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I TAKE great pleasure in presenting this, my first annual report, to the members of the Association. I would like firstly to express my thanks to 
our previous and Caledonia’s first Chairman, Ian McMillan, for all his work in ensuring that our organisation was strong and well established 
before he handed over the reins. In our Business Plan 2013-14 we detailed an ambitious set of targets and outcomes to be achieved over 

the course of the year.  These focussed on our key strategic priorities to deliver excellent services, provide new homes, make our Association 
stronger and invest in the skills and knowledge of the people who support our work.

I am pleased to report that we performed strongly in achieving our aims 
and ambitions whilst also continuing to enhance the reputation of the 
Association.  Our ongoing focus on customer service, for example, resulted 
in high levels of satisfaction with the Association and the services that 

we provide being highlighted in our annual satisfaction survey.  Linked 
to this, I was pleased with the significant progress that we made in 
developing proposals to modernise the services that we provide 
for our older tenants that will involve a much stronger focus on their 
specific individual needs.  This is something that we consulted in detail 
on with the tenants in our sheltered housing accommodation and it is 
an initiative that we will continue to progress over the coming year.

The provision of 115 much needed new homes for rent and 
shared ownership in Perth, Kenmore, Pitlochry, Inverness and 

Arbroath was another success for the Association.  It also 
demonstrates our ongoing commitment to helping people in 
housing need in the many communities where we work.  Our 
efforts in providing new homes were also complemented 
by our continued investment in our existing properties - our 
planned maintenance programme involved £3.84 million 

in property improvements to our homes, putting us well 
on track to meet the Scottish Housing Quality Standard 
by March 2015.     

We are proud of our financial strength and this was 
further enhanced through our success in securing 
£15 million in new long term fixed rate loan funding 
that will be used to support our future new house 
building and planned maintenance programmes.  
The progress we made in improving our governance 
and performance management systems was also 

satisfying and will ensure that we can confidently 

meet the requirements of the Scottish Social Housing Charter and the 
Scottish Housing Regulator’s New Regulatory Framework. In addition, the 
establishment of our new partnership arrangement with Cordale Housing 
Association is one that I am sure will bring benefits for both associations 
over the coming years.

In closing, I would like to thank my fellow Management Board members 
who willingly give their time, energy and enthusiasm to ensure the success 
of our Association in meeting the needs of our residents and many other 
customers.  I would also like to express a particular thanks to one of our 
longest serving Board members, Alistair Barrie, who has advised on his 
resignation from the Management Board.  Alistair’s commitment and service 
to Caledonia and Servite Housing Associations over the past 16 years has 
been outstanding; and his contribution and wise counsel will be missed. 

I would also like to thank our highly dedicated staff team for their ongoing 
contribution to achieving excellence in all that we do.  Our success in being 
named Housing Association of the Year 2014 was a clear demonstration of 
this contribution. Finally, I would like to say a special thanks to the residents 
who play an active role in our various Take Part initiatives – your involvement 
is very important in helping shape the services we provide and the work 
that we do.

David Grant
CHAIRMAN

Moving Forward 2014-15: Our Chief  Executive’s Overview
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Julie C osgrove
CHIEF EXECUTIVE

THE EARLY summer months of this year brought some 
excellent news for the Association when we were announced 
as the Housing Association of the Year at the Scottish Home 

Awards in Edinburgh.  This was a major achievement for everyone 
involved in the work of the Association and I have no doubt that 
the award was a reflection of our commitment over the past 
year to provide high quality homes backed up by responsive 
services,  a strong and well managed organisation and a highly 
skilled and motivated staff team. 

Although proud of this success, I fully appreciate moving forward that the 
risks and challenges in our current operating environment mean that we can’t 
be in any way complacent.  Our Business Plan 2014-15 was developed to take 
account of the various political, economic, social and technical factors that 
will impact on, and may at times shape, our work.  However, taking advantage 
of opportunities to continue to build new homes as well as develop and 
improve the work that we do was also a key consideration for us. Key strategic 
priorities for the Association moving forward over 2014-15 are summarised in 
the diagram opposite.  

