
 

CALEDONIA HOUSING ASSOCIATION CHARTER SELF ASSESSMENT SUMMARY 2020/21 

OUTCOME DEFINITION  RESULT ASSESSMENT HIGHLIGHTS KEY IMPROVEMENT ACTION 

1 - Equalities Social landlords perform all aspects of their 
housing services so that 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. 

Partially 
achieved 

• Arrangements for assessing equality impacts of 

key policy and service decisions reviewed and 

implementation commenced. 

• Developed new Group Equality, Diversity and 

Inclusion (EDI) Policy and Charter, in consultation 

with customers, staff and governing bodies. 

• Established new housing applicant monitoring 

arrangements in West Dunbartonshire. 

• Senior staff working group formed to identify and 

progress priority People, Customer Service and 

Governance actions.  

• Identification of existing or planned corporate 

projects that contribute to EDI objectives, 

including telephony system upgrade, website 

redesign and process reviews. 

• 108 adaptations completed, in average of 77 days 

(previous year, 168 adaptations in average of 44 

days). 

We will continue to embed the 
Equality Impact Assessment 
framework across the Group in 
relation to key service related 
decisions and policy reviews; and 
also our work to improve tenant 
data collection arrangements, in 
line with new guidance.    
We will publish and promote our 
new EDI policy and associated 
charter, and publish a statement 
on progress towards the 
commitments we set out.  

2 – Communication Social landlords manage their businesses so that 
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 that 
the landlord provides. 

Achieved  • Communication methods altered to reflect 
Government Covid & lockdown measures & 
restrictions. 

• Detailed Covid & service delivery information 
provided via newsletters, website & social media 

• Continued to provide a single point for customer 
contact & ensured that 93% phone calls were 
answered during the pandemic. 

• Increased online functionality available for 
residents via Connect – personal budget plan, 
rent payment agreement, tenancy permission 
request & benefit advice. 

• Expanded Connect to include Bellsmyre residents 
who transferred to Caledonia. 

• TP Strategy was reviewed by TPAS which included 
a review of tenant communication methods.  

• 90% of residents were satisfied with how they 
were kept informed (Scot Ave 92%) 

• 98% of Stage 1 complaints responded to in full at 
an average of 3.47 days (Scotland average 5 days)  

• Average time to fully respond to Stage 2 
complaints 22 days (24 days last year) 

We will continue to develop our 
on-line Connect portal, increasing 
self-service functionality.  
We will develop a text 
communication functionality to 
enhance the self-service offering.  
We will implement the TP Strategy 
and create opportunity for in 
advance tenant testing of new 
services 
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3 – Participation Social landlords manage their businesses so that 
tenants and other customers find it easy to 
participate in and influence their landlord’s 
decisions at a level they feel comfortable with. 

Achieved • TPAS completed an independent review of our TP 
Strategy, recommendations have informed our 
implementation plan.  

• A large scale tenant satisfaction survey was 
completed in January, 2021.  

• Due to Government Covid restrictions, Caledonia 
was unable to undertake traditional tenant 
consultation events, such as face to face or group 
meetings.  

• A wide range of electronic, telephone or paper 
consultation & information activities were 
undertaken on key service issues – rent policy, 
rent increase, Bellsmyre transfer and a combined 
allocations policy for stock in West Dumbarton. 

• However Caledonia has acknowledged that 
tenant satisfaction with participation 
opportunities during the pandemic reduced to 
73% (Scot Ave 87%) 

We will set up a resident steering 
group to implement TP Strategy 
implementation plan actions, 
including developing digital 
options for engagement.  We will 
undertake focus group sessions 
with residents to reflect on their 
feedback in the large scale 
satisfaction survey, ensuring 
priorities for services and service 
delivery are included in the 2022 
Business Plan actions.  
We will develop digital options for 
tenant engagement, tackling 
potential barriers to traditional 
methods of engagement.  
   
    

4 – Quality of 
Housing 

Social landlords manage their businesses so that 
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. 

Achieved • 98% of Caledonia homes meet energy efficiency 
ratings (Scot Ave 90%) 

• 95% of Caledonia stock meets SHQS (Scot Ave 
91%) 

• As with a lot of housing providers, Caledonia’s 
ability to undertake its planned investment 
programme was severely impacted by the 
Government Covid lockdown measures & 
restrictions.  

