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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 and is run
by tenants for tenants. Panel members volunteer their time to help Caledonia consider
the effectiveness of the services it provides and to give their views on any new services
that might be developed.

It gives me great pleasure
to present our fifth
Annual Charter Report
to our tenants and other
customers.

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

2017/18 was another busy year for the
Panel and notable achievements included:

• Monitor how services are performing

• Designed a new tenant participation information and

• Ensure 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 assisted Caledonia with its selfassessment of achievement of the Social Housing
Charter outcomes as set out in this leaflet.
The panel is very keen to involve people from all ages
and backgrounds in its work. 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.

advice leaflet, working with students at a local school
• Completed an independent review of Caledonia’s
grounds maintenance service
• Two representatives attended the Audit SubCommittee
• Panel representatives participated in Caledonia’s
annual business planning and strategy away day
• Three Panel members successfully completed
Chartered Institute of Housing qualifications
• Attended the Tenant Participation Advisory Service
training events and Annual Conference
• Received a Good Practice Award from TPAS for the
Panel’s work on recruitment and induction
• Assisted with the organisation and judging of the
Caledonia annual garden award competition
• Attended an event to hear more about the changes
to tenancies in relation to the Housing Act 2014

If you would like to know more about the
Panel and what they do, please contact
them using the following email:
tenantparticipation@caledoniaha.co.uk.
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the Charter, with all standards

the associated service issues.

and outcomes assessed as having

Their views, comments and

been achieved. This again reflects

suggestions are valued and much

our focus on working to achieve

appreciated. If you would be

high standards in service delivery
on a consistent basis. Following

The Scottish Social Housing

a review with the Tenant Scrutiny

Charter sets out the standards

Panel however, we acknowledge

and outcomes for all social

that some work is required to

landlords to achieve in delivering

address slightly lower levels of

their housing services. These

satisfaction with our repair and

cover a wide range of activities

estate management services.

that we know are important

We have identified these as

to our tenants and customers.

improvement actions, within the

Delivering excellent services is a

report, to be progressed over the

key aim for the Association and

coming year.

consistently achieving the Charter
outcomes is an important element
of this.

interested in taking part in the
Panel, please let us know - it
would be good to hear from you.
Penny Coburn
Chair

We have also provided
information on each of the
Charter outcomes, including

We have a rigorous process in

key ‘facts and figures’ on the

place to assess our performance

Association and our services.

against the 14 Charter outcomes

I hope that you find this

that apply to all Associations.

information in the report helpful

This involves a detailed self-

and informative. As ever, if you

assessment review of how well we

would like to find out more about

have performed in providing our

our Charter assessment please

services. This report summarises

feel free to contact us in one of

the outcomes of that assessment.

the usual ways. I would like to
finish off by expressing my thanks

I am pleased to be able to advise

to the Tenant Scrutiny Panel

that we have again performed

members who provided feedback

well against the requirements of

on our Charter assessment and
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OUTCOME 1

CALEDONIA

EQUALITIES

AT A GLANCE…
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 3641 social rented homes in Perth and Kinross, Dundee, Fife, Angus 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 £1.25m,
accumulated reserves of £30.1m
and housing assets in excess of
£299m. As at 31 March 2018 we
owned 3,641 homes, with the

rent due from these amounting to
£15,390,186. 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.
During the Charter reporting
year, we had some very notable

achievements, including being
selected as the preferred partner
for Antonine Housing Association;
achieving EFQM Committed to
Excellence 2-Star accreditation,
and our Tenant Scrutiny Panel
won the title of Best Practice in
Developing Tenant Scrutiny of the
Charter Award 2017 at the TPAS
National Good Practice Awards in
St Andrews.

Stock Profile and Average Weekly Rents (Including Support and Other Charges)

Size of home

Number
owned

Average
Rent

Scottish
average

Difference

1 apartment

26

£88.86

£67.44

31.8%

2 apartment

1,511

£85.32

£73.33

16%

3 apartment

1,479

£79.29

£74.94

5.8%

4 apartment

494

£86.34

£81.37

6.1%

5+ apartment

131

£95.34

£90.39

5.5%

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

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.”

OUR WORK
Undertook a
self-assessment
review of
performance
against our
Equalities policy
commitments

Took steps,
via our Large
Scale Tenant
Satisfaction
Survey, to
understand
the needs
and priorities
of different
equalities groups

Reviewed our
approach to
gathering
Equalities
monitoring data

Reviewed
our approach
to recording
communication
needs and
impairments

We have a diverse tenant base who describe themselves as:
White-Scottish
White-Other British
White-Irish
White-Gypsy/Traveller
White-Polish
White-Other
Mixed or multiple ethnic background
Asian-Indian
Asian-Pakistani
Asian-Bangladeshi
Asian-Chinese
Asian-Other
Black-Caribbean
Black-African
Black-Other
Other Ethnic-Arab
Other Ethnic-Other
Unknown
Total

1384
135
7
8
66
40
3
1
2
0
2
3
0
5
0
1
3
2800
4460

313 tenants have told us
they consider themselves
to have a disability
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OUTCOME 2

COMMUNICATION

OUTCOME 3
ACHIEVED

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 it provides.”

