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Due to the Covid-19 situation, Caledonia has sought to simplify and 
streamline its approach to the self-assessment process. We consulted 
with tenants on this new approach in which it was proposed that we 
would adopt four key measures, which would form the basis of our 
performance “story” and assessment:

•  Review the completion of our 
improvement actions from our previous 
Charter report 

•  Consider what service improvements & 
highlights had been delivered 

•  Ensure that we had complied with our 
legal and regulatory responsibilities

•  Review our performance against relevant 
Charter indicators, including comparison 
with previous years’ performance and 
Scottish National averages

Those tenants who responded to the 
consultation overwhelmingly supported the 
new approach and the self-assessment has 
been completed on this basis. A summary 
of the outcome of the self-assessment was 
made available to residents and has been 
reported to our Governing body.

This report now provides more detailed 
information about our assessment of 
our achievement of each of the Charter 
Outcomes. This has been drafted to reflect 
residents’ views that it should be simple 
and easy to understand and should present 
an honest and transparent picture of our 
performance. It should also outline the key 
actions that we intend to undertake to ensure 
that our performance and standards of 
service continues to improve.

We hope that you find this report 
interesting and informative, but would 
stress that the information presented here 
relates to Caledonia’s performance and 
service delivery during the 2019/20 year, 
the year preceding the current Covid-19 
pandemic. 

The situation with the pandemic has 
presented significant challenges for everyone, 
including our tenants and their relatives, our 
staff and our contractors and suppliers. There 
have been some difficult times, people have 
had to make some incredible sacrifices and 
everyone has played their part in ensuring that 
wherever possible the threat of the spread of 
the virus has been minimised. 

This report does not reflect the 
performance and service that has been 
delivered and maintained during the 
pandemic, nor the huge changes and 
ramifications that people have had 
to consider and undertake in their 
daily routines and lifestyles. Caledonia 
remains extremely proud and grateful 
for the support, resilience, kindness and 
understanding that has continued to be 
maintained in our communities and by our 
residents in these difficult times.
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WELCOME TO OUR  
CHARTER PERFORMANCE  
REPORT FOR 2019/20

WHAT IS 
THE CHARTER

The Scottish Government’s Social Housing Charter 
came into force in April 2012. The Charter sets 
out the standards and outcomes that tenants can 
expect from social landlords, in terms of the quality 
and value for money of the services they receive, 
the standard of their homes, and opportunities for 
communication and participation in the decisions 
that affect them.

There are 15 Charter Outcomes, though not all 
apply to Housing Associations, and the Scottish 
Housing Regulator will monitor, assess and report 
on landlords’ performance against the Charter. 
Social landlords are also required to self-assess their 
performance and progress in achieving the Charter 
standards and outcomes and report this assessment 
to their tenants.

Under normal circumstances Caledonia is required to 
publish their Charter report by the end of October. 
In light of the challenges presented by Covid-19, the 
Scottish Housing Regulator extended the deadline 
this year to the end of December. 
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Defined by the Scottish Housing Regulator as “Every tenant and other 
customer has their individual needs recognised, is treated fairly and with 
respect, and receives fair access to housing and housing services.”

OUTCOME 1 
EQUALITIES

CALEDONIA 
AT A GLANCE…

Stock Profile and Average Weekly Rents (Including Support and Other Charges)

Size of home
Number 
owned

Average  
Rent

Scottish 
average

Difference

1 apartment 29 £90.72 £73.47 23.5%
2 apartment 1564 £87.84 £78.02 12.6%
3 apartment 1664 £82.76 £80.10 3.3%
4 apartment 610 £92.22 £87.08 5.9%

5+ apartment 135 £101.50 £96.18 5.5%

The average rents for our 1 and 2 apartment properties include the specific support and other costs 
involved in providing our sheltered housing accommodation.
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PARTIALLY 
ACHIEVED

10% Angus

16% Dundee City

7% East Dunbartonshire

3.5% Fife 

2.5% Highland

1% North Lanarkshire

58% Perth and Kinross

2% West Dunbartonshire

4002 homes owned- 
across 8 local 
authority areas: Homes 

and  
Rents381 units  

part owned  
(shared ownership)

Financial Strength
Total Rent due £18.7 million
Annual Turnover of £25.4 million
Net Surplus £1.56 million
Accumulated reserves £39.6 million
Housing Assets £267.6 million

Our People
158.6 (Full time Equivalent) Staff Employed

10 Voluntary Management  
Board Members

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

17% Amenity 

66% General needs

Type of 
Homes

2019/20 
Improvement 
Actions

During the year we delivered 
our Equalities Action Plan in 
part by reviewing our systems 
and arrangements for collecting 
equalities monitoring data across 
the Group.  

