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LOOKING BACK 
Our Chair’s Report 

Key achievements that I would like to 
highlight from the year include:

•  Completing phase 1 of our major 
regeneration of Newhouse Road in 
Perth

•  Commencing a major works 
programme to install new smoke and 
fire detectors in our homes

•  Agreeing a new combined Group 
Business Plan with our partners in the 
Caledonia Group

•  Completing the final phase of new 
homes in the Muirton area of Perth – 
successfully concluding a 12 year long 
regeneration initiative for the area   

•  Strong performance in achieving the 
requirements of the Scottish Social 
Housing Charter

•  Providing 63 new high quality homes 
in the communities where we work, 
with plans developed for a further 71 
to be completed in 2019-20

•  The development of a comprehensive 
area regeneration programme 
in West Dunbartonshire with our 
Group partner, Bellsmyre Housing 
Association

It has also been particularly pleasing 
to see the progress that has been 
made over the past year with the 
development and implementation of 
our business transformation initiative.  
Known as ‘Customer First’, this 
initiative is focused on modernising our 
service delivery approach and making 
better use of technology to improve 

what we do.  We have continued to 
develop our CONNECT on-line service 
including our new digital ‘wizard’ that 
simplifies the repairs reporting process.  
Complementing our on-line services, 
our new Neighbourhood Officers, 
previously Housing and Maintenance 
Officers, will provide tenants with 
a single point of contact for their 
‘hub’ area who will be empowered to 
deal with housing and service needs 
quickly and effectively.  New mobile 
technology developed to support their 
work within communities will further 
enhance the level of service that can be 
provided.

Concluding our transfer of 
engagements partnership with 
Antonine Housing Association was 
another important achievement.  The 
transfer to Caledonia was supported 
overwhelmingly by Antonine’s tenants, 
and over the past year we have 
commenced our work in delivering on 
the transfer promises that we made. 
Ensuring ongoing progress with this 
will continue to be a key aspect of our 
work over the coming year.

What is the icing on the cake is that 
we made, as you will read in this 
report, total comprehensive income 
of £6.4m.  This allows us to proceed 
with our plans to provide much 
needed affordable homes and keep on 
maintaining / improving our properties 
to high modern standards.

In closing, I would like to thank my 
fellow Management Board members 
who willingly give their time, talents 

and enthusiasm to ensure we continue 
to be a well managed and financially 
strong housing association that delivers 
good outcomes for our many tenants 
and other customers.  Likewise, I would 
like to thank our highly skilled and 
dedicated staff team for their ongoing 
commitment and contribution to the 
success of our Association; and also 
to the tenants involved in our various 
Take Part initiatives for the important 
role they play in shaping the work that 
we do.

Penny Coburn
CHAIR

I take great pleasure in presenting this, my first annual report, to the members of the Association.  
In our Business Plan 2018-23 we set out ambitious plans to transform the way in which we deliver 
services, build more much needed new social rented homes and successfully conclude our 
partnership proposals with Antonine Housing Association. Looking back, I am pleased to report 
that we have performed very well in achieving our aims and ambitions whilst also continuing to 
ensure the strength of our Association and the wider Caledonia Group. 

Through this programme we are aiming 
to put our customers first while providing 
homes and services that make life better. 
We are still very much in the early stages 
of the implementation process but 
have clear plans in place to move this 
forward significantly over the coming 
year. The next 2 – 3 years will also involve 
further changes to how we operate by 
focusing on tenant and customer needs 
and improving what we do across the 
Caledonia Group.  These changes will 
be wide ranging and will include making 
better use of customer information to 
shape services; harnessing cutting edge 
technology to support customer self-
service and service delivery; streamlining 
processes to make us more efficient and 
be able to concentrate resources on 
meeting customer needs; an adaptable 
and resilient staff structure and team; 
and supporting our team members to 
be customer focused in all aspects of 
their work.  I have no doubt that our 
commitment to Customer First will result 
in a transformed Group with Associations 
that are stronger, more customer driven 
and innovative housing providers that are 
very much ‘fit for the future’.  

