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ommunication and feedback
are important to help us
improve our services. We have
reviewed the comments, complaints
and compliments we have received
during the first part of this year to see
what is working well for you and areas
where we need to make changes. I
am delighted to see that as well as
complaints and comments we have
received a number of compliments
which is always good to have. Your
complaints have been reviewed and a
number of changes will be adopted in
light of these.
Continuing on the theme of service
improvements you will see from
our performance report that across
the 11 key performance indicators
we are reporting on, that we have
outperformed our targets in 7 of these.
In two of the areas we have just missed
achieving our target and the remaining
two we will be working to improve
upon.
Our focus on improvements is not
only related to the service we provide
but also investment in our properties
to improve your home. We are just
about to embark on a major investment
programme in almost 100 homes
in Newhouse Road, Perth. This will
involve a considerable amount of work
to both the interior and exterior of the
properties and will take place over a

two year period. Our aim is to refurbish
a significant number of the properties
and provide some new build properties
as well which will offer a mix of size and
type of homes available.
Caledonia staff and our contractors
were called to action when Alyth burn
flooded causing damage across the
town, this affected a number of our
tenants. I would like to commend our
staff and contractors for their response
and actions to support tenants and
limit damage to properties. All tenants
were able to move back quickly to their
homes with little damage.
Finally there has been a lot of fund
raising over the summer and our
staff have been heavily involved in
organising Macmillan coffee mornings
across a number of our developments
and within the offices. One of our staff
has even trekked and kayaked in Brazil
to raise funds for Ninewells Cancer
Campaign. A big thank you to all who
have given time to raise funds for
charities.
Julie Cosgrove,
Chief Executive
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Caledonia Housing Association
Hold Fourth AGM

T

he Association held its’ fourth
Annual General Meeting at
McDiarmid Park, Perth on
15 September with 31 members in
attendance as well as Caledonia’s
Directors and Chief Executive, Julie
Cosgrove.
This year’s AGM was preceded by
a Special General Meeting when
members voted to approve the
adoption of the SFHA Model Rules
2013.
The AGM commenced with the
Chair providing an update on the
Association’s Annual Report followed
by a presentation by the Treasurer on
the Annual Accounts.

The AGM also saw the retiral of Board
members, Tom Potter, Bill Roberton
and Ian McLaren and the election of
three new members, namely Lorna
McCurrach, Hugh Levins and Martin
Harkness. Lindsay Darroch was also
re-elected to the Board.

Walk & Talk

Maintenance officer Gillian Moon and residents in Pitlochry Aldour
Gardens are seen below making some sunshine on a resident ‘Walk n
Talk’ on a particularly rainy day. Together they discussed local issues,
noted repairs and general improvements.
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Newhouse Road, Perth – Newly
appointed Project Team Leader
We are very happy to introduce
to you Linda Young our newly
appointed Project Team Leader
for the new multi-million pound
Newhouse Road Regeneration in
Perth.
“I have worked for Caledonia
Housing Association for three and
a half years and my background
is in Care and Repair and
Development. I am delighted to be
given this new opportunity as it really plays
to all my key strengths as a people person.
I have now been in the post for just over two
months based, full time, at the Community
Flat in Newhouse Road.
Important consultation with tenants has
been ongoing and we are now well on our
way with the exciting regeneration project.
We are currently in negotiations towards
getting a contractor in place by midNovember. Works are scheduled to begin, on
the tenanted properties for refurbishment,
towards the end of January 2016 and will be
phased over a two year period
The refurbishment work will include:
• Replacement of flat entrance doors,
windows, kitchens, bathrooms and
heating.
• Soundproofing to separating floors.
• Repairs to communal stairwells and
landings and replacement main entrance
doors and upgraded door entry.
• External works will include - new
bin stores, landscaping, fencing and
decoration to external fabric of the
buildings.

Once refurbishment is complete
we will begin demolishing the
remaining blocks in the centre of
the street and build new homes
in their place.
Caledonia acknowledge that
the necessary refurbishment
work will cause some disruption
to its tenant’s. Putting tenants
at the heart of what we do, I
can assure you I am an easily accessible
single point of contact to help minimise any
disruption for you.
Excitingly the community flat is not only
my office, but has also been refurbished as a
“show flat” allowing tenants to gain a vision
of what their property will look like once the
refurbishment work is complete.
By being in place a few months before
work is due to begin I have already had the
opportunity to meet several of our tenants,
listen to their concerns and offer them one
to one advice on their housing needs and
options.
I am happy to say the feedback I have
received from tenants has been very positive.
I look forward to continuing to work with
our tenants and the wider community
to deliver solutions that will benefit the
Newhouse Road community.”
If you would like to get in touch with Linda
Young she will be available at 19A Newhouse
Road, Perth and can be reached on
telephone 01738 630358 also now available
on Facebook@newhouseroadregeneration.
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100 years
young!

