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A WARM WELCOME to our 
Annual Report for 2014-15, 
which highlights a year of 

significant achievements for the 
Caledonia Housing Association 
Group. 

Delivering excellent services is a key 
strategic priority for the Association. 
We carried out our first major tenant 
satisfaction survey over the course 
of the year and I am delighted to 
report that we achieved improved 
levels of customer satisfaction 
across most of our key services, with 
89% of the 1000 tenants who took 

part expressing their 
satisfaction with our 

services. Through 
our first ever 
Annual Charter 
Report in 
October of last 
year we were 
also able to 

demonstrate 
s t r o n g 

levels of 

performance against the 
requirements of the Scottish Social 
Charter. Securing a prestigious 
Committed to Excellence award from 
Quality Scotland was also important 
in demonstrating our focus on 
continuous improvement.

Also, we remain firmly committed 
to building new affordable homes for 
people in need in the communities 
where we work. Our last year 
has focussed on planning for the 
future and, while we only added 10 
properties to our existing stock, we 
had 62 new units under construction, 
and acquired sites for a further 136 
homes. Alongside our new build 
homes we are looking forward to re-
vitalising the prominent Caledonia 
Road School building in Perth town 
centre through its conversion to 49 
new high quality homes. We also 
began preparations for completing 
the regeneration of the Muirton Park 
area in Perth, working with Perth & 
Kinross Council, Fairfield Housing Co-
op and the local community to update 
the Master Plan, which will form the 
basis of a major procurement exercise 
to appoint developers to take this 
forward. I am also pleased to report 
that Cordale Housing Association 
joined the Caledonia Housing 
Association Group in April 2014 
following the successful progression 
of our partnership proposals. 
Strong working relationships have 
been formed between the two 
Associations over the past year and 

we look forward to continuing to 
build on these over the coming year. 

Furthermore, we continue to be a 
well governed and financially strong 
organisation. We are however in no 
way complacent about this and, as an 
organisation of systemic importance, 
we will ensure that strong governance 
and financial strength combined with 
a commitment to the achievement of 
strong outcomes for our tenants and 
other customers will be central to our 
work moving forward. 

Behind our achievements is a great 
deal of hard work, dedication and 
enthusiasm and I would like to express 
my thanks to our staff team, my 
fellow Management Board members 
and the residents involved in our 
participation initiatives for all that 
they do to ensure our success. Finally, 
I would like to express a particular 
thanks to three of our Management 
Board members – Ian McLaren, Bill 
Roberton and Tom Potter – who will 
be retiring from the Board at the AGM. 
The positive contribution to the work 
and success of our Association they 
have each made over many years of 
service will be very much missed.

David Grant
CHAIRMAN
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Looking Back: Our Chairman’s Report Looking Forward – Our Chief Executive’s Overview

W ITHOUT DOUBT our op-
erating environment 
continues to be one of 
change, risk and chal-

lenge. But we also recognise that for a 
large number of our tenants there will 
be significant pressure on household 
incomes as a result of the economic 
climate and austerity measures af-
fecting the welfare system.  Our future 
priorities will be focussed on manag-
ing these risks and challenges for the 
Association to maintain our financial 
health and balancing this with ensur-
ing that we continue to deliver ex-
cellent services which offer value for 
money. 

The recent customer satisfaction 
survey highlighted the main priori-
ties for tenants, but also areas where 
the Association is doing well and ar-
eas where we can improve.  We have 
spent time with tenant focus groups 
to ensure that we have interpreted 

the information cor-
rectly and to re-

fine the key ar-
eas we should 

concentrate 
on over the 
next few 
years. We 
will use this 

information and tenant priorities to 
set out our customer service strategy 
which will be a key plank of our work 
and will be based around customer 
service, investment and value for 
money. The impact of welfare chang-
es will continue to affect many of our 
tenants and their household budg-
ets. This is a major concern for us and 
it is our intention to seek to provide 
support to tenants through special-
ist teams. We have started to make 
changes to introduce these teams 
who will work intensively with ten-
ants to manage their tenancy and to 
meet their commitments. 

