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The Tenant Scrutiny Panel has been established as Caledonia’s main tenant consultative 
and scrutiny body for a number of years. The Panel is completely independent. 
Participating tenants give their time to help the Association consider the effectiveness 
of the services it provides to residents and their views on any new services that might be 
developed.

To achieve this the Panel works closely with 
Caledonia staff to:

• Monitor how services are performing 

•  Ensures customers views are considered when 

changes are made

•  Review performance information, including 

information reported to the Management Board and 

the Scottish Housing Regulator

•  Participate with other residents in policy or service 

reviews

•  Help Caledonia to make informed decisions

The Panel has helped Caledonia with its self-

assessment of achievement of the Social Housing 

Charter outcomes as detailed in this publication.

The Panel is very keen to involve people from all ages 

and backgrounds in its work to help improve services 

for tenants. Taking part is voluntary however it does 

require people to commit some of their time and quite 

a bit of energy. Training and support is provided so no 

prior experience of being in tenant groups is required.

2016/17 was another busy year for the 
Panel and notable achievements included:

•  Designed new participation publicity and information 

leaflets

•  Developed a Panel induction procedure

•  Created a Scrutiny Panel approved logo for review 

documents

•  Completed an independent review of the Older 

Person’s Strategy

•  Two representatives attended the Audit Sub-

Committee

•  Panel representatives participated in Caledonia’s 

annual business planning and strategy away day

•  Panel members completed Chartered Institute of 

Housing qualifications

•  Attended Tenant Participation Advisory Service 

training events and Annual General Meeting – the 

Panel have been nominated for a TPAS award

If you would like to know more about the Panel and 

what they do, please contact them on the following: 

tenantparticipation@caledoniaha.co.uk.
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A warm welcome to 
Caledonia Housing 
Association’s 2016-17 
Annual Charter Report.  

Looking back over the year, I am 

delighted that we have continued 

to build new much needed 

affordable homes whilst also 

achieving good outcomes for our 

many tenants and other customers.  

Also, it was pleasing to see our 

work recognised externally with 

the Association being awarded 

Services Business of the Year at the 

Courier Business Awards 

in 2016 and the Large 

Housing Association 

of the Year at the 

Scottish Homes 

Awards in 2017.    

As regards to the 

services that 

we provide, 

a key 

element 

of our 

work 

involves a strong focus on 

achieving the outcomes and 

standards set out in the Scottish 

Social Housing Charter.  We have a 

rigorous process in place to assess 

our performance against the 14 

Charter outcomes that apply to 

the Association.  This involves a 

detailed review of how well we 

have performed in providing a 

wide range of services and also 

seeking views from tenants on the 

outcomes that we have achieved.   

This is the fourth Charter report 

that we have presented to our 

tenants and it is pleasing to 

be able to advise that we have 

again performed well against 

the requirements of the Charter.  

Ensuring that we achieve high 

standards on a consistent basis 

is very important for us and will 

continue to be a key feature of our 

work over the coming year.  It is 

also good to see that we have used 

the Charter assessment findings, 

including the views of our tenants 

on these, in a positive way over the 

years to help improve what we do.  

Within the report we have provided 

information on each of the Charter 

outcomes that apply to the 

Association, key ‘facts and figures’ 

on our service activities that relate 

to these and the findings from 

our self-assessment, including 

improvement actions.  I hope that 

you find this information interesting 

and informative.  If you would like 

to know more about any aspect 

of the information in the report or 

our work more generally, just let us 

know – we would be happy to talk 

this through with you.       

Finally, I would again like to 

highlight the contribution that the 

tenants involved in our Take Part 

initiatives make throughout the 

year in helping us to achieve high 

standards in all that we do – their 

input is very much appreciated by 

the Association.  However, I would 

also like to actively encourage 

others to take part in the work that 

these tenants do. If you would like 

to talk about the contribution that 

you could make as a tenant with 

the Association, just contact us in 

one of the usual ways - we would 

be delighted to hear from you. 

David Grant 

Chairman

A WELCOME FROM OUR CHAIRMAN 
DAVID GRANT
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Caledonia Housing Association is one of Scotland’s leading providers of high quality 
affordable homes and associated services for people in housing need; owning and 
managing around 3500 social rented homes in Perth and Kinross, Dundee, Fife, 
Angus, Dunbartonshire and the Highlands with a further 1100 owned and managed 
in West Dunbartonshire by Bellsmyre and Cordale Housing Associations – partners in 
the Caledonia Housing Association Group. 

Our strategy is based on providing 
homes and services that make life 
better. 

We are a financially strong 
housing association with a net 
surplus for the year of £2,665,340, 
accumulated reserves of 
£28,876,945 and housing assets in 

excess of £289,444,023. 

As at 31 March 2017 we owned 

3,537 homes, with the rent 

due from these amounting to 

£14,884,320. Around 60% of our 

homes are designed for people 

with general housing needs; and 

40% specialised sheltered housing 

accommodation that is designed to 

meet the needs of older people.