Alongside our Customer First ambitions, 
we are fully aware of the importance 
of also responding positively to the 
challenges, risks and opportunities within 
our current operating environment.  
Our new combined Group Business for 
2019-24 sets out key priorities for the 
coming year that reflects the analysis 
of our operating environment as well 
as considerations on how best to 
achieve our vision of providing homes 

and services that make life better.  
These cover a broad range of issues 
and are summarised in the diagram 
below. We recognise the scale of the 
challenge involved in progressing these 
initiatives but are confident that we will 
successfully deliver on these, ensuring 
that we continue as a Group to be an 
organisation that provides high quality 
homes backed up by valued services, 
strong governance and a skilled and 
motivated staff team.

Julie Cosgrove
CHIEF EXECUTIVE

Placing our tenants and other customers at the heart of everything we do is a key aim for the 
Caledonia Group. Over recent years we have shaped key strategic priorities around views 
expressed by our tenants and other customers.  These have involved a clear focus on high 
quality services and customer service, value for money and rent affordability.   These themes 
have been central over recent years to the development of our ‘Customer First’ business 
transformation programme.  
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LOOKING FORWARD
Our Chief Executive’s Overview 
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Regeneration Blossoms at Final 
Phase of Muirton Development

On Monday 11th March Housing 
Minister Kevin Stewart, Caledonia 
Housing Association Chief Executive 
Julie Cosgrove and Caledonia HA 
Chairperson Penny Coburn with a little 
help from young Alfie Smullen, one 
of Fairfield Housing Co-operative’s 
local kids, planted a blossom tree in 
the Carnegie Place play area along 
with a ceremonial plaque to mark the 
completion of the final stage of the 
Muirton regeneration.

The £52.5 million Muirton Regeneration 
has spanned 12 years with nine phases 
to the regeneration project, undertaken 
by a partnership agreement between 
Perth & Kinross Council, Fairfield 
Housing Co-op and Caledonia Housing 
Association with Caledonia Housing 
Association leading the project.  The 
project has seen the demolition of 564 
dwellings, predominantly tenement 
flats, replaced with 409 mixed tenure 
new homes, on the site adjacent to the 

former St Johnstone football ground. 
This has included 180 homes available 
for affordable rent by Caledonia 
Housing Association with a further 84 
homes for affordable rent by Fairfield 
Housing Co-op. Caledonia Housing 
Association have also provided 
46 homes for sale via the Scottish 
Government’s Shared Equity scheme 
and 101 homes have been developed 
for private sale by Urban Union.

The long term regeneration objectives 
were to revitalise an area of Perth 
with high levels of unemployment and 
high levels of deprivation, creating 
a greater sense of community pride 
and engagement. The development 
masterplan has created a community 
flat, neighbourhood play areas and an 
innovative electric car sharing club for 
residents via Co wheels.

Talking at the event Julie Cosgrove, 
Caledonia Housing Association’s Chief 
Executive said “We are immensely 

proud of the regeneration of Muirton. 
This regeneration project hasn’t just 
been about building houses but also 
about restoring a sense of community 
and reinvigorating the area. Before the 
regeneration started the area suffered 
from poor housing, low demand and 
high levels of anti-social behavior, now 
there is high demand for the quality 
housing that has been built and we see 
a community that’s much more settled.”

 Housing Minister Kevin Stewart said 
“Over the last 12 years we have worked 
in partnership with Caledonia Housing 
Association, Perth & Kinross Council 
and Fairfield Housing Co-op to deliver a 
range of homes which meet the varying 
needs of tenants. It’s a great example 
of the high standards being set and the 
benefits of partnership working.” 

Peter Barrett, Convener of Housing 
and a City Centre Councillor, who 
represented Muirton Park over the 
whole regeneration program said 
“The transformation to Muirton Park 
has been profound. The difference 
is not just physical even though the 
look and feel of the neighbourhood 
is now completely different. There is 
still a strong sense of community and a 
much more diverse community. There 
is a complete mix of tenures: Council, 
Caledonia and Fairfield Housing, shared 
equity, social rented, mid-market rent 
and private ownership where previously 
we had a monolithic Council housing 
estate of hard to let houses. This has 
been an excellent example of urban 
regeneration delivered by committed 
local partners.”