Work to update information about 
the characteristics of our tenants 
and customers, and put in place 
an updated Equalities Impact 
Assessment framework is ongoing 
and will be continued in 2020/21.

Service 
Improvements and 
Highlights

In March 2020 we were preparing 
for an Equalities Internal Audit to 
take place.  This would involve 
an independent review of the 
systems and procedures we have 
for ensuring equality and diversity 
considerations are part of our 
everyday work.  

The findings of the Internal Audit 
will be included in our Equalities 
Action Plan for 2020/21.  This will 
include any improvements needed 
to meet legal and regulatory 
requirements.

From 2021 we are required to report 
on Equalities compliance as part of 
our Annual Assurance Statement.

Performance

We recognise the vital role our staff, 
and particularly those in customer 
facing roles, play in identifying and 
responding to equalities issues 
on a daily basis.  Our focus is on 
ensuring they have the necessary 
knowledge, skills and support 
to deliver services in a way that 
responds to the individual needs of 
customers.  In the year ahead we 
plan to develop and deliver new 
learning opportunities that reflect 
this.

We recognise there is more we 
could do to understand how 
we are performing in delivering 
our equalities commitments.  In 
2020/21 we will be considering 
some possible new measures of 
Equalities Performance.

WORKING ON
Implementing our Equalities Action Plan for 
2020/21, including collection of tenant monitoring 
data & implementation of updated Equality Impact 
Assessment. 
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Defined by the Scottish Housing Regulator as “Tenants and other customers 
find it easy to communicate with their landlord and get the information they 
need about their landlord, how and why it makes decisions and the services it 
provides.”

OUTCOME 2 
COMMUNICATION

Providing different ways to communicate:

ACHIEVED
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99.8% 

Complaints responded 
to in full at Stage 1

2019
99

Scottish  
Average

97.7

93.5% 

Complaints responded 
to in full at Stage 2

2019
96.1

Scottish  
Average

92.1

3.4 
Days 

Average time for full 
response at Stage 1 
(working day)

Scottish  
Average

4.8

24.3 
Days 

Average time for full 
response at Stage 2 
(working day)

Scottish  
Average

17.9

90.1% 

Tenant satisfaction with 
being kept informed about 
services and decisions

2019
90.1

Scottish  
Average

92

4 tenant 
newsletters 
published

36,504  
calls 
answered

SERVICE IMPROVEMENT ACTIONS

COMPLETED
We developed and implemented new data and 
information management systems to provide 
us with an improved level of customer insight 
and profiling to improve local neighbourhood 
management. We implemented arrangements 
to meet the requirements of the Freedom of 
Information (Scotland) Act.

HIGHLIGHTS
Customer Solutions Team handled 36,500 calls; a 
7% increase from 2018/19
Number of users of Connect portal increased to 
1400, resulting in almost 1200 service requests. 
Continued to develop portal to offer functionality 
for arrears and repayment calculation. 
We have a wide range of channels and actively use 
for communicating, including traditional newsletters 
and increased social media use.  
Performance in responding to Stage 1 (Frontline) 
complaints in average time of 3.4 days significantly 
less than Scottish average of 4.8 days.

WORKING ON
We will continue to develop our online portal, 
increasing the self-service functionality for tenants. 
We will make the Connect portal available to tenants 
in our subsidiary organisations.
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OUTCOME 3 
PARTICIPATION ACHIEVED

Defined by the Scottish Housing Regulator as “Tenants and other customers find 
it easy to participate in and influence their landlord’s decisions at a level they 
feel comfortable with.”

Tenant satisfaction with 
participation opportunities

Scottish  
Average

87.2
2019
83.7
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83.7% 

12 Scrutiny panel  
meetings held 1 

large scale survey 
on rent and rent 

structure completed
4 Kirkintilloch Area 

Committee Meetings

SERVICE IMPROVEMENT ACTIONS

COMPLETED
We have appointed the Tenant Participation 
Advisory Service to review the Group Tenant 
Participation Strategy.
Independent consultants conducted a large scale 
consultation with tenants on how rents are set and 
recommend improvements to standardise our rent 
structure.

HIGHLIGHTS
A Scrutiny Panel representative attended the 
Annual Assurance Statement Working Group.
We completed a wide ranging rent increase 
consultation exercise, including detailed information 
about rent increase options. 

WORKING ON
We will undertake a large independent tenant 
participation strategy review & develop an 
implementation plan for the recommendations.
We will undertake a large scale tenant satisfaction 
survey in 2020/21. 
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ACHIEVED SERVICE IMPROVEMENT ACTIONS

COMPLETED
In 2019/20 we commenced our improvement 
and investment programme for the former 
Antonine HA properties in Kirkintilloch.