W

e are delighted to announce that one of our Caledonia Housing
tenants ‘Jack Stephen’ has recently celebrated an important landmark
event - his 100th birthday.
Jack had a fun filled day at Caledonia’s Dickson Avenue Residence with family,
friends and a visit from Dundee’s Lord Provost, Bob Duncan. Pictures above
include Jack with fellow Dickson Avenue resident David Beedie who at 101 beats
Jack to the title of eldest resident at Dickson Avenue.
Many happy returns Jack from all at Caledonia!
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Angus Citizen’s Advice Bureau (SCIO) is
now offering specialist pensions guidance
on the new pension freedom rules which
came into force 6th April. A fully trained
guidance specialist, Chris McVey, is
offering face-to-face appointments in all
three of our offices which can be booked
directly through any of the Angus CAB
(Arbroath, Forfar or Montrose)
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Alyth Flood Scheme

n the early morning of Friday the 17th July 2015 a number of our tenants
were unwittingly caught up in the largest flood in the Alyth area for the
last 140 years. Torrential rain had exceeded the capacity of the Alyth
Burn, with four weeks’ of rain falling within a six hour period. The torrent
caused significant riverbank erosion, with trees and other debris being
washed downstream. In swift response to the flood threat we initiated our
business continuity management action plan. This meant a rapid
integrated response from Perth & Kinross Council, local emergency
services and our key property contractors. This action greatly assisted
the necessary support for the affected tenants. Although the flooding
damaged a number of our tenants’ homes, we found the structural quality
of the doors and windows helped to hold back much of the initial flood
surge. In striving for excellence, we have now carefully reviewed our
business continuity procedures gaining useful insight to action for further
improvements.
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ARE YOU COVERED?

A

S YOUR landlord we’re responsible
for insuring the building you live
in, but not your belongings or
contents within it.
Home contents insurance is a way of
protecting your belongings against
events such as fire, being burgled or burst
pipes. You can also usually pay a little
bit extra to protect against accidental
damage. A home contents policy covers
almost everything you would take
with you when you move: electrical
appliances, household goods, furniture
and furnishings, kitchen equipment,
personal effects, clothing, computer
equipment and much more.
Most policies will cover loss or damage
while in your home by: theft or attempted
theft, fire, explosion, lightning or
earthquake, escape of water from burst
pipes, boilers or tanks, storm and flood,
subsidence, heave or landslide and more.
The sum insured is the total amount
of money for which your contents are

insured. To work out the full value of
your possessions, go from room to room
writing down what it would cost to
replace each item, new, at today’s prices.
Suitable cover might not be as expensive
as you think. Most insurers have a range
of different ways to pay for example by
monthly direct debit or payment cards if
you do not have a bank account.
We have special relationships with
insurers to make sure tenants get the
best possible insurance cover at the best
possible price. For example, the SFHA
Diamond Home Contents Insurance or
the THIS Tenant Contents Scheme both
offer an easy and affordable way of
insuring household goods to all tenants
and owner occupiers of member housing
associations in Scotland.
To pick up a leaflet either pop into our
offices in Broughty Ferry or Perth or
simply call the Customer Services Team
on 0800 678 1228 to have one sent out
in the post.

Please note, that there are
a large number of home
contents insurance products
on the market and you are free
to pick your own.
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Notice Board

Bogus Workmen
Please be aware that reports have been
received of bogus workmen operating
within the Letham area of Perth.
Although only reported currently in this
area, this could be an issue anywhere.
We would like to remind residents to
be vigilant when answering their door
and always to ask for ID and if unsure at
all do not let anyone into your home. If
you have any concerns with regards to
this or believe that someone bogus has
visited your home you should contact
the Police on 101.

V
LIKE US ON
FACEBOOK
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FOLLOW US ON
TWITTER

DID YOU KNOW?
We provide a flexible, personalised
and professional Home Help
Service to you, your community,
your friends and your town.
If you, or someone you know, would
like to find out more, contact our
Home Help Co-ordinator, Maureen
Menzies on 01382 484 542.