• Despite this £3.36M was spent on planned 
maintenance repairs.  

• Whilst tenant satisfaction with quality of home 
reduced to 80% (Scot Ave 87%) there had been 
no significant deterioration in conditions.  

• Void property repairs & lets continued through 
the Covid pandemic period.  

• Established a new process for engaging with 
owners where major repairs and/or 
improvements are required for mixed tenure 
blocks.  

We have obtained agreement to 
incorporate all planned 
maintenance from 2020/21 which 
was delayed due to Covid into our 
programme for 2021/22.  
Particular focus will be on 
maintaining the transfer 
commitments to tenants in East & 
West Dunbartonshire area.  
We will develop plans for EESSH2 
compliance by 2032. 
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5 – Repairs, 
Maintenance and 
Improvements 

Social landlords manage their businesses so that 
tenants’ homes are well maintained; with repairs 
and improvements carried out when required, 
and tenants are given reasonable choices about 
when work is done. 

Remains 
partially 
achieved  

• New maintenance contracts were re-tendered & 
in place just before Covid lockdown March 2020. 

• Despite this & the Government restrictions on 
non-essential repairs, Caledonia complied with its 
maintenance statutory & regulatory 
requirements.   

• Caledonia adapted repairs service delivery to 
reflect the remote working model required by 
Government Covid regulations.  

• £1.7M spent on day to day & relet repairs 
• Avg time for emergency repairs – 3.7 hrs (4.7 hrs 

last year, Scot Ave 4.2 hrs) 
• Avg time for non-emergency repairs – 7 days (6 

days last year, Scot Ave 6.7 days) 
• Tenant satisfaction with repairs service – 80% 

(86% last year, Scot Ave 90%) 
• Completed 80% repairs right first time (84% last 

year) 
• 21 gas services were not undertaken on 

anniversary dates to Covid, however all gas 
services were completed in the year.   

We will build on the feedback 
from the large scale tenant 
satisfaction survey & residents’ 
Covid experiences to develop 
repairs service improvements.  
We will roll out the contractor on-
line portal. 
We will review & consult on a 
Group Repairs & Maintenance 
Policy.  

6 – Estate 
Management, Anti-
social Behaviour, 
Neighbour 
Nuisance and 
Tenancy Disputes 

Social landlords, working in partnership with other 
agencies, help to ensure that tenants and other 
customers live in well maintained neighbourhoods 
where they feel safe. 

Achieved  • Remote service delivery & communication 
models were developed to continue to deliver 
neighbourhood officer services & comply with 
Government Covid measures & restrictions.  

• Risk assessments & service alterations were 
undertaken to ensure that communal services & 
external maintenance continued through the 
pandemic.  

• Local neighbourhood plans were developed & 
whilst working remotely, neighbourhood officers 
remained in contact with & continued to engage 
with their residents.   

• Caledonia handled & investigated 590 ASB cases 
during 2020/21 (476 last year) 

• 90% of ASB cases resolved (91% as last year, Scot 
Ave 94%) 

• Tenant satisfaction with n/hood management 
reduced to 75% (81% last year, Scot Ave 86%). 

We will review our Neighbourhood 
plans to ensure that these align 
with the outcomes from the large 
scale satisfaction survey, identified 
actions to "build back better" post 
pandemic and activities identified 
in the TP Strategy review. 
Complete a research project to 
develop a Group Tenant Compact - 
taking account of considerations 
relating to the concepts of RSL's as 
community anchors.  

7,8,9 – Housing 
Options 

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; and tenants and people on housing lists can 
review their housing options. Social landlords 

Achieved • We adapted processes to continue to operate 
allocations & to provide housing options advice & 
information throughout the Covid pandemic 
period.  

We will implement the West Area 
Allocations Policy. 
We will continue to review & 
enhance the information available 
regarding housing options, in 
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ensure that people at risk of losing their homes 
get advice on preventing homelessness. 

• We consulted with residents to develop a West 
Area Allocations Policy, increasing choice & 
rehousing opportunities for all WDC residents.  

• We implemented a new choice based common 
housing register for allocations in the Angus area. 

• We completed & implemented a Section 11 
homelessness prevention protocol & referral 
agreement with Perth & Kinross Council 

• Reviewed a new Homelessness Section 5 Referral 
Protocol with WDC.   

particular digital or on-line 
provision.   
We will engage with our Council 
partners to develop Section 11 
homelessness prevention 
protocols in their areas.  
 