Importantly, this year will see our first report to our tenants and other 
customers on how well we are achieving the service outcomes detailed in 

the Scottish Social Housing Charter. We strongly believe 
that our tenants have the right to expect that first class 

services will be provided on a consistent basis 
by the Association and that we will take steps 
where possible to improve the effectiveness and 
responsiveness of these.  Our Charter report 
will provide an important opportunity for us to 
assess with our tenants how well we are living 
up to this expectation.  This year will also see a 
major customer survey being carried out by the 

Association. The outcomes will provide an 
important source of information that we will 
consult with our tenants on to determine 
what we can do to make our homes and 
services better, more affordable and 
tailored to suit their needs.

‘HOUSING ASSOCIATION 
OF THE YEAR 2014’
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Key Events from 2013/14
Tenants Take  
Part & Pass!

New Gas
Contractor
Appointed

Since March 2013, Kingdom Gas have been 
responsible for repairing, servicing and carrying 

out annual gas safety checks to all properties with 
individual gas boilers. The contract was awarded 

following a comprehensive tendering process 
balancing quality and price. The 3-year deal 

includes the option of a 2-year extension subject to 
satisfactory performance.

Whether it’s  
the ingredients we  

choose or the way we  
prepare and cook your food,  

a healthyliving award  
guarantees our food is  
always made with your  

health in mind.

Made with 
your health 

in mind  
every day.

w
w

w.healthylivingaward.co.uk
TAKE LIFE ON, ONE STEP AT A TIME.

Healthy Living Award Certificate  
Gained at Dickson Avenue

Left: Margaret Marmion Above: Hugh & Mary Clark
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the ingredients we  
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a healthyliving award  
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always made with your  
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Made with 
your health 

in mind  
every day.

w
w

w.healthylivingaward.co.uk
TAKE LIFE ON, ONE STEP AT A TIME.

This award rewards caterers in Scotland for dishing up healthier food. This is 
the second time the scheme has had to prepare for this award however, this 
time they were being re-assessed to see if they could retain it for a second 
time! Lots of time and effort was injected into this project in order to make the 
food served generally healthier. This was achieved by making broad changes 
to how the food is prepared, and staff at the scheme have promoted and 
supported tenants to eat more healthily. 

New Housing Partnership with Cordale
In January a Special General Meeting of Cordale Housing 

Association was held to consider a proposal to adopt new 
Rules which would enable Cordale to enter a partnership  
with Caledonia. Following presentations, members gave  
their strong backing for the proposed partnership, with  

almost 93% voting in favour of the proposal. The partnership 
was approved and registered on 1 April 2014.

Cordale
HOUSING ASSOCIATION

Providing 
New Homes

The Provost of Inverness, Councillor Alex Graham 
and fellow Councillors Allan Duffy and Graham Ross 
welcomed new Caledonia tenants to their new homes 
at Assynt Road, Inverness, marking the completion of 
a 88 housing development, delivered by Caledonia in 
partnership with The Highland Council. 

The previously undeveloped and overgrown site was 
owned by Highland Council prior to development.

This landmark development heralds the latest chapter 
in our provision of affordable housing in the Highlands. 
Our partnership with Highland Council has delivered 56 
much-needed affordable rented homes in Inverness. 
The striking design, as well as being visually impressive 
also incorporates a Biomass District Heating scheme, 
which will both reduce energy costs for tenants, and 
at the same time reduce the carbon footprint of the 
housing. Thanks to this, and other design features, the 
Caledonia HA homes have also achieved the highest 
ever Eco-Homes rating for new housing in Scotland.

Each of the new homes is heated with mains 
gas heating and is built to energy efficient building 
standards.