Placing our tenants and customers 
at the heart of everything we do has 
been an objective for Caledonia since 
our inception and it remains key for 
us. I have been extremely impressed 
by the standard of knowledge and 
expertise which has been displayed 
in our Tenants Scrutiny Panel and at 
their rigour in scrutinising and chal-
lenging our services. I would also like 
to thank the wide range of tenants 
who have been involved in various 
consultation events or who have pro-
vided feedback on policies we have 
reviewed. This has been of huge ben-
efit in shaping our services to meet 
the needs and aspirations of tenants 
and service users.  We will continue to 
strengthen the involvement of ten-
ants via our comprehensive review of 
our Tenant Participation Strategy. 

Whilst our existing tenants are ex-
tremely important to us, there are 

a large number of households who 
need good quality affordable hous-
ing. To meet this need we will contin-
ue to build new housing and over the 
coming year we aim to complete 70 
new homes. This will include our first 
developments in Alexandria and Ren-
ton in West Dunbartonshire in part-
nership with Cordale Housing Asso-
ciation.  This represents a significant 
step in our partnership with Cordale 
as it was a key pledge by Caledonia to 
develop new affordable homes in the 
area. 

Finally none of this can be achieved 
without the people involved in Cal-
edonia and as a progressive organisa-
tion we will seek to develop the skills 
and abilities of our staff and Manage-
ment Board to ensure the highest 
standards are delivered. In addition 
to our existing staff, we have and will 
continue to support the provision of 
Modern Apprentices which offers real 
opportunities for young people to 
work and gain qualifications within 
Caledonia. 

Julie Cosgrove
CHIEF EXECUTIVE
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At a Special General Meeting at 
Cordale Housing Associaton, Cordale 
members gave their strong backing 
for the proposed partnership 
between Cordale and Caledonia, with 
almost 93% voting in favour of the 
proposal.

Through the partnership:

• Cordale’s serious problems have 
been addressed, allowing Cordale 
to remain as a registered social 
landlord. 

• Cordale have continued to provide 
all its services through locally 
based staff in Renton.

• Caledonia provides support and 
training to Cordale’s Management 
Committee to strengthen the 
governance and accountability of 
Cordale. 

• The Partnership has unlocked 
Cordale’s current development 
sites in Alexandria and Renton. 
This will enable new houses to be 
provided, and the regeneration of 
the area to continue.

Strength through  
Partnership

We won!
We won ‘Housing Association of the 
Year’ category at the Scottish Home 
Awards 2014, held at the Edinburgh 
International Conference Centre.

Julie Cosgrove, Caledonia’s Chief 
Executive, said: “We are absolutely 
delighted to be awarded Housing 
Association of the Year at the Scottish 
Home Awards 2014. We have an 
ongoing commitment to providing 
good quality homes and to expanding 
the choices for our customers.” New Estates

Service  
Launched

We launched an exciting new Estates 
Service in October 2014.

The new estates service is 
responsible for the management 
of the communal areas at selected 
schemes and residential estates, 
including site supervision, cleaning 
and low-level repairs

It is one of Caledonia’s aims to ensure 
its residents live in clean, attractive 
and safe environments and this 
new service has enabled Caledonia 
to meet its own and its resident’s 
expectations.

Lord Provost joined David 
Beedie’s 100th Birthday 

Celebrations at Dickson Avenue

Dundee’s Lord Provost Bob Duncan 
joined David Beedie’s 100th birthday 
celebrations at Dickson Avenue. The 
Lord Provost, later updated his blog 
that day, “I was delighted to visit Mr 
David Beedie on his 100th Birthday 
yesterday at Servite House, Dickson 
Avenue Lounge.  He looks absolutely 
amazing for his age and delighted 
I could share this special day with 
him and the lovely people at Dickson 
Avenue.”