The Tenants
Scrutiny Panel
The Tenants Scrutiny Panel
meet on the first Tuesday of
each month. To contact them
please email: scrutinypanel@
caledoniaha.co.uk

Care & Repair Service
nia
Caledo lp
He
Home
Service

-8 NovFE2ST0IV1A5L
30 OctIRE
AMBER
PERTHSH w.pkc.gov.uk/
visit: ww
hshirearticle/11190/Pert al
Amber-Festiv
Hear our Newsletter

You can download an MP3/
Audio version of our newsletter.
Visit the download section of our
website: www.caledoniaha.co.uk

Caledonia Care & Repair - Perthshire only. Free,
confidential information and advice for older people and
people with a disability who are homeowners or private
tenants, to enable them to improve, repair or adapt their
homes and stay comfortably in their community. For a
FREE home safety check call 01738 476 476.
For further details See http://www.caledoniaha.
co.uk/242_CareRepair.html

For further information please contact Angus Care
& Repair on 01307 463232 or email enquiries@
anguscareandrepair.org

Make Payments the
Smart Way
Download the allpay App
onto your Apple or Android
phone now to make easy
Rent Payments. For more
information contact allpay on
0844 225 5729 or visit their
website: www.allpay.net
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How Did We Do? Performance
Here’s our usual summary of how we’re performing in carrying out our key
relates to the 12 month period April – June 2015.
What We Measure…

The result we
achieved…

Our Target was… You might be inte

Calls answered by the Customer
Services Team within 30 seconds

98.7%

≥ 95%

Average time to complete
emergency repairs

4.3 hours

≤ 5 hours

Average time to complete nonemergency repairs

4.83 days

≤ 5 days

91.5%

≥ 92%

These are repairs
planned) visit.

Properties with current gas safety 100%
record

100%

We have 1736 pro

New homes completed

38

66 (By end March This included 6 pr
2016)

Medical adaptation applications
completed

59%

≥ 88%

113 adaptation a

Average relet time

16.9 days

≤ 18 days

We relet 87 prope

Rent lost as a result of properties
being empty before relet

0.48%

≤ 0.5%

This amounted to

New tenancies sustained for more 90.4%
than a year

≥ 95%

400 out of 424 ten

Outstanding rent owed by current 3.14%
tenants

≤ 3%

We collected over

Non-emergency repairs
completed “right first time”

The team received

522 emergency re

1439 non-emerge

Looking Ahead…
We recently completed our yearly assessment of how well we measure up to
the requirements of the Scottish Social Housing Charter. Following this work we
concluded that we have made good progress over the past year, meeting 13 out
of the 14 outcomes. The assessment will form the basis of our Annual Charter
Report for tenants, which we will be sending out towards the end of October.
In the meantime, our “Self-Assessment Snapshot” feature provides a summary of
our findings and a flavour of what you can expect to read in the Charter Report.
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e Summary April – June 2015
activities, compared against the targets we set. This time the information

erested to know…

d over 8,900 calls during the three month period.

epairs were completed.

ency repairs were completed.

s that were completed within timescale and during the contractor’s first (or other pre-

operties with gas systems that must be safety checked each year.

roperties in Inverness and 32 in Perth (at Water Vennel and Friarton)

applications were completed.

erties. 108 properties became vacant.

o just over £17,800 of the £3.8m due during April - June.

nancies.

r 100% (including arrears) of the total rent that was due.

Caledonia Charter
Report Coming Soon
Look out for your copy coming through your door
and let us know your thoughts on our charter report
by emailing communication@caledoniaha.co.uk
We love to hear from you.

CALEDONIA HOUSING
ASSOCIATION
ANNUAL CHARTER REPORT 2015
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2015 Macmillan
coffee morning

F

riday 25th September 2015
saw the annual nationwide
fundraising event ‘Macmillan
coffee morning’ fall into place. We
registered for the worthy charity by
joining with tenants in fundraising
efforts.
We didn’t try to achieve a world
record e.g. the most distant coffee
morning (Antarctica in 2002) the
world’s deepest coffee morning (down
Poldark Mine, Cornwall in 2002) but
we believe each was special in its own
way.
It is a sobering fact that one in three
of us will face cancer at some point in
our lives and so every penny raised
does help. All donations received
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go towards Macmillan services and
our Dundee and Perth offices had a
successful collective morning.
The Alexander street Macmillan
coffee morning and tombola raised
£180. Around 25 tenants, friends and
family attended.
Linda Mutch from our Perth office
announced that £191.77 was raised
from home-baking and “Guess the
dots on the cake.”
Dundee Broughty Ferry branch raised
£174 from various draws and games.
Although not all the facts and figures
are yet in, we know that Dundee
Magdalen Yard Road and Canal Street
in Perth also joined the ‘Macmillan
coffee morning’ event, alongside
Willowbank Sheltered Housing in
Dunkeld.