Award Received!
We were awarded the Volunteer Friendly Award 
2013. We achieved this accolade for the way we 
involve and manage volunteers by following 
the five strands of the Volunteer Friendly 
Award standards. We have 24 volunteers 
involved in a number of different roles 
from befriending to administration. Our 
volunteer programme enables us to 
increase the number and types of 
social activity available to tenants in 
our sheltered housing schemes. 
Isolated and vulnerable 
tenants, who may not have 
a circle of friends or family 
visiting them, can find 
companionship with 
a Befriender and 
activities can be 
designed to 
meet specific 
needs. 

New App Launched
Caledonia launched a new mobile phone app to provide 
tenants with instant access to a range of its services whilst 
on the move.

The app, which is free to download on smartphones 
such as iPhone and Android phones, allows Caledonia’s 
tenants to report a repair, report issues of anti-social 
behaviour, set rent reminders, calculate under occupancy 
rates and allows quick access to contact Caledonia. The 
app has also been designed so that it is not solely for 
tenants to use.  Caledonia recognises that you do not 

have to be a tenant to report incidents of anti-social 
behaviour, participate in forthcoming events 

or get free financial and 
benefits advice.

Several of our tenants passed their CIH Housing Qualification.  
This qualification is a great way to gain a better understanding  
of housing and introduce the skills and knowledge to assist 
tenants to participate in housing related activities. Tenants 
that have already completed the qualification have joined 
our new Tenants Scrutiny Panel. Tenants are under no  
obligation to join our Panel but it’s a great opportunity 
to become more involved. Contact them direct: 
scrutinypanel@caledoniaha.co.uk

The unique design of our Assynt Road 

development in Inverness also incorporates a 

Biomass District Heating scheme, which will 

both reduce energy costs for tenants, and at 

the same time reduce the carbon footprint of 

the housing. Thanks to this, and other design 

features, the Caledonia HA homes have also 

achieved the highest ever Eco-Homes rating for 

new housing in Scotland.
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Key Events from 2013/14

New Customer Service Standards Implemented
Providing excellent services that are valued by our customers, meet their needs and provide value for money is the 

keystone of our strategic ambitions. Our guiding principles of excellence, respect and integrity put customers first and 
at the heart of everything we do. We work to an exacting set of Customer Service Standards, that were developed in 

close consultation with customers and reflect their priorities. 

Residents at our Mulligan Court Scheme enjoyed 
a party which took place to celebrate the 
scheme’s 20th birthday. Built in 1993, Mulligan 
Court provides supported care for elderly 
residents. Sally Fealey and Jane Attwood (main 
picture above) were presented with flowers as 
they have been living there since the scheme 
opened in 1983. For the last 10 years Kelly 
Crawford has been the scheme manager. The 
party also featured a house-shaped cake, Happy 
Birthday Mulligan Court! 

Mulligan Court  
Celebrated 20 years!

New CHA Management Board 
Chairman Appointed
Caledonia held its Annual General Meeting at 
McDarmid Park in Perth in September 2013. The 
meeting was addressed by the Association’s Chair, 
Ian McMillan who concluded on a personal note 
by announcing his decision to stand down as 

the Chair and a Board member of Caledonia. 
Following the AGM, the Association’s 
Management Board appointed a new Chair 
– David Grant. David has served on the 

Board of the Association since 2010 and 
brings a wealth of experience to the 
Chair’s from his work in accountancy 
and financial management and with 
local voluntary groups.

Scrutiny Panel & 
Tenant Volunteers 

Help Shape our New 
Estates Management 

Policy

Caledonia staff, members of the Scrutiny 
Panel and tenant volunteers met to Take 
Part in a discussion forum considering 
the Association’s Estate Management 
Policy. In total over 40 people attended 
the event to discuss important tenant 
issues such as:
•	Cars – parking & abandoned 
vehicles
•	Animals – keeping pets and feeding 
birds
•	Health & safety – vermin infestations, 
snow clearing, mobility scooter 
storage
•	Environmental – bin stores, dumped 
items & graffiti

Following this event a full redraft of our 
Estate Management Policy was penned 
and given to our Management Board 
for approval, which they did at the 
beginning of 2014.