We completed our  
first Charter Report 

To meet the requirements set out by 
the Scottish Housing Regulator we 
published our first Charter Report. It  
provided an assessment of how well  
we are achieving each of the 14 Charter 
outcomes that apply to the Association. 
We have also identified areas where we 
think we could make improvements 
and the actions we intend to carry out to 
achieve these. The Association’s simple 
fold-out road map design reflects 
Caledonia’s forward-thinking approach 
to its long-term success within housing 
– planning for the journey ahead and 
driving change.

Congratulations 
Gemma!

A massive congratulations went to 
our modern apprentice, Gemma 
McFadyen who successfully 
achieved her SVQ Admin Level 2. 
Gemma has moved on to pastures  
new and is now working for a 
company in Newcastle Upon Tyne.  
Well done Gemma!

2014/15 Highllights



Our scheme in Queen Street, Tayport, 
celebrated it’s 30th Birthday. 

Residents were joined by Housing 
Officer Alison Kell (above front 
right) and Scheme Manager Pamela 
Marshall (above back right) and 
Councillor Margaret Taylor for Tay 
Bridgehead (above back left). Cutting 
the celebration cake was Anna 
Wighton (above front left), who has 
resided at the scheme since the 
scheme opened its doors in 1984. 

A great day was had by all with lots 
of cake and coffee on offer as well as 
a guided tour of the newly renovated 
show flat.  Happy Birthday Queen 
Street!

Queen Street
Celebrated 30 Years

Caledonia began 
talks with 

Bellsmyre HA
We were selected as the preferred 
partner for another housing 
association, namely Bellsmyre HA. 
Our selection meant that Caledonia 
entered into more detailed 
discussions on how the partnership 
would work and the development 
of our Group structure to include 
Bellsmyre as a subsidiary of Caledonia, 
much the same as our partnership 
with Cordale Housing Association. 

Both organisations are committed 
to delivering excellent customer 
service and place this at the core of 
what we do. The partnership would 
allow us to share good practice and 
continue in this vein. We are still in 
talks with Bellsmyre and exploring 
the benefits for both organisations of 
forming a partnership. 

We celebrated
Another 
Award!!

Caledonia Housing Association 
were delighted to announce earlier 
this year, that we achieved the 
prestigious Committed to Excellence 
accreditation from Quality Scotland. 

The Committed to Excellence (C2E) 
award is a European-wide recognition 
scheme that has been developed by 
the European Foundation for Quality 
Management (EFQM). 

Robert Farrelly, Account Director, 
Quality Scotland said, “As part of 
the Quality Scotland Assessment 
team, I was delighted with in depth 
knowledge and commitment, 
displayed by the Team at Caledonia 
Housing Association, and pleased to 
confirm that the Organisation had 
met the required standards to receive 
the much coveted EFQM Committed 
to Excellence accreditation.”

Building of New 
Affordable Housing in 

Alexandria Began
The start of a new development 
of affordable housing in central 
Alexandria was marked by a “Cutting 
the Sod” ceremony in April this year.  
Caledonia Housing Association, 
working in partnership with the 
Robertson Group, Cordale Housing 
Association and Dunbritton Housing 
Association, commenced work to 
provide 55 new affordable rented 
homes on this key site in central 
Alexandria, formerly the site of the 
Kippen Dairy and Leven Cottage 
Hospital. Designed to high quality 
standards, including enhanced energy 
efficiency levels, the construction 
of these homes will signify the 
beginning of a transformation of the 
centre of Alexandria, and at the same 
time provide much needed affordable 
housing in the area.

Substantial Estates 
Investment Made 

In 2014 a budget of £30,000 was set for 
our developments in Tayside and Fife.
Across Dundee, Angus, Fife and Perth 
and Kinross old signage was replaced 
as well as CCTV installation, garden 
benches provided, new slabbed areas 
to accommodate bins, new drying 
facilities, window blinds in the common 
areas at some of our schemes, new 
additional fencing to prevent refuse 
bins rolling into cars, new rotary driers, 
bike storage installed and a complete 
upgrade of all scheme guest rooms... 
phew... think that covers it!