NEWS HIGHLIGHTS
OF THE YEAR

NEWS HIGHLIGHTS
OF THE YEAR
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600 
Connected 
Users for 
Caledonia 
Connect!
Connect, our online self-service 
portal and app, now has over 
600 residents signed up.

Tim Calderbank Caledonia 
Housing Association’s Customer 
Services Director commented 
“I am really pleased that in less 
than one year we have over 600 
residents who have registered to 
use Connect, our on-line digital 
portal.  Connect modernises 
our services offered to tenants, 
enabling them to manage their 
tenancies in ways which are 
convenient for them. We are 
delighted our tenants are signing 
up and finding Connect to be a 
more flexible way of keeping in 
touch with us.” 

Caledonia is the First Scottish 
HA to embrace digital telecare

As part of our digital inclusion strategy 

for older people we have introduced 

Appello’s Smart Living Solutions (SLS) at 

our retirement housing development in 

Monifieth.

Replacing the analogue call system, 

Appello’s digital solution gives tenants 

all of the modern benefits of apartment 

to apartment and resident to manager 

video calls, video door entry and Wi-Fi in 

communal areas. It also reduces connection 

times to Appello’s monitoring centre from 

minutes to just a few seconds, making 
a significant difference to emergency or 
life-threatening situations.  The integration 
of the Appello system with ‘Connect’, 
Caledonia’s online self-service portal and 
app, gives tenants greater independence 
to maintain their tenancy with the ability to 
report issues, view bills, pay rent, schedule 

repairs and keep their details up to date 
from a user-friendly tablet.

Andy Dorrat, Team Leader for Older 
Person’s Housing Services at Caledonia 
Housing Association says, “We wanted 
to move on from the old fashioned ‘big 
red button’ and looked for an innovative 
solution.  The Appello system ticked a lot 
of the boxes for modernising our current 
system especially the integration with 
Connect, our self-service portal and app. 
Appello supports our digital inclusion 
strategy, empowering tenants to take 
control of their own requests and remain as 
independent as possible.”

Tim Barclay, CEO of Appello says, “We 
are so pleased to see Caledonia’s Servite 
House in Monifieth become the first 
scheme in Scotland to embrace a fully 
digital telecare solution. Caledonia’s 
innovative approach to digital inclusion 
is forward thinking in an industry that still 
relies heavily on less safe and outdated 
analogue technology. We are proud that 
Appello Smart Living Solutions offer such 
great support to scheme managers whose 
time is often stretched across multiple 
developments, while improving the lives 
of tenants who can enjoy the benefits of 
digital inclusion.”

Repair Wizard launches  
on Connect  
In April Connect our online digital self-service portal launched its latest feature, the Repair Wizard.

Repair Wizard lets tenants report and request a new repair online, with no need to phone or email the Caledonia team – 
putting tenants in full control of their repairs. The instructions go directly to our trusted repair contractors allowing tenants to 
organise the best time for them to visit, ensuring repairs are undertaken effortlessly and at a time that suits. 

Our website has a video showing just how easy it is to use Repair Wizard, go to www.caledoniaha.co.uk and click the Connect 
logo to view.



CALEDONIA FIT FOR
THE FUTURE NEWS

CALEDONIA FIT FOR
THE FUTURE NEWS
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Tech Homes
We are exploring the best of building and construction technology and 
practices to make building new homes easier, more environmentally 
friendly and importantly cheaper for our tenants to live in.

Along with solar panels and insulation we have also been exploring 
using mechanical ventilation heat recovery systems and air source heat 
pumps. These will keep our homes warm and as close to zero energy as 
possible, in line with passive house technology.

We are also talking to various building companies about offsite 
manufacturing. This allows us to create homes quicker in a more 
controlled environment meaning the building sites are safer and 
reduces the amount of building defects in the new homes handed over.

Our ambition is simple: Put customers fi rst while providing homes and services that make 
life better. Across the Group we provide a diverse range of affordable housing options and 
services in Scotland.