90.1

PARTICIPATION

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.”
% tenant satisfaction with
participation opportunities

2017

92.3

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

Scottish
Average

91.7

39,521
Number of calls
received by
the Customer
Service team

90.7

% of Stage 1
complaints
responded to
on time
2017
84.9

Scottish
Average

86.3

90.5

82.6

% of Stage 2
complaints
responded 2017
to on time 94.1

Scottish
Average

83.4

Providing
different
ways to
communicate:

2017

97.2

2017

35,557

ACHIEVED

% calls answered by
Customer Service
Team within 30 secs

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

83.7

2017

80.8

Scottish
Average

85.9

1,000 responses to our Large
Scale Tenant Satisfaction Survey

our online
digital
self-service
portal
launched.
380 tenants
signed up

Caledonia provide a variety of ways for
tenants to participate including:
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2,083 surv

Take part in a residents meeting
32 meetings took place
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OUTCOME 4

HOUSING QUALITY

OUTCOME 5
ACHIEVED

Defined by the Scottish Housing Regulator as “Tenants’ homes, as a minimum, meet the
Scottish Housing Quality Standard (SHQS); when they are allocated, are always clean,
tidy and in a good state of repair, and also meet the Energy Efficiency Standard for Social
Housing (EESSH) by December 2020”

99.8

98.5
% stock meeting
Scottish Housing
Quality Standard
(SHQS)

% stock at or above
specified NHER / 2017
99.8
SAP ratings

2017

98.3

Scottish
Average

Scottish
Average

94.2

94.2

97.6

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

Scottish
Average

90.2

2017

90

89.3

% tenants
satisfied with
quality of home
2017

93

8

Scottish
Average

87.9

93.3

% stock meeting
Energy Efficiency
Standard for
Social Housing
2017
(EESSH)
90.1

Scottish
Average

79.9

We invested
over £4 million
in maintaining
our homes
And we built
133 new
homes

REPAIRS AND MAINTENANCE

ACHIEVED

Defined by the Scottish Housing Regulator as “Tenants’ homes are well maintained; with
repairs and improvements carried out when required, and tenants are given reasonable
choices about when work is done.”

3

5

.8

HOURS

Average
completion time
Emergency
2017
repairs
3.26

DAYS

2017

4.42

Average completion
time Non Emergency
repairs

Scottish
Average

Scottish
Average
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99.9

88

6.4

% properties with
current gas safety
record and renewed
on time

Scottish
Average

99.8

2017

100

89.5

% tenant
satisfaction
with repairs and
maintenance
service
2017

93.2

% repairs completed 2017
91.9
right first time

Scottish
Average

92.2

97.4%
Repairs
appointments
kept

2017

97

Scottish
Average

95.5

6,797
2,709
9,506

Repairs completed

Scottish
Average

92.1

Emergency repairs completed

Repairs in total

Costing £1.33 million
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OUTCOME 6

OUTCOMES 7, 8, 9 & 10

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

HOUSING OPTIONS
& ACCESS TO
SOCIAL HOUSING

ACHIEVED

Defined by the Scottish Housing Regulator as “Tenants and other customers live in well
maintained neighbourhoods where they feel safe.”

81.5

43.1
% tenancy
offers refused

87.7
2017

90.7

2017

% tenant satisfaction 2017
with neighbourhood 84.6
management

Scottish
Average

88

33.6

Scottish
Average

35.9

ACHIEVED

Outcome 7, 8 & 9
Defined by the Scottish Housing Regulator as
Social landlords work together to ensure that:

Outcome 10
Defined by the Scottish Housing Regulator as
Social landlords 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.

• 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.

• Tenants and people on housing lists can
review their housing options.
• People at risk of losing their homes get
advice on preventing homelessness

% ASB cases resolved
within locally agreed
targets

Scottish
Average

87.9

We work

We provide

Our homes

in partnership with
local authorities on
housing options and
advice services

advice and
assistance through
our Operations
Team

are made available
through Common
Housing Registers

We allocated
466 homes –
167 of these were
to homeless people

We spent £120,000 on estate
repairs and environmental
improvements
10
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OUTCOME 11

OUTCOME 13

TENANCY SUSTAINMENT

ACHIEVED

Defined by the Scottish Housing Regulator as “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.”

VALUE FOR MONEY

Defined by the Scottish Housing Regulator as “Tenants, owners and other customers
receive services that provide continually improving value for the rent and other charges
they pay.”