10 – Access to 
Social Housing  

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. 

Achieved • 382 homes were allocated in 2020/21 (30% to 
homeless or other nominations from LAs). 

• 29 new build properties were let.  
• 103 supported tenancies were let in 2020/21 
• 99% of homeless referrals received an offer of 

accommodation (last year 94%). 
• 82% of offers to homeless persons were accepted 

(last year 72%) 
• Assisted 3 households to gain access to suitable 

housing via housing exchange schemes. 
• We adapted processes to continue to operate 

housing registers & to provide housing options 
advice & information throughout the Covid 
pandemic period.  

• We consulted with residents to develop a West 
Area Allocations Policy, increasing choice & 
rehousing opportunities for all WDC residents.  

We will continue with our plans to 
complete 750 new social rented 
and shared equity homes by 
March 2023.  

11 – Tenancy 
Sustainment  

Social landlords ensure that 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. 

Achieved  • 95% new tenancies sustained for 1 year+ (89% 
last year, Scot Ave 91%) 

• £303,619 was spent on adaptations to people’s 
homes.  

• Time to complete adaptations was impacted by 
Covid & was 77 days in 2020/21 (44 days last 
year, Scot Ave 58 days). 

• 18 properties were abandoned & repossessed in 
2020/21 (22 last year).  

• Early digital & on-line engagement for rent 
payments was developed via the Connect portal.  

• We completed & implemented a Section 11 
homelessness prevention protocol & referral 
agreement with Perth Council 

• Reviewed a new Homelessness Section 5 Referral 
Protocol with WDC.   

We will continue to develop the 
Neighbourhood Hub model with 
Officers providing a more focussed 
tenant centred service to help 
sustain tenancies further. 
We will engage with our Council 
partners to develop Section 11 
homelessness prevention 
protocols in their areas.  
Complete a research project to 
develop a Group Tenant Compact - 
taking account of considerations 
relating to the concepts of RSL's as 
community anchors. 
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13 – Value for 
Money 

Social landlords manage all aspects of their 
businesses so that tenants, owners and other 
customers receive services that provide 
continually improving value for the rent and other 
charges they pay. 

Achieved • Risk assessments & service alterations were 
undertaken to ensure that key services continued 
to be delivered through the pandemic.  

• Despite this, there were some limitations on what 
could be undertaken, which did have a negative 
impact on satisfaction levels: 
- 80% of tenants think rent is value for money 

(Last year 89%, Scot Ave 83%)  
- Overall satisfaction 82% (Last year 88%) 

• Overall performance across key rent & value for 
money indicators remained solid: 
- 100% of rent was collected (Scot Ave 99%) 
- Gross rent arrears 5.5% (4.5% last year, Scot 

Ave 6.1%) 
- Rent lost whilst homes were empty 0.8% 

(Last year 0.6%, Scot Ave 1.4%) 
• Caledonia consulted on an inflation only rent 

increase of 0.5% (Scot ave 1.2%). 
• Established a new process for engaging with 

owners where major repairs and/or 
improvements are required for mixed tenure 
blocks.  

• Average Factoring fee £45 (Last year £68, Scot 
Ave £103) 

We will use the feedback from the 
large scale tenant satisfaction 
survey & residents’ Covid 
experiences to review our 
approach to providing value for 
money from charges.  
 

14 & 15 – Rents and 
Service Charges 

Social landlords set rents and service charges in 
consultation with their tenants and other 
customers so that a balance is struck between 
level of service provided, the costs of the services, 
and how far current and prospective tenants and 
service users can afford them; and that tenants 
get clear information on how rents and other 
money is spent, including any details of individual 
items of expenditure above thresholds agreed 
between landlords and tenants. 

Achieved  • Remote service delivery & communication models 
were developed to ensure that services continued 
to be delivered that complied with Government 
Covid measures & restrictions.  

• Caledonia completed a wide ranging consultation 
exercise on an inflation only rent increase 0.5% 
(Scot ave 1.2%). 

• A detailed budget & rental income assessment 
was undertaken as part of the annual business 
plan development process, inc. use of SFHA rent 
affordability model. 

We will consult with residents on 
plans to implement a new, 
harmonised rent structure.  
  

 