HIGHLIGHTS
We completed the major improvement and 
regeneration programme to our properties at 
Newhouse Road, Perth.
We improved 22 properties in Kirkintilloch to meet 
the Scottish Housing Quality Standard.
94% of our stock meets the EESSH energy 
efficiency standard, a small increase on 2018/19. 

WORKING ON
We will continue with our extensive planned 
investment programme, focussing on properties 
that had failed to benefit due to access issues. 
We will engage with owners to identify 
improvement packages for communal areas in 
mixed tenure blocks.

10  11

Defined by the Scottish Housing Regulator as “Tenants’ homes, as a minimum, 
meet the Scottish Housing Quality Standard (SHQS); when they are allocated, 
are always clean, tidy and in a good state of repair, and also meet the Energy 
Efficiency Standard for Social Housing (EESSH) by December 2020”

OUTCOME 4 
HOUSING QUALITY

Built 12 homes with a further 
193 on site, under construction
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96.4% 

Stock meeting the 
Scottish Housing Quality 
Standard

2019
96.4

Scottish  
Average

94.4

Properties meeting 
Energy Efficiency 
Standard for Social 
Housing 

2019
N/A

Scottish  
Average

87.3

89.3% 

Tenant satisfaction with 
quality of home

2019
89.3

Scottish  
Average

87.1

94.2% 

Improved 22 
properties to 
meet SHQS that 
previously failed

We invested over £6 million  
in maintaining our homes



PARTIALLY 
ACHIEVED
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OUTCOME 5 
REPAIRS & MAINTENANCE
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86.4% 

Defined by the Scottish Housing Regulator as “Tenants’ homes are well 
maintained; with repairs and improvements carried out when required, and 
tenants are given reasonable choices about when work is done.”

2019
4.2

Scottish  
Average

3.6 2019
5.3

Scottish  
Average

6.4

Tenant satisfaction with 
repairs service 

2019
87.8

Scottish  
Average

91.3

4.7 
Hours

Average time to 
complete emergency 
repairs

6.4 
Days 

Average time to 
complete non-
emergency repairs 
(working days)

Reactive repairs 
completed right  
first time

2019
86.3

Scottish  
Average

92.4

83.7% 

Number of times did not 
meet statutory obligation to 
complete gas safety  
check within 12 months

2019
19

3

SERVICE IMPROVEMENT ACTIONS

COMPLETED
Reactive and void maintenance contracts were 
tendered and awarded giving the Group three 
main contactors covering key maintenance 
services. The contracts started in April, 2020 
just as the Charter reporting year ended.

HIGHLIGHTS
We recognised that following a main contractor 
entering administration, our maintenance service 
relied on temporary contractors to fulfil service 
delivery.
During 2019/20 we implemented a tenant self-
service repair ordering system via our Connect 
tenant digital portal.
Our Customer 1st frontline re-structure provided 
improved maintenance service capacity and 
responses via our restructured Customer Solutions 
Team and new Neighbourhood Officers.

WORKING ON
Our repairs performance in 2019/20 was adversely 
affected by the contractor entering administration 
and the delay in re-tendering the contract. These 
have been completed and new contract terms, a 
new Contracts Compliance Officer & use of on-line 
Contractor Portal will ensure improved outcomes 
for tenants.

1,143 
Service requests via Connect
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8,313Non-emergency 
repairs completed

2,838Emergency repairs 
completed

11,151 Repairs  
in total

Costing £1.26m
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Defined by the Scottish Housing Regulator as “Tenants and other customers live in 
well maintained neighbourhoods where they feel safe.”

OUTCOME 6 
ESTATE MANAGEMENT, 
ANTI SOCIAL BEHAVIOUR, 
NEIGHBOUR NUISANCE 
& TENANCY DISPUTES

Tenant satisfaction with 
neighbourhood
management

We spent £140,000 on estate 
repairs and environmental 

improvements

CALEDONIA HOUSING ASSOCIATION CHARTER REPORT 2019/20

2019
81.5

Scottish  
Average

87.4

81.5% 43.8% 

tenancy 
offers refused

2019
40.4

Scottish  
Average

34.2

97.3% 

ASB cases resolved within 
locally agreed targets

2019
97.6

Scottish  
Average

94.1

ACHIEVED SERVICE IMPROVEMENT ACTIONS

COMPLETED
We implemented the final measures required 
by the Housing (Scotland) Act, 2014 for tenant 
assignments and successions.
As part of our Customer 1st re-structure we 
introduced a new Neighbourhood Officer Hub 
structure providing enhanced frontline housing 
management services.