In June 2017 we were named Large 

Housing Association of the Year at 

the Scottish Home Awards, with 

our subsidiary Cordale Housing 

Association named Small Housing 

Association of the Year. 

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 26 £88.20 £66.55 32.5%

2 apartment 1,476 £86.17 £71.67 20.2%

3 apartment 1,431 £78.03 £73.13 6.7%

4 apartment 469 £85.01 £78.42 7%

5 apartment 135 £95.84 £88.02 8.9%

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



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

CHARTER REPORT 2016/17

ACHIEVED

OUR WORK

We have a 
comprehensive 
Equalities Policy

Equalities 
information 

collected and 
analysed through 

our ‘Getting 
to Know You’ 

equalities survey

Reviewed our 
processes 
relating to 
the ‘Happy 
to Translate’ 

services to make 
it more effective

Carried out 
173 medical 

adaptations in 
2016/17
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1 apartment 26 £88.20 £66.55 32.5%

2 apartment 1,476 £86.17 £71.67 20.2%
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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 that the Landlord provides.”

OUTCOME 2 
COMMUNICATION

84.9
% of Stage 1 
complaints  
responded to 
on time 

92.3
% of tenants  
satisfied with being 
kept informed about 
services and decisions

Scottish  
Average

91.1

Scottish  
Average

85.4

Scottish  
Average

83.3

Providing 
different 
ways to 
communicate:

www.caledoniaha.co.uk
e. info@caledoniaha.co.uk
t. 0800 678 1228

2016
92.1

% calls answered by 
Customer Service 
Team within 30 secs

2016
93.4

94.1
% of Stage 2 
complaints  
responded  
to on time 

2016
85.7

35,557
Number of calls 
received by 
the Customer 
Service team

2016
38,598

97.2
2016
97.6

ACHIEVED
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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.”

OUTCOME 2 
COMMUNICATION

OUTCOME 3 
PARTICIPATION

80.8

% tenant satisfaction with 
participation opportunities

CHARTER REPORT 2016/17

Scottish  
Average

84
2016
80.4

ACHIEVED

 11 tablets issued as 
part of the Newhouse 
Regeneration and Digital 
Trials with a further 20 to 
be issued as the blocks are 
handed over

4 Tenant Scrutiny 
Panel members 
going through CIH 
accreditation

+900
Digital inclusion survey 
forms received
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“Tenants’ homes, as a minimum, meet the Scottish Housing Quality Standard (SHQS) by 
April 2015, and continue to meet it thereafter, and when they are allocated, are always 
clean, tidy and in a good state of repair.”

OUTCOME 4 
HOUSING QUALITY

Scottish  
Average

94

Scottish  
Average

97.1

Scottish  
Average

75

We invested 
£4.3m million 
in maintaining 
our homes

And we built 
78 new homes

98.3
% stock meeting 
Scottish Housing 
Quality Standard 
(SHQS)

2016
98.4

90.1

% tenants 
satisfied with 

quality of home

90
Scottish  
Average

90

% tenants satisfied 
with standard of 

home when moving 
in (new tenants 
within past year)

2016
90.7

93
Scottish  
Average

87
2016
93.5

% stock meeting 
Energy Efficiency 
Standard for 
Social Housing 
(EESSH)

2016
87.6

% stock at or above 
specified NHER / 
SAP ratings

2016
99.9

99.8

ACHIEVED
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“Tenants’ homes are well maintained; with repairs and improvements carried out when 
required, and tenants are given reasonable choices about when work is done.”

OUTCOME 4 
HOUSING QUALITY

OUTCOME 5 
REPAIRS AND MAINTENANCE

Average completion 
time Non Emergency 
repairs

CHARTER REPORT 2016/17

Scottish  
Average

7.1

Scottish  
Average

92.4

6,403
Repairs completed

2,427
Emergency repairs completed

8,830
Repairs in total

Costing £1.3 million

% repairs completed 
right first time

2016
91.2

91.9

% tenant 
satisfaction 

with repairs and 
maintenance 

service

Scottish  
Average

99.9

% properties with 
current gas safety 

record and renewed 
on time

2016
100

Scottish  
Average

90.6
2016
93.4

3.26
Average 
completion time
Emergency
repairs

Scottish  
Average

4.7

2016
3.27

HOURS
4.42

2016
4.69

DAYS

97%
Repairs appointments kept

2016
97.3

100

93.2

ACHIEVED
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“Tenants and other customers live in well maintained neighbourhoods where they feel safe.”

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

Scottish  
Average

87

Scottish  
Average

37.3

Scottish  
Average

87

33.6
% tenancy 

offers refused

2016
36.2

84.6
% tenant satisfaction 
with neighbourhood
management

2016
82.9

90.7
2016
92.1

% ASB cases resolved 
within locally agreed

targets

We spent £120k on estate 
repairs and environmental 
improvements

ACHIEVED
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OUTCOMES 7, 8, 9 & 10 
HOUSING OPTIONS 
& ACCESS TO 
SOCIAL HOUSING

CHARTER REPORT 2016/17

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.