Are you ready for
Universal Credit?

F

rom November 2015 single, working age
residents in Dundee will be required to
claim Universal Credit. This will replace
existing benefits, including:
• Income support
• Employment & support allowance
• Jobseekers allowance
• Housing benefit
• Working & child tax credits
•
•
•
•
•

It will start with people making a new
claim for benefits or those changing an
existing claim.
It will apply to people in work or out of
work.
It will be paid monthly in arrears, like a
salary.
Most applications for the benefit will need
to be made and managed on line
You will be required to pay your full rent
direct to your landlord yourself.

What can you do to prepare for the
changes?
Caledonia is here to help, if you have any
concerns or queries please contact your
Housing Officer (Sustainment).

In the meantime:
• Open a bank account if you do not already
have one
• Check that your bank account will allow
Direct Debits or Standing Orders to pay
bills
• Plan how to manage your monthly money
or if you will need help with this
• Find out where there is access to
computers/internet & training to help use
these
Information and advice can be found at:
Caledonia Housing Association
Telephone: 0800 678 1228
Email: info@caledoniaha.co.uk
www.caledoniaha.co.uk
Universal Credit Helpline
Telephone: 0845 600 0723
Shelter Scotland Making Advice Work (MAW)
Telephone: 0344 515 2536
Email: maw_tayside@shelter.ord.uk
www.shelterscotland.org/maw-tayside
CONNECT Welfare Reform Service
Telephone: 01382 431205
Web: www.dundeecity.gov.uk/welfarereform

Look out for our FREEPOST
return Caledonia leaflet
coming soon to update your
details
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PUTTING OUR TENANTS FIRST

utting our tenants first is central to everything we do at Caledonia, and to
ensure we provide consistently high quality services we need to take stock of
the feedback we receive from our tenants on our performance. This important
feedback can be in the form of complaints, compliments or just general comments such
as providing suggestions on how we can improve our services.
Irrespective of what type of feedback we receive from you we will always value it as
our main goal is to provide excellent services. In addition to providing excellent services
to you, we are also committed to setting the highest standards in the Scottish social
housing for customer excellence and your feedback is one of the ways in which we can
achieve this goal.
In this edition of Caledonia News, we will focus on two key elements of putting our
tenants first in terms of reviewing compliments, and complaints received for the first
quarter of the 2015/16 reporting year.

COMPLIMENTS
Compliments play an important part in helping us deliver high quality services as it
allows us to understand what aspect of our performance has met and exceeded your
expectations, and to use that information to ensure we can provide that level of service
on a consistent basis for you and our other customers. During the period from 1 April
16

to 30 June 2015, the association received ten compliments that relate to some of our
services with some of those compliments listed below:

Caretaking services:
‘cracking job the
caretakers have done
with the stairwell
carpet…it’s never
looked so clean’

Repairs Service:
‘delighted with speed
in which my repair
was done’

Value for Money:
‘a number of tenants
expressed thanks for the
various improvement
works and money being
invested in Bowerswell’

New Tenants: ‘I love
it here, lovely flat and
great staff’ other new
tenants said ‘I feel like
I belong here’ and
‘everyone here is
very nice’

COMPLAINTS
Your complaints also play a role in helping us achieve our vision of being excellent
in everything we do: if you feel there is any aspect of our performance that you
are dissatisfied with, then please make us aware through our complaints handling
procedure.
In this edition of Caledonia News, we are able to bring you the results of our
complaints performance for the first quarter of the 2015/16 reporting year (1 April to 30
June 2015):
• a total of 76 complaints received for the quarter with 75 Stage 1 complaints,
and 1 Stage 2 complaint which is 5 complaints less than what was received for
the 1st quarter in the previous year;
• 93.5% of total complaints received were resolved within the stipulated
Scottish Public Services Ombudsman timescales ( 5 days for Stage 1, and 20
days for Stage 2) – again a better performance when compared to the 1st
quarter for the previous year (87.7%);
• the average timescale for resolving Stage 1 complaints was 3.7 days which is
well under the target time of 5 days;
• No equalities-related complaints were recorded through the complaints
handling procedure during the 1st quarter;
• most common complaint received by the association from our customers
relates to our repairs service, however ,we are working hard with our
contractors to address those issues that cause major dissatisfaction such as
failing to call ahead when there is a delay; and
• a number of improvements were made as a result of us learning from your
complaints, for example, information cards will be issued by our main repair
contractor reminding the tenant that a return visit is required, and detailing
what the required part is, an estimation when it will be fitted, and a contact
number if the tenant has any queries regarding the repair.
So please remember, your feedback is essential to helping us improve our services for
you, and other customers. If you have any compliments, comments, complaints or even
a query about this article, please contact us using any of the options listed on the back
page of this newsletter.
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Ninewells Cancer
Campaign Fundraising effort