Adapting to 
CHAnge 2013 Staff 

Conference 
Over 180 Caledonia staff members 
participated in the 2013 Staff 
Conference. The key theme of 
the conference was Adapting to 
Change, which related to the many 
recent changes within the housing 
arena, how we can change the way 
we work and how we deal with 
changing circumstances – within 
work and outwith work. 

Our Complaints Handling 
Process Boasts Customer 

Focussed Results
We made some important service improvements 

in response to complaints we received from 
customers.  These included changes to some of our 
operational practices, procedures for tenant liaison 

and communications, our service standards and 
contractor monitoring arrangements.  Our complaints 

handling process aims to be customer-focussed, 
thorough and consistent, and as far as possible 

resolve the cause of dissatisfaction at point of contact 
or frontline stage.  In the vast majority of cases we 

achieved this, as only 4 complaints escalated to Stage 
2 and required more detailed investigation.

Annual Satisfaction Survey 2013/14 Results
We were very pleased to receive almost 600 responses - 200 more 

than the number that took part in the same survey last year. In general, 
the results were very similar to those we achieved last year, 
with very small changes in the overall levels of satisfaction. 

The most notable area of improvement was  our 
repairs and maintenance service. We were also 
encouraged to see an increase in those saying they 

are “Very Satisfied” (as opposed to “Fairly 
Satisfied”) with our overall service; and in 
the proportion of new tenants saying they 

were “Very Satisfied” with the standard 
of their new home when moving in. 

An Older Persons Services Focus Group took place in 
October 2013 with staff and tenants from various locations 
and property types taking part. They discussed housing 
options for older people; modernising our services and 
options to support tenants. They also looked at design 
features and designing a ‘standard’ for housing for older 
people. The feedback will help to inform our new Strategy 
for Older People and the way we shape services in future.

Tenants Focus
On Our Older 
Persons Services
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Our Performance 
Highlights

Our Customer Services 
team received 42,600 

calls. 95.5% were 
answered within our target 

of 30 seconds.

600
tenants took part in our 

annual satisfaction survey. 

Almost 86% said they 
were satisfied with our 

overall service.

We recorded 396 
complaints. 95.5% were 
responded to on time.  

Just over 73% of 
complaints were upheld.

 8,720
repairs were completed in 
occupied properties at a 

cost of £857,000. This was 
an average of 2.6 repairs 

per property.2013/14
of emergency repairs 
completed on time. 

On average they were 
completed in 5.65 hours.

98.4%

On average non-emergency 
repairs were completed in 

6.5 days
87.6%

of non-emergency
repairs were completed 

right first time.

Through our annual 
satisfaction survey 85.2% 

of tenants told us they were 
satisfied with our repairs 

service. Our routine surveys 
of service users revealed a 
satisfaction figure of over 

95%

192
adaptations were 

completed at a cost of 

£202,000
enabling tenants with 

particular needs to remain 
in their home.

Our Care & Repair Team assisted 248 clients in accessing 
grants and arranging works with a combined value of 

£1.24m. A further 414 households were assisted through 

the small repairs scheme, with grants totalling £136,888

258  
clients of the Home Help 
Service were provided  

with over  

18,900  
hours of assistance with 

domestic activities.

Caledonia
Home Help

Service

Rental income totalled almost 

£15m
This was over 98%  

of the total rent due.

£93,000 rent was lost 
during periods between 
tenancies. This was only 

0.6%
of the total annual  

rent due.

Over 88% 
of new tenants were 

satisfied with the 
standard of their home 
when they moved in.

83%
of tenants took part in  

our annual survey felt their 
rent offered good  
value for money.

Rents were increased for 
2014/15 by an average of 

2.7%.  
This represented an inflation 
only increase as we work to 

ensure that as far as possible 
rents remain affordable.

We invested 
£3.84m
in improving our housing 
stock through planned 
maintenance and major 
repair work and cyclical 

programmes.

327 properties were  
brought up to Scottish  

Housing Quality Standard 
(SHQS) at a cost of £669,000.

91.5%  
of all properties now  
meet SHQS, with 97%  

meeting the required energy 
efficiency standard.