HIGHLIGHTS
We implemented our service transformation 
programme (Customer 1st) that introduced a single 
service operating model across all tenancies in the 
Group.
Created new Neighbourhood Officer and  
Customer Solutions Teams providing enhanced, 
responsive and solutions focussed services to be 
delivered at the frontline.
The Neighbourhood Officers engaged with their 
customers to develop unique neighbourhood 
service improvement plans.

WORKING ON
Our Neighbourhood Officers will continue to engage 
with residents in their communities to implement the 
neighbourhood plans, delivering actions towards a 
shared vision of improvement and support. 
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OUTCOMES 7, 8, 9 & 10 
HOUSING OPTIONS 
& ACCESS TO 
SOCIAL HOUSING

We work  
in partnership with 
local authorities on 
housing options 
and advice services

We provide  
advice and 
assistance through 
our Operations 
Teams

Our homes  
are made available 
through Common 
Housing Registers  
(CHR)

We allocated  
393 homes –  
107 of these 
were to homeless 
people

Outcome 7, 8 & 9
Defined by the Scottish Housing 
Regulator as
Social landlords work together to ensure 
that:

•  People looking for housing get 
information that helps them make 
informed choices and decisions about 
the range of housing options available 
to them.

•  Tenants and people on housing lists 
can review their housing options.

•  People at risk of losing their 
homes get advice on preventing 
homelessness

Outcome 10 
Defined by the Scottish Housing 
Regulator as
Social landlords ensure that:

•  People looking for housing find it 
easy to apply for the widest choice of 
social housing available and get the 
information they need on how the 
landlord allocates homes and their 
prospects of being housed.
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We built 12 new homes in 2019/20 
with a further 193 homes being on 

site & under construction

ACHIEVED

SERVICE IMPROVEMENT ACTIONS 
OUTCOMES 7,8 & 9

SERVICE IMPROVEMENT ACTIONS 
OUTCOME 10

COMPLETED
We reviewed the effectiveness of our Common 
Housing Register or nomination agreements 
across all our Local Authority areas.

COMPLETED
We continued with our ambitious plans to develop 
1000 new homes by 2022.
In 2019 we handed over of 12 new build homes, 
69 new units were purchased.
We had 193 properties under construction.

HIGHLIGHTS
Following the transfer of Antonine HA we joined 
the East Dunbartonshire Common Housing 
Register and agreed a nomination agreement with 
North Lanarkshire Council for the allocation of 
homes in Kirkintilloch.
We participated in the review of the Angus 
Council Common Housing Register and their 
move to a choice based allocations policy and 
system.
We completed a partnership & accommodation 
agreement with a specialist support provider to 
provide a unique mental ill health support and 
triage service in Perth.

HIGHLIGHTS
We continue to enjoy positive relationships with 
our local authority and development partners 
ensuring that our new home development 
programme continues to grow, allowing us to 
increase access to housing.

WORKING ON
We will work with a partner Council to develop 
a collaborative strategy to help to prevent 
homelessness following commencement of legal 
action for arrears or ASB (Section 11).  We will 
implement the Angus Choice Based Lettings  
Common Housing Register system.

WORKING ON
We will continue with our ambitious plans to develop 
1000 new homes (including social rented, low cost 
home ownership and alternative tenure homes).
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ACHIEVED
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Stock that became 
vacant

New tenancies 
sustained for more  

than a year

Defined by the Scottish Housing Regulator as “Tenants get the information they 
need on how to obtain support to remain in their home; and ensure suitable 
support is available, including services provided directly by the landlord and by 
other organisations.”

OUTCOME 11 
TENANCY SUSTAINMENT

Average time to 
complete adaptation 

applications (days)

Number of households 
waiting for adaptations

22 Number of abandoned
properties 27 last year

Carried out 168 adaptations
at a cost of £281,666

Outcome 12 Homeless People This only relates to services provided by Local 
Authorities and is not applicable to Caledonia Housing Association.
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2019
91

Scottish  
Average

89.1

87.4% 

2019
9.7

Scottish  
Average

8.4

9.6% 

2019
31.1

Scottish  
Average

41.5

44.1 
Days

2019
N/A

Scottish  
Average

N/A

37 

SERVICE IMPROVEMENT ACTIONS

COMPLETED
We implemented our new Neighbourhood Officer 
Hub structure in 2019 providing enhanced, local 
frontline housing management and tenancy support 
services.
We continued to deliver a healthy Stage 3 
adaptations programme.
We successfully retained the contract to deliver the 
Perth & Kinross Council Care & Repair Service.

