
Sustainable homes, flexible services, vibrant communities

BUSINESS PLAN 
2013-2018 SUMMARY 

Our Homes
We provide almost 4,000 homes across five different local authority areas.

Our Tenants
We provide a wide range of housing and specialised support services to a diverse range of tenants. 

Our Financial Position
We are a robust and stable organisation with the financial strength to support our aims.

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

Information in Other Formats
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PH1 5SU

Tel: 0800 678 1228  
enquiries@caledoniaha.co.uk

www.caledoniaha.co.uk

• Turnover – £16m 
• Housing Assets – £250m
• Accumulated Surplus – £22.5m
• Projected Investment in Existing Stock – £3m per annum
• Projected Investment in New Build Development – £5.5m per annum
• Current year investment in New Build Development – £7.5m



Introduction
The Association’s Business Plan sets out our vision and strategic direction, operational priorities 
and service ambitions over the period 2013-18.   

Our Achievements 2012-13
We made significant progress last year in delivering on our commitment to develop a stronger 
and more efficient housing association that is focussed on providing new homes, improving 
services and making a positive contribution to the communities where we work. 

 

 

Our Business Strategy 2013-18
Achieving excellence in everything we do will continue to be at the heart of our business strategy.

Mission Sustainable homes, flexible services, vibrant communities

Guiding 
Principles

Excellence Customer
Service

Respect Integrity

Vision To achieve excellence in everything we do

Strategic 
Objectives

Customer
Excellence

Business 
Growth

Business  
Sustainability

Investment in 
People

We will deliver 
excellent 
services that 
are valued by 
our customers, 
aim to meet 
their needs and 
provide value for 
money

We will continue 
to provide new 
homes for our 
diverse customer 
group and will 
develop the 
range of services 
that we can offer 
to them

We will make 
our Association 
stronger for 
the future 
through effective 
governance, 
sound financial 
and risk 
management, 
investing in 
our homes 
and striving 
for continuous 
improvement

We will invest 
in the skills and 
knowledge of 
our staff team 
and Management 
Board to enable 
them to do their 
best for the 
Association

Key Business Plan Priorities
Our priorities over the period of the plan will focus on achieving positive service outcomes, effective 
governance, strong financial health and the provision of more new homes.

Customer Excellence
• Customer Service Centre established

• Complaints procedure implemented

• Tenant Participation strategy developed

• New performance management framework 
introduced

Business Sustainability
• Key financial and business systems 
integrated

• New governance systems developed
• Private finance in place for new build housing 
programme

• Improved arrangements for equalities, health and 
safety and communication implemented

Business Growth
• New homes on site in Perth, Bridge of Earn, 
Montrose, Inverness, Kenmore and Arbroath

• Sites acquired for new homes in Perth, Birnam, 
Blair Atholl and Inverness

Investment in People
• New staff engagement arrangements 

implemented
• First staff conference held
• Wide range of learning and development actions 
carried out
• New staff consultative group (Caledonia 
Connected) in place

Achievements

Customer Excellence
• Development of a new Customer Services 

Strategy to ensure we are in tune with our 
customers’ needs and aspirations

• Implementation of a new performance 
management framework to support our 
service aims 

• Reorganisation of the way we deliver 
our housing management and tenancy 
support service to focus more on income 
management advice and improved customer 
service

• The establishment of a new Tenant Scrutiny 
Panel that will provide opportunities for 
tenants to review and challenge the work of 
the Association

• Development of a new Older Persons 
Strategy to ensure that the Association’s 
activities and services reflect evolving 
Scottish Government policy

Business Sustainability

• Review of the Association’s treasury 
management arrangements to 
strengthen and improve these

• Developing new procurement arrangements 
with the aim of achieving efficiency savings 
where possible 

• Meeting the Scottish Housing Quality 
Standard by March 2014 – one year ahead 
of the Scottish Government’s target

• Actions to improve the associations carbon 
footprint, including steps to reduce fuel 
poverty

• Developing new approaches in relation to 
communications and marketing, health and 
safety

Business Growth
• Completing 54 new social rented homes 

over 2013/14

• The development of income generating 
services that support the Association’s 
strategic aims

• The establishment of working 
arrangements with new partner 
organisations

• Procurement of new finance facilities to 
support the Association’s new build and 
service development aims

• Expansion of the Association’s Home Help 
Service to new customers

Investment in People

• The implementation of a 
comprehensive learning and 

development programme for the staff 
team

• The development of a new competencies 
framework that will support learning and 
development and performance review 
activities 

• The implementation of improved skills 
development and training support systems 
for the Association’s Management Board

• Enhanced tenant empowerment and 
involvement through the provision of 
learning opportunities for tenants involved 
in the Association’s tenant participation 
activities 

Key 
Priorities