6  |  A N N U A L  R E P O R T

Our customer satisfaction survey 
findings this year have enabled us to 
identify the service areas and issues 
that tenants advised through the 
survey were the most important for 
them.  These included the following:
• Providing an effective repair service
• Keeping customers informed about 

things that may affect them
• Staff treating customers fairly and 

with respect
• Value for money in relation to rent 

and service charges
• Providing good customer service
• Modernising and upgrading homes
• Keeping rent increases as low as 

possible
• Staff being able to deal with tenant 

queries
• Taking tenants’ views into account
• Keeping tenants informed
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Customer Satisfaction 
Survey Carried Out
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Our Performance Highlights 2014/15

88.7 % tenant satisfaction with the overall service provided by CHA

98.1% of calls answered by our Customer Services Team within 30 seconds

92.3% of tenants feel CHA is good at keeping them informed about services & decisions

73% of our complaints were upheld

86.2% of complaints were responded to within SPSO timescales

Customer Service

86.4% tenant satisfaction with our repairs and maintenance service

96.6% of repair appointments kept

89.8% of reactive repairs completed right first time

3.56 hours is the average time taken to complete an emergency repair

4.54 days is the average time taken to complete a non-emergency reactive repair

Repairing Homes

87.7% of tenants satisfied with the quality of their home

98.2% of our housing stock meets SHQS

£538,456 spent on cyclical repairs

£2,713,702 spent on planned maintenance

100% of our properties have gas safety certificates

83.5% of new tenants (within past year) satisfied with standard of home when moving in

Maintaining Homes

92% of Anti-Social Behaviour cases resolved within locally agreed targets

84.6% of tenants were satisfied with neighbourhood management services

9% of housing stock became vacant

18.5 days was our average re-let time

0.42% of rental income was lost due to properties being empty

90.4% of new tenancies were sustained for more than a year

86.5% of tenants feel their rent offers value for money

80.8% of tenants were satisfied with participation opportunities

Managing Tenancies
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Group Audit Committee –The Chair’s Report Financial  Review 2014/15
THE GROUP AUDIT Committee is a core element 

of the governance arrangements that have been 
put in place for the Caledonia Housing Association 

Group. The members provide focussed support to the 
Caledonia Management Board and Cordale Management 
Committee in ensuring the integrity and robustness of 
the Group’s arrangements in relation to risk management; 
internal control systems and processes; reviewing and 
approving financial statements; and internal and external 
audit arrangements. 

During 2014-15 there were important changes to the 
membership of and operational arrangements for the 
Committee. The implementation of the partnership with 
Cordale Housing Association in April 2014 involved the 
formation of a Group Audit Committee with an extended 
Group wide remit and the appointment of a new member 
from the Cordale Management Committee. Also, the 
Management Board’s evolving working relationship 
with the Tenants Scrutiny Panel at Caledonia involved 
the regular attendance of Panel members at the 
Committee meetings. I am pleased to report that the new 
arrangements are working well and have ensured that, in 
the Group environment that we now operate, appropriate 
levels of scrutiny and challenge have been maintained. 
Managing Risk 

The Group has a comprehensive risk management 
process and the implementation of this was overseen 

by the Committee over the course of the year. 
Following consideration by the 

Committee, improvements 
were made to the 

Corporate Risk Register 
to reflect the new Group 

arrangements and to ensure clarity on the main risks and 
the steps to be taken to effectively manage these. 
Our Internal Audit Programme

Over the course of 2014-15 our internal auditors, Wylie 
Bisset LLP, carried out system reviews for the following 
activities: 

• Maintenance
• Corporate Governance
• Risk Management 
• Strategic Planning
• Treasury Management 
• Purchasing and Payments
• Cordale Key Financial Controls 
• Cordale Implementation Plan

The outcome reports were considered in detail by 
the Committee and the completion of the associated 
identified actions were subject to ongoing review. 