We are aware that as a group of organisations it is important that we don’t stand still; we need 
to keep transforming and evolving to ensure our services keep pace with modern life and our 
customer expectations.

We are in the process of introducing a number of changes to how we operate; to enhance the 
way we provide our services, making access to tenancies and our teams simpler and easier. We 
also want to make our homes more effi cient using smart technology, materials and building 
practices.

Below we have highlighted the changes you can expect to see as we make Caledonia better, 
stronger and more effi cient.

Caledonia Gets 
Connected 
with Tech
A large part of our current 
change focuses on technology.   
We are creating more ways for 
customers to get in touch with 
us, providing fl exibility in the 
ways staff and customers can 
access tenancy information to 
increase effi ciency and reduce 
administration. Basically using 
technology to make everyone’s 
life easier.

What does this mean for tenants?
The way in which tenants interact 
with us will be quicker, easier and 
suited to them.  Tenants will be able 
to switch between face to face, phone 
and digital services without having to 
repeat themselves to different people.

We are using the best of modern 
technology to develop our customer 
self-service portal & app, Connect.
This allows tenants access to their 
tenancy information and the ability to 
self-manage aspects of their tenancies 
such as repairs and rent at any time of 
the day or night.

The technology we have developed, 
and continue to develop, also enables 

our teams to work from anywhere 
so they don’t have to go back to the 
offi ce to process requests; they can 
work from anywhere to give instant 
decisions and information. 

So even if technology isn’t for all our 
customers, the technology we are 
embracing means Neighbourhood 
Offi cers can give answers, quickly and 
more effectively.

The other big benefi t is that the 
technology we have put in place 
reduces the burden of “paperwork” 
for our Neighbourhood Offi cers and 
Frontline staff, freeing up time to 
spend on the things that matter to 
tenants.Personalised Service

We have streamlined the Housing Offi cers, Maintenance 
Offi cers, Benefi ts Offi cers and Sustainment Offi cers into 
one, more easily accessible Neighbourhood Offi cer. 

The Neighbourhood Offi cer gives tenants a single point of contact, empowered 
to deal with housing needs quickly and effi ciently. We have reduced the number 
of properties each Neighbourhood Offi cer looks after.  Each area varies in its 
needs, so we haven’t created the areas perfectly geographically 
but have tried to localise them as much as possible. This 
will make the services we provide more consistent and 
understanding of tenant needs.

The other big benefi t is that the technology we have 
put in place reduces the burden of “paperwork” for 
our Neighbourhood Offi cers and Frontline staff, freeing 
up time to spend on the things that matter to tenants.

Tenants in retirement or sheltered housing will still have 
access to a Scheme Manager as well as a Neighbourhood 
Offi cer.

Our Customer Solutions Team stay in place on the 0800 678 
1228 number and maintain a fi rst line point of contact for all 
enquiries and support.  As does Connect.

Homes and services that make  life better



Customer 
Service

88%  
tenant satisfaction 
with our overall 
service*

90.1%  
tenant satisfaction 
with keeping 
informed about 
services and 
decisions*

33,810 
calls answered 
by the Customer 
Service Team

Repairing 
Homes

87.8% 
tenant satisfaction 
with our repairs 
service

4.17  
hours was the 
average time 
taken to complete 
emergency  
repairs

5.33 
days was the 
average time taken 
to complete non-
emergency repairs

Maintaining 
Homes

89.3% 
of tenants satisfied 
with the quality of 
their home*

92.4% 
of new tenants 
satisfied with the 
standard of their 
home when moving 
in.