Our annual satisfaction
survey revealed

79%
of tenants were satisfied with 

the quality of heir home. 

Key Facts &  
Figures at a G lance

343
rented properties became 

vacant during the year. 
Just over 10% of our total 

housing stock.

346
rented properties were  

relet, in an average 
 time of 19.6 days.

90%
of new tenancies started
during 2012/13 were still  

in place a year later.  

115 
new home were provided in 
Inverness, Perth, Kenmore, 
Montrose, Bridge of Earn, 

Pitlochry & Arbroath.

Site acquisitions were 

completed in Inverness 

& Perth, with scope to 

provide a further 

54 
new homes. 

21
new staff members were 

recruited to 8 office based 
and 13 scheme based posts.

The results of our annual staff 
survey revealed  

98% 
of employees enjoy 

working for Caledonia.

We supported the development 
of the Tenant Scrutiny Panel, 

with 8 tenants gaining 
recognised qualifications 

through the Chartered Institute 
of Housing. In adition another 
2 of our tenants completed 

their CIH tenant participation 
qualification. 

We spent 

£238,000 
on repairing properties 
during periods between 

tenancies to ensure 
they met out lettable 

standard. 

24 corporate training initiative were delivered over the year.  

12  
scheme based staff are being 
supported in achieving their 

SVQ in Social Services & 
Healthcare.
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Audit Activities 2013-14: Report from the Audit Chair Financial  Review 2013/14

AT CALEDONIA we recognise that strong governance is the cornerstone 
that underpins the viability, sustainability and success of our organisation, 
and that an effective Audit Committee is a key element of this. 

It is with satisfaction that I can advise members that the Committee has continued 
to play an important role in supporting the Management Board to ensure that 
appropriate arrangements and ongoing constructive challenge are in place in 
relation to risk management; internal control systems and processes; reviewing 
and approving financial statements; and internal and external audit arrangements. 

Managing Risk 
The Association operates in a complex and ever evolving business environment. 

The Committee in response has maintained its focussed approach to the 
identification, management and mitigation of known 

business risks. Steps have been taken over the 
past year to improve the information presented 

on the key business risks to ensure all relevant 
issues have been considered and links to 
the Association’s strategic objectives clearly 
identified. The Committee members also 
recognise the importance of ensuring that 
they maintain a keen awareness of current 
and emerging issues to ensure that the 

Association is ready for any challenges that 
may result from these. Consideration of new and 

emerging risks, and advising the Board on 
these, has therefore been a key issue 

for the Committee. 

Our Internal Audit Programme
The progression of a risk focussed internal audit programme is a key aspect 

of the work of the Audit Committee. Over the course of 2013-14 our internal 
auditors, Wylie Bisset LLP, carried out systems reviews for the following activities: 

•	 Asset Management

•	 Gas Safety

•	 Health & Safety

•	 HR Management

•	 Payroll

•	 Merger Implementation Update

The outcome reports were considered in detail and generally highlighted the 
robustness of the Association’s systems. The completion of identified actions 
detailed in the reports was also the subject of ongoing review by the Committee. 

External Audit
The Association’s annual financial statements were audited by our external 

auditors, Baker Tilly UK Audit LLP, in line with current accounting standards and the 
relevant Statement of Recommended Practice. I am pleased to advise that the 
Committee, through the work undertaken by Baker Tilly, were able to inform the 
Management Board that the annual financial statements provide a true and fair 
view of performance, achievements and plans for the future.