89.2
87.4

10.2
% stock that
became vacant

% new tenancies
sustained for more
than a year

Scottish
Average

88.7

20

% of approved
adaptation applications
completed

2017

2017

88.9

87.6

Scottish
Average

8.6

9.3

DAYS

2017

Scottish
Average

83.6

84.3

2017

Scottish
Average

48

51.3

% tenant satisfaction
with value for money
offered by rent
2017
86.5

Carried out 170 adaptations
last year worth £224,202

% tenant satisfaction
with overall service

2017

% gross rent arrears 4.48

93

90.5

83.2

4.88

2017

Scottish
Average

Scottish
Average

Scottish
Average

5.2

2017

Number of abandoned
properties 18 last year

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

12

88

38.6
Average time to
complete adaptation
applications

ACHIEVED

70.7

74

Scottish
Average

66.2

% satisfaction with
factoring service

17.4
DAYS

2017

0.5

0.39

% void rent loss
this is the rent lost while
properties are empty
between tenancies

average re-let time

Scottish
Average

0.7

2017

Scottish 17.5
Average

30.7
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OUTCOMES 14 & 15
RENTS AND SERVICE CHARGES

ACHIEVED

Defined by the Scottish Housing Regulator as “A balance is struck between the level of
services 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 rent and other money is spent, including details
of any individual items of expenditure above thresholds agreed between landlords and
tenants.”

Rent increases below the
Scottish average for 7 years

2%

Rent
Increase
2017

Scottish
Average

2

3.2

We consulted with tenants
on our rent and budget
proposals
100.2% of
Rent Collected
This includes arrears from
current & former tenants

WAS SPENT
2017/18

9.2%

99.4

1.4%
1.2%

HOW YOUR £

2017

Scottish 100.47
Average

OUR CHARTER
IMPROVEMENT ACTIONS
OUTCOME

KEY IMPROVEMENT ACTIONS

1 - Equalities

Implement our 2018/19 Equalities Action Plan which
March 2019
will include specific actions that relate to engaging with
minority and hard to reach groups as well as meeting the
equalities requirements set out in the SHR Regulatory
Framework

2 – Communication

To implement all communication-related
improvement actions identified from the Large Scale
Customer Survey

March 2019

3 – Participation

Review Tenant Participation Strategy. Continue to
support Scrutiny Panel. Linked to development of
‘Customer First’ Programme

March 2019

4 – Quality of Housing

Revised stock condition information to be
utilised in conjunction with tenant feedback and
Asset Management Reporting information when
developing the 2018/19 investment programme

March 2019

5 – Repairs, Maintenance
& Improvements

Roll out of new appointment system for repairs
services provided by McGills

March 2019

Develop and implement new organisational structure Ongoing
as part of the ‘Customer First’ Programme.
6 – Estate Management,
Anti-social Behaviour,
Neighbour Nuisance and
Tenancy Disputes

Put in place the systems to support the effective
implementation of the new Anti-social behaviour
procedures required by the Housing (Scotland) Act
2014 that comes into effect on 1 May 2019

March 2019

7,8,9 – Housing Options

Implement new allocation, assignment & succession
procedures in line with Housing (Scotland) Act 2014
that comes into effect on 1 May 2019

March 2019

10 – Access to Social
Housing

Review and amend relevant Caledonia Association
policies relating to housing allocations, assignments,
and successions to ensure compliance with the
Housing (Scotland) Act 2014 that comes into effect
on 1 May 2019

March 2019

11 – Tenancy Sustainment

Develop and implement new organisational
structures as part of the ‘Customer First’ programme

Ongoing

13 – Value for Money

Develop and implement new organisational structure Ongoing
as part of the ‘Customer First’ Programme

14 & 15 – Rents and
Service Charges

Use SFHA Affordability Tool as part of consultation
process

16.1%

3.6%
16.8%

11%

16.1% Net Interest
3.6% Housing Support Service & Care Activities
11% Reactive & Cyclical Maintenance
14.7% Major Repairs & Component Replacement
26% Housing Management & Maintenance Administration
16.8% Service Costs
9.2% Care & Repair Services

26%

TIMEFRAME

March 2019

14.7%

1.2% Stage 3 Adaptations
1.4% Other Wider Activities
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Management Board

Information in other formats

Penny Coburn (Chair)
Alan Nairn (Vice Chair)
Ian Gray
Lorna McCurrach
Martin Harkness
Lindsay Darroch
Elaine O’Brien
Helen Archibald
Alex McDougall
Veronica Lynch
Graham Logan

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.
BANGALI

Caledoni a

0800
678 1228.

CHINESE

Caledoni a

0800 678 1228

HINDI

Caledoni a

Contact Us

0800 678 1228

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

By Phone: 0800 678 1228
Monday to Thursday 9am-5pm
& Friday 9am-4pm

PUNJABI

Caledoni a

0800 678 1228

URDU

Caledoni a

0800 678 1228

By Email: info@caledoniaha.co.uk
Out of Hours Emergency Phone:

0800 783 7937

POLISH

ol(Caledonia Housing

FOLLOW US ON
TWITTER

Designed and Produced by

www.caledoniaha.co.uk

SCAN HERE TO
VISIT OUR WEBSITE

www.hbrutherford.com

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

LIKE US ON
FACEBOOK

Caledonia Housing Association is the trading name of Caledonia Housing Association Ltd.
Registered Office – 5 South St Johns Place, Perth PH1 5SU
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