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

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

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

We provide  
advice and 
assistance through 
our Operations 
Team

Our homes  
are made available 
through Common 
Housing Registers

We allocated  
397 homes –  
200 of these were 
to homeless people

ACHIEVED
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Scottish  
Average

89

Scottish  
Average

8.4

% stock that 
became vacant

2016
9.0

% new tenancies 
sustained for more  
than a year

2016
85.7

“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

88.9 9.3 83.6
% of approved 

adaptation applications 
completed

Scottish  
Average

86.2

2016
78.0

48
DAYS

Scottish  
Average

51.8

2016
44

Average time to 
complete adaptation 

applications

18
Number of abandoned
properties 13 last year

Carried out 239 adaptations
last year worth £286,589

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



“Tenants, owners and other customers receive services that provide continually 
improving value for the rent and other charges they pay.”

OUTCOME 11 
TENANCY SUSTAINMENT

OUTCOME 13 
VALUE FOR MONEY

CHARTER REPORT 2016/17

% tenant satisfaction 
with overall service

Scottish  
Average

90

Scottish  
Average

5.3

% gross rent arrears
2016
4.66

% tenant satisfaction 
with value for money 
offered by rent

Scottish  
Average

82

2016
91.1

85.6
93

2016
92.7

17.5
DAYS

Scottish  
Average

31.5

2016
17.4

average re-let time

Scottish  
Average

67

2016
76.9

% satisfaction with 
factoring service

% void rent loss

this is the rent lost while 
properties are empty 
between tenancies

0.39 Scottish  
Average

0.9

2016
0.51

4.48

74

ACHIEVED
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Rent increases below the  
Scottish average for 6 years

We consulted with tenants 
on our rent and budget 
proposals

100.47% of  
Rent Collected
This includes arrears from  
current & former tenants

“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.

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.”

OUTCOMES 14 & 15 
RENTS AND SERVICE CHARGES

2%
Rent 

Increase

Scottish  
Average

99.6

2016
100.3

HOW YOUR £ 
WAS SPENT
2016/17

14.7% Net Interest

3.9% Housing Support Service & Care Activities

14.1% Reactive & Cyclical Maintenance

17.1% Major Repairs & Component Replacement

24.7% Housing Management & Maintenance Administration

16.5% Service Costs

5.6% Care & Repair Services

1.6% Stage 3 Adaptations

1.8% Other Wider Activities

14.7%

3.9%

14.1%

17.1%

24.7%

16.5%

5.6%

1.6%
1.8%

ACHIEVED

Scottish  
Average

2.3
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OUTCOMES 14 & 15 
RENTS AND SERVICE CHARGES

OUR CHARTER 
IMPROVEMENT ACTIONS

CHARTER REPORT 2016/17

OUTCOME KEY IMPROVEMENT ACTIONS TIMEFRAME

1 - Equalities Implement our Equalities Action Plan for 2017-18 which 
will include consideration of how we could consult with 
and involve minority and harder to reach groups.

March 2018

2 – Communication To develop new reporting management systems to 
improve Stage 1 complaint resolution timescales (KPI  
performance for 2016/17 - 84.9% versus 96% target)

March 2018

3 – Participation Issue tenants at the Newhouse Road scheme with 
tablet devices for communication purposes

March 2018

4 – Quality of Housing Use of tenant feedback, revised stock condition 
information and Asset Management Report (AMR) 
when considering the stock investment program.

March 2018

5 – Repairs, Maintenance 
and Improvements

Introduction of appointment system for non-
emergency repairs

March 2018

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

Implement new Anti-social Behaviour procedures 
following review of Housing Act 2014 powers.

March 2018

7,8,9 – Housing Options Implement new allocation, assignment & succession 
procedures following review of Housing Act 2014 
powers

March 2018

10 – Access to Social 
Housing 

Review relevant policies to ensure compliance 
with Housing Act 2014 provisions on allocations, 
assignments and successions.

March 2018

11 – Tenancy Sustainment Complete a strategic review of the impact of Local 
Housing Allowance restrictions on housing benefit

March 2018

13 – Value for Money Implement new front and back-office procedures 
developed by the QL Improvement Project Team to 
improve efficiency

March 2018

14 & 15 – Rents and 
Service Charges

New guidance relating to rent & service charging will 
be factored into our 2017/18 rent review

March 2018

15



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

Management Board
David Grant (Chairperson)
Penny Coburn (Vice Chair)
Helen Archibald
Lindsay Darroch
Ian Gray
Martin Harkness
Veronica Lynch
Lorna McCurrach
Alex McDougall
Alan Nairn
Elaine O’Brien 

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

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-
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678 1228.
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POLISH


