted to have been able to play our 
part and look forward to continuing to work with Anchor 
House in maintaining and developing this facility.” 

TERRIFIC TEAM 
OF THE YEAR
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Bellsmyre’s Transfer to Caledonia Concludes
After a successful tenant ballot, an AGM and two Special General Meetings we received confirmation 
from the Financial Conduct Authority (FCA) that the transfer of Bellsmyre Housing Association to 
Caledonia Housing Association was approved as of 1st November 2020.
This means that Caledonia Housing Association is now responsible for the homes and services that were previously provided by 
Bellsmyre Housing Association.  We are delighted to welcome Bellsmyre tenants to Caledonia Housing Association and begin our 
multi million pound regeneration project to build a better Bellsmyre. 

3%
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Building a better BELLSMYRE

Regeneration Milestones:  
Muir Road Planning Permission Granted
In August 2020 we secured planning permission 
from West Dunbartonshire Council to press 
ahead with the first phase of our ambitious £30 
million regeneration of the Bellsmyre area of 
Dumbarton, beginning with the construction of 
66 new affordable homes at Muir Road.

The new homes 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.

Contractor CCG began work on the site in February 2021 with 
the homes expected to be completed by summer 2022.

Demolition Begins  
in Bellsmyre 
A significant milestone in the Bellsmyre regeneration 
was met in February 2021 when CCG began the 
demolition process for the first phase of vacated 
properties at Whiteford Avenue and Penniecroft 
Lane in the heart of the Bellsmyre community.  
The demolition is part of our multimillion pound regeneration of 
Bellsmyre and is pivotal to our plans to build a better Bellsmyre.  
This wider redevelopment of Bellsmyre will be completed in phases 
with 225 traditional flats, in less popular out dated three-storey 
tenements, demolished and replaced with modern housing.  

Jackie Baillie, MSP, Visits 
Site as the Bellsmyre 
Regeneration Works 
Steps Up a Gear
At the end of March 2021 Jackie Baillie, MSP for 
Dumbarton, The Vale of Leven, Helensburgh and 
Lomond, visited site to witness the major demolition 
works of the old unpopular Bellsmyre tenements and 
viewed the groundworks underway for the foundations 
of 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 Lane and 
Whiteford Avenue.  

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. 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.”
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Final Phase Begins at Woodside, Perthshire
In December 2020 we appointed Bancon Construction to commence the third and final phase of our 
36 home development in the village of Woodside, two miles south west of Coupar Angus in Perthshire. 

The twelve properties, all for social rent, will provide a range of accommodation from 2-5 bedrooms, 
making them suitable for a wide range of individuals and families. 

3%
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Building More Homes 
THROUGHOUT SCOTLAND 

Under Construction:  
Work Begins 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. The social housing for Caledonia 
will consist of six terraced houses and four cottage flats, each 
accommodating between two and four people. 

Work continues to Build  
More Affordable Homes in Inverness
In December 2020 construction began on 21 homes in Milton of Leys, south of Inverness, with the 
properties expected to be completed by September 2021.  The housing, all for affordable rent, is 
part of a wider development being carried out in several phases by Tulloch Homes and will consist 
of 13 houses and eight flats, each accommodating between one and four people. 
Nearby in the Slackbuie area, we are also working on a 71-home development. It is currently under construction, in partnership 
with the Highland Housing Alliance, and is expected to be completed late 2021.

Both projects are part of our continued investment in the Highlands with further projects in the pipeline to add to the homes we 
are currently constructing and have previously built at Slackbuie, West Heather Road and Assynt Road in Inverness.

Caledonia Welcome New 
Tenants in Arbroath 
Despite the challenges early lockdown restrictions placed on 
construction projects we were delighted to still be able to hand 
over keys to new homes in October 2020.  Moving into one of 
the first four homes released at our Arbroath development in 
October new tenant Gemma told us: “I can’t believe I’ve been 
so lucky to get this house, it’s my dream home. The kids & I will 
be so happy here.”
A further 21 homes were handed over to tenants at the Arbroath development 
at the end of 2020 with a further 22 new homes handed over to new tenants in 
early 2021. 

The 14 shared equity 
properties have also 
been completed 
and handed over to 
new home owners, 
completing our 61 
home development 
at Monarch’s Rise.
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Spring 2020 – Reducing Boredom & Isolation 
for Retirement Living Residents
In April 2020 we delivered an afternoon tea to every Retirement Living resident to spread a 
little happiness and ease feelings of social isolation during lockdown. In Dundee we worked with 
Boomerang to supply and deliver over 450 afternoon teas across Dundee, Angus and Fife. In Perth we 
worked with Giraffe to do the same for our retirement communities across Perthshire. 
We were also awarded £500 by Tesco Bags for Life to provide Jigsaws and 
books to our Retirement Living residents in Perth to help keep lockdown 
boredom at bay.