HIGHLIGHTS
We continue to develop internal and external 
partnership arrangements to provide services to 
assist tenants to engage with effective support 
to remain in their home including direct support 
provided by a dedicated tenancy sustainment 
officer from Perth & Kinross Council.
A wide range of welfare, energy and benefits 
support provision, including maintaining the welfare 
provision in the Kirkintilloch area in partnership with 
Hillhead HA and East Dunbartonshire Council.
We completed a successful Rent 1st advice and 
support campaign during 2019.

WORKING ON
We will work with a partner Council to develop 
a collaborative strategy to help to prevent 
homelessness following commencement of legal 
action for arrears or ASB (Section 11). 
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ACHIEVED

Rent lost due to 
empty properties 

Tenant satisfaction 
with overall service

Defined by the Scottish Housing Regulator as “Tenants, owners and other 
customers receive services that provide continually improving value for the rent 
and other charges they pay.”

OUTCOME 13 
VALUE FOR MONEY

Tenant satisfaction with 
value for money offered 

by rent

Gross  
rent arrears

21

2019
88

Scottish  
Average

89.2

88% 

2019
0.4

Scottish  
Average

0.9

2019
89.2

Scottish  
Average

83.6

89.2% 

2019
4.6

Scottish  
Average

5.8

Satisfaction with 
factoring service

Average Management 
Fee per factored 

property

Average time to relet 
properties

2019
68.2

Scottish  
Average

101.6

£68.20 

2019
71.4

Scottish  
Average

66.8

63.1% 

2019
17.7

Scottish  
Average

31.8

0.6% 

4.5% 22.7 
Days

99.4% 

Rent  
collected

2019
100.4

Scottish  
Average

99.3

SERVICE IMPROVEMENT ACTIONS

COMPLETED
We continued to maximise the organisational and 
financial benefits of the Group by putting in place 
the Customer 1st single service delivery model 
across all areas.

HIGHLIGHTS
We continue to demonstrate value for money 
indicators that are ahead of the Scottish average 
and in comparison with similar organisations.
Our rent increase was lower than the Scottish 
average, a trend that has continued for a number  
of years.
We implemented an ambitious Customer 1st 
service transition programme, increasing the quality 
of services within existing resource provision.

WORKING ON
Factoring: We will continue to implement the 
recommendations of the Internal Audit to improve 
the services delivered to customers, and to maximise 
consistency across the Caledonia Group.
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ACHIEVED
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Rent increases below the Scottish 
average for 9 years.
We consulted with tenants on our  
rent and budget proposals including 
provision of a choice of three rent 
increase options.

Defined by the Scottish Housing Regulator as “A balance is struck between the 
level of services provided, the costs of the services, and how far current and 
prospective tenants and service users can afford them.

Tenants get clear information on how rent and other money is spent, including 
details of any individual items of expenditure above thresholds agreed between 
landlords and tenants.”

OUTCOMES 14 & 15 
RENTS & SERVICE CHARGES

Scottish  
Average

2.5

2019
3

Scottish  
Average

99.3

2.4%
Rent 

Increase

23

2019
100.4

99.4% of Rent Collected
This includes arrears from current & former tenants

SERVICE IMPROVEMENT ACTIONS

COMPLETED
We commissioned external consultants to work 
with us and consult with our customers to 
complete a Group wide review of our rent and 
service charge structure.

HIGHLIGHTS
We continue to carry out a full scale budget 
and cost review as part of our annual business 
planning process. This guarantees we have the 
resources needed to maintain the viability of the 
association and sustain services, while making 
sure rents and charges remain affordable and any 
increases are reasonable.
We conducted a wide ranging rent increase 
consultation exercise, with the choice to select 
three rent increase options.
Our rent increases have been lower than the 
National average for several years.

WORKING ON
We intend to focus on the implementation of the 
rent review outcomes and recommendations.
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HOW YOUR £ 
WAS SPENT 2019/20
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16.1% Net Interest

1.7% Housing Support Service & Care Activities

12.4% Reactive & Cyclical Maintenance

16.5% Major Repairs & Component Replacement

27.8% Housing Management & Maintenance Administration

16.0% Service Costs

5.9% Care & Repair Services

1.5% Stage 3 Adaptations

2.2% Other Wider Activities

2.2%

16.1%

1.7%

12.4%

16.0%

5.9%

1.5%
16.5%27.8%

This report is based on our 
performance from APRIL 2019 to the 
end of MARCH 2020.
This is historical performance data 
and has been published in December 
2020 two months later than normal 
publication due to the coronavirus 
pandemic.
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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

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

Kirkintilloch Area Office
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 difficulty 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