96.4% 
of our housing stock 
meets the Scottish 
Housing Quality 
Standard

Managing 
Tenancies

81.5% 
tenant satisfaction 
with our 
neighbourhood 
management services*

97.6% 
of anti-social 
behaviour cases were 
resolved within locally 
agreed targets

91% 
of new tenancies were 
sustained for more 
than a year

Value for 
Money

89.2% 
of tenants feel their 
rent offers value for 
money*

0.38% 
of rental income was 
lost due to properties 
being empty

17.7  
days taken, on 
average, to relet a 
property

PERFORMANCE 
HIGHLIGHTS 
2018-19

The Committee play an important role in 
supporting the three governing bodies 
by:

4  Scrutinising the integrity and 
robustness of the Group’s approach to 
risk management

4  Developing and implementing 
comprehensive internal and external 
audit arrangements

4  Reviewing internal control systems 
and processes and considering 
recommendations to improve these 

4  Reviewing, discussing and approving 
financial statements for each of the 
Group’s Associations

4  Reporting to the governing bodies 
on any matters that the Committee 
members’ consider need specific 
action taken on, and making 
recommendations in relation to these  

Managing Risk  

The Group has a comprehensive 
Risk Management Policy in place.  
The implementation of this and the 
associated risk management process is 
overseen by the Committee.  This year, 
the Committee identified areas where 
the Group’s existing risk management 
arrangements could be strengthened. 
This included the way in which key risks 
were identified, managed and reviewed. 
The outcome involved clearer format and 
content of the Group’s Corporate Risk 
Register. Future plans include the review 
of specification documents for internal 

audit activity and performance, as well as 
re-tendering of the internal audit service 
for the Group. 

Our Internal Audit Programme

Over the course of 2018-19 our internal 
auditors, Wylie Bisset LLP, carried 
out systems reviews for the following 
business and service related activities 
across the Group:  

• Allocations (Caledonia and Cordale)

• IT Systems (Group)

• Business Continuity Planning (Group)

• GDPR Compliance (Group)

• Mobile Working (Group)

•  Integration of Antonine Housing 
Association (Caledonia)

• Factoring (Group)

• Follow up actions review (Group)

The outcome reports were reviewed and 
discussed in detail and the improvement 
actions implemented.

Financial Statements - External Audit

The annual financial statements for the 
Group were audited by our external 
auditors, RSM UK Audit LLP, in line 
with current accounting standards 
FRS102 and the relevant Statement of 
Recommended Practice.  I am pleased 
to advise that the Committee, through 
the work undertaken by RSM, were able 
to inform the Caledonia Management 

Board and the Bellsmyre and Cordale 
Management Committees that they were 
unqualified and provide a true and fair 
view of performance, achievements and 
plans for the future.

Alex McDougall

CHAIR OF THE AUDIT AND RISK 
MANAGEMENT COMMITTEE

GROUP AUDIT AND RISK 
MANAGEMENT COMMITTEE 
The Chair’s Report 

The Group Audit and Risk Management Committee is a central pillar of the governance 
arrangements, firmly established within the Caledonia Housing Association Group. The 
Committee comprises governing body members from each of the Group’s three Associations and 
benefits from the contribution made by members of the Caledonia Tenants Scrutiny Panel who 
attend each of the Committee meetings.  
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(* Based on data gathered through large scale satisfaction survey carried out with 1000 tenants in 2017/18)



Caledonia Group Caledonia HA Caledonia HA

2018/19 2018/19 2017/18

£000’s £000’s £000’s

Statement of Comprehensive Income

Turnover 36,018 30,102 24,445

Operating Surplus 5,649 4,997 4,303

Surplus for the year 7,556 7,399 1,250

Total Comprehensive Income 6,391 6,695              1,250

Statement of Financial Position

Housing Assets 397,892 316,535 299,003

Property Depreciation (90,456)  (61,687) (57,429)

Other Fixed Assets 2,701 790 912

Investment Property 1,304 354 354

311,441 255,992 242,840

Current Asset 10,706 7,613 9,938

Current Liabilities (12,916) (10,223) (9,205)

Long Term Liabilities (255,793) (215,095) (212,673)

Provision for Liabilities (2,380) (1,464) (773)

Net Assets 51,058 36,823 30,127

Represented by:

Revenue Reserves 51,058 36,823 30,127
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FINANCIAL 
REVIEW  
2018-19

Our current operating environment 
continues to be one of change and 
challenge.  We understand that it is 
important to undertake analysis and 
review in order to identify where 
we can improve customer service, 
use resources more effectively and 
ultimately achieve our business plan 
objectives. As in previous years, income 
maximisation, cost control and robust 
treasury management continue to be 
key influencing factors on whether we 
can achieve our ambitions. Also, our 
Management Board continues to place 
a great deal of emphasis on financial 
planning and sensitivity analysis. From 
this, we are confident that the Group 
has the ability and resources in place 
to continue to grow, meet changing 
customer service expectations and 
react to challenges in our operating 
environment.  