In addition to our afternoon teas Sainsbury’s in Dundee contacted us with a 
very generous crate of freshly baked hot cross buns which we were able to 
distribute to our retirement living residents across Dundee. 

3%
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Supporting our communities 
DURING COVID

Lottery Funded 
Summer Fun for 
Young Caledonia 
Tenants
During the summer of 2020 Caledonia 
was successful in applying to the National 
Lottery for Grant Funding to provide activity 
packs for all children living in Caledonia and 
Cordale Housing Association properties 
across Scotland. The £7,000 of funding 
allowed our Frontline Services teams across 
the Group to distribute over 1,000 fun 
activity packs with toys, games and learning 
activities. Here are some of the pictures of 
our Caledonia Activity packs spreading joy in 
Caledonia communities during the summer 
holidays. 

HOPE of a Home 
Cooked Meal for 
Dundee’s Older 
Residents 
The Selkie, a small family run eatery 
and tapas bar in Dundee, teamed up 
with Dundee’s HOPE (Helping Older 
People Engage) project to provide 
a weekly meal for some of Dundee’s 
older residents. For three consecutive 
weeks in February and March the 
HOPE project, with help from a variety 
of team members from across the 
Association, delivered 25 delicious 
Selkie meals to older Dundonians who 
the HOPE project had identified as 
feeling isolated or in need of a fresh, 
home cooked meal during lockdown. 
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Customer 
Service

81.8%  
of tenants satisfied with 
overall service

90.2%  
of tenants feel we are 
good at keeping them 
informed

611 
new users signed up 
to Connect in the last 
year 

Repairing 
Homes

80% 
of tenants satisfied with 
our repairs service

3.66  
hours taken, on 
average, to complete 
emergency repairs

7 
days taken, on 
average, to complete 
non-emergency repairs

Maintaining 
Homes

75.8% 
of tenants satisfied 
with the quality of their 
home

97.5% 
of homes meet the 
Energy Efficiency 
Standard for Social 
Housing (EESSH) 

95%  
of homes meet the 
Scottish Housing 
Quality Standard

Managing 
Tenancies

75.6% 
of tenants satisfied with 
our neighbourhood 
management services

90.5% 
of anti-social behaviour 
cases were resolved

95.9% 
of new tenancies were 
sustained for more 
than a year

Value for 
Money

79.7% 
of tenants feel their 
rent offers value for 
money

0.78% 
of rental income was 
lost due to properties 
being empty

100.7%  
rent collected 
(including arrears) of 
total due 

The Committee plays an important role 
in supporting the governing bodies by:

4  Scrutinising the integrity and 
robustness of the Group’s approach to 
risk management

4  Developing and implementing 
comprehensive internal and external 
audit arrangements

4  Reviewing internal control systems 
and processes and considering 
recommendations to improve these 

4  Reviewing, discussing and approving 
financial statements for each of the 
Group’s Associations

4  Reporting to the governing bodies 
on any matters that the Committee 
members’ consider need specific 
action taken on, and making 
recommendations in relation to these 

4  Monitoring and reviewing the Group’s 
cyber security risks and mitigation 
plans 

Managing Risk  

The Group has a comprehensive Risk 
Management Policy in place and 
has strengthened its approach to 
the identification, management and 
mitigation of known and emerging 
risks during the year.  A programme 
of risk management training has been 
completed together with a further 
training session focussed on risk appetite 
which is now embedded in the Group 
risk map. The risk map is reviewed at 
each Committee meeting and reported 
to the respective governing bodies. 
During the year the risk map has been 
amended to include a new risk on 
the impact of climate change, as well 
as updating the risk disclosures on 
information governance and cyber-

attack.  The Group’s Risk Management 
Policy was also reviewed and approved 
by the governing bodies during the year.  

Our Internal Audit Programme

Over the course of 2020-21 our internal 
auditors, Henderson Loggie, carried 
out systems reviews for the following 
business and service related activities 
across the Group:  

• Sickness absence

• Development projects

• Adaptations

• General Ledger

•  Budgetary Control and Financial 
Reporting

• Complaints

•  Data Protection/Freedom of 
Information

• Tenant Participation

All of the reviews were classed as 
either satisfactory or good, with 24 
recommendations being made across 
all the reviews, all of which were minor 
recommendations. 