Penny C oburn
CHAIR OF THE AUDIT COMMITTEE
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THE ASSOCIATION is a financially 
strong organisation and we fully 
understand the importance of 

financial management systems and 
activities in maintaining our financial 
strength and achieving our strategic 
and operational aims. The financial 
information provided below summarises 
the outcomes of our operations over the 
2013-14 financial year. We are pleased 
to report from these a net surplus for the 
year of £1.73m, reserves of £22.6m and 
housing assets in excess of £244m.  Our 
robust financial position was also a key 
factor in our recent success in securing 
£15m long term funding from the capital 
markets at very competitive rates.
The Association’s long term financial 

viability is crucial to the success of our 
organisation and a comprehensive suite 
of policies and procedures is in place to 
ensure that robust treasury management 
practices are implemented and we make 
best use of our resources. We continue, 
however, to work in challenging times 
and cost control and robust treasury 
management stand out as the key factors 
that will influence whether our Association 
can maximise its potential and deliver on 
expected outcomes. 
The well-worn phrase “cash is king” 

has never been more relevant and is 
uppermost in our thoughts when deciding 
the future direction of the organisation. 
As a consequence detailed analysis and 

testing of our five year financial projections 
over the past year has confirmed that the 
Association has the resources, reserves, 
and controls in place and is of sufficient size 
and diversity to mitigate the foreseeable 
challenges in our operating environment 
whilst also achieving our future aims and 
ambitions.  
Our financial management priorities 

over the coming year will focus on three 
key areas - the provision of high quality 
effective management information, 
comprehensive budgetary control and 
robust treasury management.  These 
will involve actions to undertake 
process change as part of 
the ongoing development 
of management information 
systems to identify savings; 
provide meaningful a n d 
effective management 
reports; effectively control 
budgets; achieve our financial 
performance targets; and the 
testing of new and innovative 
projects and processes. 
Also, our new 
funding arrangements 
will ensure that our 
planned future growth 
is sustainable and 
manageable, balancing 
opportunity with risk.  

                            31/3/2014           31/3/2013
                    £000                     £000

Turnover
Operating Surplus  
Net Surplus

Balance Sheet Summary:
Housing Assets
Grants 
Property Depreciation 
Other Fixed Assets

Current Assets
Current Liabilities
Long Term Liabilities 
Net Assets 

Represented by:
Revenue Reserves 
Designated Reserves

         16,995 16,749
                       3,714   4,341
              1,727   2,381

  
                         256,507 249,679
                     (169,694) (167,214)
                          (12,318)     (11,123)
                             1,091     1,134
          75,586    72,476

            4,797         6,017 
           (4,830)      (5,029)
                        (52,966)  (52,574)
        22,616    20,890

         20,809       18,917
                             1,807                                           1,973 
             22,616   20,890

Financial Income & Expenditure Summary
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Caledonia Housing Association Ltd is registered with The Scottish Housing Regulator, Reg. No. HEP 224.  
Registered as an Industrial and Provident Society, Reg. No. 2343R(S). A Scottish Charity No. SC013988.  

Registered Office: 5 South St John’s Place, Perth, Scotland, PH1 5SU.

www.caledoniaha.co.uk

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.

INFORMATION IN OTHER FORMATS

BENGALI

CHINESE

HINDI

PUNJABI

URDU

POLISH Tłumaczenia: Jeżeli masz trudności w czytaniu bądź rozumieniu 
języka angielskiego i potrzebujesz pomocy w tłumaczeniu jakichkol-
wiek informacji, które oferuje Związek Mieszkaniowy Caledonia 
(Caledonia Housing Association) lub jeżeli masz inne, szczególne 
wymagania i potrzebujesz pomocy- należy pytać w recepcji lub 
skontaktować się z Nami na numer: 0800 678 1228.

0800 678 1228

0800 678 1228

0800 678 1228

678 1228.

0800 678 1228

Caledonia

Caledonia

Caledonia

Caledonia

Caledonia

Dundee Area Office
118 Strathern Road
Broughty Ferry, Dundee
DD5 1JW

Perth Area Office
5 South St.John’s Place
Perth, 
PH1 5SU

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

By email: 
info@caledoniaha.co.uk   or  
scrutinypanel@caledoniaha.co.uk

Out of Hours Emergency phone:  
0800 783 7937     

SCAN HERE TO  
VISIT OUR WEBSITE

LIKE US ON 
 FACEBOOK

FOLLOW US ON 
 TWITTER

CONTACT US

CaledoniaHOUSING ASSOCIATION

0800