Although in a strong financial position, 
effective treasury management will 
continue to be a core aspect of 
our work in ensuring the long term 
viability of our organisation. Whilst 
cash generated from rental income is 
used for our day to day operations, it 
is necessary to procure private finance 
for new housing developments and 
to fund other initiatives. Changes in 
the banking sector over recent years 
have led to an increase in the variety 
of methods of securing private finance, 
and also in the number of providers. 
We have embraced these changes 

and now manage a mixed portfolio of 
fixed and variable rate loans drawn 
from traditional high street lenders 
and capital market institutions.  This 
strategy is applied to Caledonia 
Housing Association’s two subsidiaries 
and has enabled the recent transfer of 
engagements with Antonine Housing 
Association. Our borrowing strategy is 
geared to providing sufficient capital 
to achieve our business objectives, 
maintaining financial viability, making 
efficient use of our assets and satisfying 
the Group’s risk appetite. 

Over the past year we have taken steps 
to further strengthen our governance 
and financial management systems, 
and the implementation of reviewed 
processes and new management 
information software will continue 
over this year. Combined with existing 
financial analysis and reporting across 
the Group there will be a specific 
focus on controlling current and future 
costs with a view to minimising the 
requirement to apply annual rent 
increases in excess of the Consumer 
Price Index. This action reflects specific 
concerns raised by the Group’s three 
governing bodies on rent affordability, 
given the financial pressures placed 
on household incomes through issues 
such as welfare reform, fuel costs and 
changes in the wider economy.

Our financial planning and management 
activities will also facilitate work 

being carried out across the Group to 
transform the way we provide customer 
services, achieve our new house 
building ambitions and manage our 
business.  These activities have added 
importance as we are within a period 
of relatively high levels of expenditure 
to support the achievement of these 
aims.  However, we remain confident 
that we have the financial strength, 
capacity and flexibility within the Group 
to achieve successful outcomes and 
consolidate our position as one of the 
leading providers of social housing and 
related services in Scotland. 

FINANCIAL 
SUMMARY  
2018-19

In the year to 31st March 2019 the Caledonia Housing Association Group continued to make 
best use of its resources by developing new homes, completing a transfer of engagements 
with Antonine Housing Association and investing significant sums in its existing housing 
stock. Financial strength, long term viability and making best use of our resources are all 
critical to our work and we are pleased therefore to report a Group comprehensive income 
for the year of £6.4m, accumulated reserves of £51.1m and housing assets in excess of 
£397m.  This strong level of financial performance has ensured that we have again met all of 
our existing financial lending covenants.
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Caledonia Housing Association is the trading name of Caledonia Housing Association Ltd.

Registered Offi ce – 5 South St Johns Place, Perth PH1 5SU

Caledonia Housing Association Ltd is a registered society under the Co-operative and Community Benefi t 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
Penny Coburn (Chairperson)
Alan Nairn (Vice Chair)
Ian Gray
Helen Archibald
Lindsay Darroch
Alex McDougall
Elaine O’Brien
Martin Harkness
Veronica Lynch
Graham Logan 

Contact Us
Dundee Area Offi ce Perth Area Offi ce
118 Strathern Road 5 South St John’s Place
Broughty Ferry, Dundee Perth
DD5 1JW PH1 5SU

Kirkintilloch Area Offi ce
3 Cowgate
Kirkintilloch, Glasgow
G66 1HW

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 diffi culty 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-

(Caledonia Housing

0800 678 1228

0800 678 1228

0800 678 1228

678 1228.

0800 678 1228

Caledonia

Caledonia

Caledonia

Caledonia

Caledonia
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URDU
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