Financial Statements - External Audit

The annual financial statements for the 
Group were audited by our external 
auditors, RSM UK Audit LLP, in line 
with current accounting standards 
FRS102 and the relevant Statement of 
Recommended Practice.  I am pleased 
to advise that the Committee, through 
the work undertaken by RSM, were able 
to inform the Caledonia Management 
Board and the Cordale Management 
Committee that the Financial Statements 
were unqualified and that they provide 
a true and fair view of performance, 

achievements and plans for the future. 
A similar exercise was completed with 
respect to the final set of accounts for 
Bellsmyre HA for the period ended 
31 October 2020, after which date 
Bellsmyre’s assets and liabilities were 
transferred to Caledonia HA.

Cyber Security

The Committee has received and 
scrutinised reports on cyber security 
during the year to monitor this critical 
business risk and implementation of a 
continuous improvement plan, which 
has included the successful application 
for Cyber Essentials certification for 
the Group.  As part of the review on 
cyber security a number of areas were 
identified within the ICT Strategy 
Roadmap that could be further 
strengthened, and the Committee 
has also contributed to an analysis of 
the risks and controls associated with 
changes in the operating environment 
such as an increasing requirement for 
many of our services to be provided from 
home.

I would like to take this opportunity 
to extend my personal thanks to 
Committee members, Tenants Scrutiny 
Panel members, Executive Management 
Team and staff, as well as Henderson 
Loggie and RSM.

Alex McDougall

CHAIR OF THE AUDIT AND RISK 
MANAGEMENT COMMITTEE

The Group Audit and Risk Management Committee is a central pillar of the governance 
arrangements, firmly established within the Caledonia Housing Association Group. The 
Committee comprises governing body members from both Caledonia HA and Cordale HA, and 
benefits from the contribution made by members of the Caledonia Tenants Scrutiny Panel.  

CALEDONIA HOUSING ASSOCIATION ANNUAL REPORT 2020/21
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Management Board
as at 31st March 2021
Alan Nairn (Chair)
Mary Clark
Tim Goddard
Ian Gray
Graham Logan
Alex McDougall
Doug McLaren
Andrew Richmond
Derek Robertson
Lorna Williamson

Contact Us
Dundee Area Offi ce Perth Area Offi ce
118 Strathern Road 5 South St John’s Place
Broughty Ferry, Dundee Perth
DD5 1JW PH1 5SU

Kirkintilloch Area Offi ce
3 Cowgate
Kirkintilloch, Glasgow
G66 1HW

By Phone: 0800 678 1228
Monday to Thursday 
9am-5pm & Fridays 9am-4pm

By Email: info@caledoniaha.co.uk

Out of Hours Emergency Phone: 
0800 783 7937

www.caledoniaha.co.uk

Information in other formats
If you have diffi culty in reading or understanding English and require help 
in translating or interpreting any information that Caledonia Housing 
Association provides, or if you have other special requirements and need 
further help, please ask at reception or contact us on 0800 678 1228.

SCAN HERE TO
VISIT OUR WEBSITE

FOLLOW US ON
TWITTER

LIKE US ON
FACEBOOK

ol-

(Caledonia Housing

0800 678 1228

0800 678 1228

0800 678 1228

678 1228.

0800 678 1228

Caledonia

Caledonia

Caledonia

Caledonia

Caledonia

0800

BANGALI

CHINESE

HINDI

PUNJABI

URDU

POLISH
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FINANCIAL
SUMMARY 2020-21
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Caledonia 
Group

Caledonia 
HA

Caledonia 
Group

Caledonia 
HA

2020/21 2020/21 2019/20 2019/20

£000’s £000’s £000’s £000’s

Statement of Comprehensive Income

Turnover 32,572 27,640 31,463 25,373 

Operating Surplus 7,485 6,326 5,793 4,948 

Surplus for the year 5,066 13,486 2,045 1,557 

Total Comprehensive Income * 3,187 11,940 4,038 2,809 

Statement of Financial Position

Housing Assets 329,331 293,934 318,268 266,370 

Other Fixed Assets 2,808 1,102 2,750 845 

Investment Properties 1,309 354 1,309 354 

333,448 295,390 322,327 267,569 

Current Assets 16,324 12,980 14,576 10,003 

Current Liabilities (13,409) (11,480) (12,127) (9,320)

Long Term Liabilities (276,557) (243,793) (269,625) (228,611)

Provision for Liabilities (1,524) (1,524) (55) (8)

Net Assets 58,283 51,573 55,096 39,633 

Represented by:

Revenue Reserves 58,283 51,573 55,096 39,633 

* Caledonia HA for the year  2020-21 includes the aquisition of net assets from Bellsmyre HA on 1 Nov 2020.
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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    Scottish Charity No.SC013988    Care Inspectorate No.SP2003001618    Property Factor Reg. No. PF000222