O

ur very own Beth Whiteside, Team
Leader of the Caledonia Housing
Finance Department has just come
back from a mammoth charity challenge.
Beth has been trekking and kayaking in a
remote region of Brazil, in memory of her
nephew who lost a brave battle with
nonhodgkins lymphoma aged just 23.
Ninewells Cancer Campaign (NCC) supports
world leading cancer research at University of
Dundee. In addition, it provides funding for
improved care of cancer patients promoting
close collaboration between research
scientists and clinicians.
Beth flew to Sao Paulo initially and the
challenge consisted of equal parts trekking
and kayaking over a gruelling 6 days. The trek
followed an ancient track through the dense
forest in the Serra de Bocaina National Park
which had been laid by slaves during the
gold exporting days.
Beth and other volunteers stayed in basic
hostel accommodation often with no power
and bathed in rivers to stay clean!
The trek culminated near the coast where
the group spent three days kayaking in

18

the Bay of Paraty. Here they were camping
overnight at secluded beaches and finished
at the historical heritage site of Paraty.
After an evening to recover, the group were
transferred to Rio de Janeiro where they had
a day to see the sights before returning home.
Beth recounted her time in Brazil
“Despite the tough physical challenges, and
being thrown in at the deep end with a group
of strangers, I would highly recommend
anyone to try something similar. The Brazilian
guides were amazing and the scenery,
wildlife and camaraderie of fellow trekkers
were all unforgettable.
Thank you to everyone who has supported
my fundraising so far. I’m planning to finish
the fundraising at the start of January - I’m
having a party for my 50th, and plan to do a
raffle etc then.
My next venture is a pop up shop in
Dundee Lochee High Street for two weeks
commencing 2nd November – please
come along if you can.”
To date Beth has raised an amazing £1,732
for the Ninewells Cancer Campaign.

Children’s competition*
- WIN A £30 Argos
Voucher!
Calling all young budding artists fancy a £30 Argos gift voucher?
We would like to put your winning picture on the front page of the
Caledonia Tenants newsletter for all to see.
The theme is ‘Winter’ and we are looking for a hand drawn
colour picture on A4 white paper.
The lucky winner will receive a £30 Argos voucher and will have their
picture featured on the front page of our Winter 2015 Caledonia
Newsletter. We would also be keen to take your photo to include in the
celebration article.
Please note:
Entries must be received by November 20th 2015.
Please ensure name, address and contact details are included in envelope.
Send your entry to
FREEPOST RLTC-BCKS-LXKX
Caledonia Housing Association
Marketing & Communications Dept.
118 Strathern Road
Broughty Ferry
Dundee DD5 1JW

£30

*one entry per child and only open to Caledonia Housing residents and relatives
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Contact Us

By Post or Visit
Area Office, Perth
5 South St.John’s Place
Perth, PH1 5SU
Area Office, Dundee
118 Strathern Road
Broughty Ferry, Dundee
DD5 1JW

By Phone
0800 678 1228
Customer Services Team
available Monday to
Thursday, 9am – 5pm
and Fridays, 9am – 4pm

Caledonia
HOUSING ASSOCIATION

Website
www.caledoniaha.co.uk

@
By Email
info@caledoniaha.co.uk

Contact the tenant scrutiny panel direct to find out more or to get involved:
scrutinypanel@caledoniaha.co.uk
OUT OF HOURS EMERGENCY SERVICE – 0800 783 7937
PERTHSHIRE, ANGUS, FIFE & TAYSIDE INCLUDING RESAURIE GARDENS, INVERNESS

Available outside our office hours (see above). Our out of hours calls are handled by one call handler
BR24. When contacted BR24 will make arrangements for contractors to attend to emergency repairs.
BR24 will also contact Caledonia Housing Association staff if the situation is serious.
PLEASE NOTE: DO NOT CALL THIS NUMBER TO REPORT A ROUTINE OR OTHER NON-EMERGENCY REPAIR.

ALL REPAIRS – WEST HEATHER ROAD/ASSYNT ROAD, INVERNESS

All repairs for our residents at West Heather Road & Assynt Road, Inverness are
reported to Cairn Housing Association on 0800 990 3405 (free from landlines)
& 0300 456 1245 (local rate from mobiles).

Please contact us for a translation.
This is the newsletter of Caledonia Housing Association. 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.