External Audit
The annual financial statements for the Group 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 Caledonia Management Board 
and Cordale Management Committee that 
the Group’s first annual financial statements 
provide a true and fair view of performance, 
achievements and plans for the future.

Penny Coburn
CHAIR OF THE AUDIT COMMITTEE

FINANCIAL strength and long 
term viability are critical to 
our success at the Caledonia 
Housing Association Group. The 

financial information provided in this 
section summarises the results of our 
first full year since Cordale Housing 
Association joined the Group. We 
are pleased to report for the Group 
a net surplus for the year of £2.1m, 
accumulated reserves of £27.6m and 
housing assets in excess of £303m.  
This level of financial performance has 
ensured that we have met all of our 
existing financial lending covenants.

 As well as demonstrating our 
financial strength and long term 
financial viability, these results 
provide a strong position from which 
to respond to and manage future 
challenges as well as progress the aims 
and ambitions detailed in our Business 
Plan 2015-20. Also, in terms of our 
partnership commitments, we have 
realised significant financial savings 
at Cordale whilst strengthening the 
overall financial position of the Group.

Liquidity, or more importantly the 
lack of, is the primary threat to any 
Housing Association’s overall viability. 
Given this, sound financial control 
and robust treasury management 
combined with comprehensive risk 
management arrangements will 
continue to be central to our work 
across the Group moving forward.  
Over the coming year this will 
involve the ongoing development of 
management information systems 

to manage budgets and identify 
savings whilst also ensuring we take 
the actions required to achieve our 
financial performance targets. We will 
also take steps to ensure the ongoing 
robustness of the financial control 
arrangements for the subsidiary 
companies within the Group.  

Our current operating environment 
is one that presents difficult business 
sustainability and growth challenges 
for Housing Associations across the 
whole of Scotland. We recognise 
the inherent financial pressures that 
this places on organisations like the 
Caledonia Group who are focussed 
on the continued provision of new 
homes for people in housing need. 
However, we are confident that we  

have the financial strength, capacity 
and flexibility within the Group to 
respond effectively to these challenges 
whilst also successfully achieving our 
business aims.

    Caledonia Group    Caledonia HA                   Caledonia HA
         2014/15     2014/15        2013/14
           £000,s        £000,s          £000,s
Income & Expenditure
Turnover             19,892         17,710        16,995
Operating Surplus                                 5,176       4,524         3 ,714
Net Surplus             2,071       1,729          1,727

Balance Sheet
Housing Assets                                            306,540      251,430       245,655
Grants                      (217,494)    (172,703)     (169,694)
Property Depreciation                         (1,804)         (1,460)                (1,466)
Other Fixed Assets                                  2,069            1,323             1,121
                           89,311          78,590                75,616

Current Assets             7,894            5,718                                4,796
Current Liabilities                              (5,049)                 (4,594)          (4,830)
Long Term Liabilities                (64,581)           (55,369)        (52,966)
Net Assets                                  27,575           24,345                               22,616

Represented by:
Revenue Reserves           25,701                                 22,893          20,809
Designated Reserves                                    1,874              1,452             1,807
            27,575            24,345                               22,616 



David Grant (Chairman)
Tom Potter (Vice Chairman) 
Robin Grant (Treasurer)
Ian McLaren
Penny Coburn
Bill Roberton

Lindsay Darroch
Gavin Stewart
Elaine O’Brien
Helen Archibald
Ian Gray
Raymond Low

MANAGEMENT BOARD

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

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

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. 
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Reg. No. HEP 224. Scottish Charity 
No. SC013988. Care Inspectorate (No. 
SP2003001618). Property Factor Reg. 
No. PF000222.


