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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.

The Panel has assisted Caledonia with its self-

assessment of achievement of the Social Housing 

Charter outcomes as set out in this leafl et. This 

included a review of the self-assessment process 

undertaken by staff, detailed consideration of the 

outcomes that they were reporting and making 

recommendations in terms of the content and style of 

the information to be included in the report to tenants. 

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. 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

CHARTER NOTE FROM THE

TENANT SCRUTINY PANEL

Reviewed by 
the Tenant 
Scrutiny Panel
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It is with great pleasure that I present the Caledonia Housing Association sixth 
Annual Charter Report, covering the period 1 April 2018 to 31 March 2019, to 
our customers.  The Scottish Housing Charter, more commonly referred to as the 
“Charter”, applies to all registered social landlords in Scotland.  It sets out the 
outcomes that they are expected to achieve in relation to delivering social housing 
related services.  Those outcomes, in the Charter, cover a broad range of activities 
that are key in ensuring customers are satisfied with their homes; the services they 
receive; and have the opportunity to participate in the decision making processes of 
their landlord.  At Caledonia, designing, delivering and sustaining excellent services 
to our customers is, and always will be, a key aim.  Consistently achieving strong 
performance against all the Charter outcomes is an important element of this.

Over the last six years Caledonia 
has developed very robust 
processes for measuring and 
assessing performance against 
the 14 Charter outcomes.  This 
involves detailed self-assessment 
reviews of our performance against 
each Charter outcome.  Part of 
the review process comprises 
comparing our performance 
against other registered social 
landlords.  The report, presented 
to you here, summarises the 
outcomes of that self-assessment 
process. It also provides 
performance information relating 
to the various service activities 
that play a key role in enabling the 
Charter outcomes to be achieved.

I am pleased to say that of the 
14 Charter outcomes, 13 have 
been achieved, with one being 
only partially achieved.  That was 
Outcome 5, in relation to repairs, 
maintenance and improvements, 
where we did not meet the high 
standards we set.  Unfortunately, 
one of our major repairs contractors 
went into administration during the 
year and this had a notable impact 

of performance levels.

In this year’s Charter Report 
comments from the Tenants 
Scrutiny Panel have been taken 
onboard to link the Charter 
improvement action(s) planned 
for 2019/20 with the Outcome 
it relates to. Previous Charter 
Reports had such actions listed in a 
separate section at the back of the 
report.  Information has also been 
provided on each of the Charter 
outcomes, including key “facts 
and figures” on the Association.  
That information will enable you to 
compare Caledonia’s performance 
this year, with the Scottish average 
figures on a number of the key 
performance indicators. As ever, 
if you would like to find out 
more about Caledonia’s Charter 
assessment or the Charter, please 
feel free to contact us.

I would like to finish by expressing 
my thanks to the Tenant Scrutiny 
Panel members who provided 
feedback on the Charter 
assessment, and the associated 
service issues.  Their views, 
comments and suggestions are 

valued and much appreciated.  If 
you are interested in taking part 
in the Panel, or if you have any 
suggestions or comments on how 
we can improve future Charter 
Reports as to make them more 
informative for current and future 
customers, then please let us know 
– it would be good to hear from 
you.

Penny Coburn 

Chair

CALEDONIA HOUSING ASSOCIATION’S 
CHARTER REPORT 2018/19

CHARTER NOTE FROM THE 
TENANT SCRUTINY PANEL
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Caledonia Housing Association is one of Scotland’s leading providers of high quality 
affordable homes and associated services for people in housing need; owning and 
managing 4,021 social rented homes in 8 local authority areas with a further 1,100 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 £7.4m, 
accumulated reserves of £36.8m 
and housing assets in excess 
of £254.8m. As at 31 March 
2019 we owned 4,021 homes, 
with the income due from these 
amounting to £17.8m. Around 
60% of our homes are designed 
for people with general housing 
needs; and 40% specialised 

sheltered retirement housing 
accommodation that is designed 
to meet the needs of older 
people.

During the Charter reporting 
year we have been working 
on 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 by using 
cutting edge technology as well 
as adopting a new customer 
ethos that puts the customer 
at the heart of everything we 
do. During 2018/19 we have 
concluded our transfer of 
engagements with Antonine 
Housing Association, completed 
a major works programme for 
installing new smoke and fire 
detectors in our homes, built 
63 new high quality affordable 
homes and completed the final 
phase of our regeneration in the 
Muirton area of Perth.

CALEDONIA 
AT A GLANCE…

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

Size of home
Number 
owned

Average  
Rent

Scottish 
average

Difference

1 apartment 29 £86.86 £70.22 23.7%

2 apartment 1,566 £86.21 £76.10 13.3%

3 apartment 1,676 £80.82 £77.70 4%

4 apartment 618 £89.98 £84.44 6.6%

5+ apartment 132 £97.79 £93.49 4.6%

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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Defined by the Scottish Housing Regulator as “Every tenant and other customer has 
their individual needs recognised, is treated fairly and with respect, and receives fair 
access to housing and housing services.”

OUTCOME 1 
EQUALITIES

OUR WORK

We have a 
comprehensive 
Equalities Policy

Undertook a 
self-assessment 

review of 
performance 
against our 

Equalities policy 
commitments

Reviewed our 
approach to 

gathering 
equalities 

monitoring data

We carried out 
197 medical 

adaptations in 
2018/19

We have a diverse tenant base who describe themselves as:
White-Scottish 1606

White-Other British 120

White-Irish 7

White-Gypsy/Traveller 8

White-Polish 60

White-Other 38

Mixed or multiple ethnic background 2

Asian-Indian 1

Asian-Pakistani 1

Asian-Bangladeshi 1

Asian-Chinese 2

Asian-Other 3

Black-Caribbean 0

Black-African 7

Black-Other 0

Other Ethnic-Arab 0

Other Ethnic-Other 3

Unknown 3041

Total 4900

296 tenants have told us 
they consider themselves 

to have a disability

CALEDONIA HOUSING ASSOCIATION CHARTER REPORT 2018/19

Where our performance has dipped from previous years or is less than the Scottish average,  
we have set out the following improvements:
2019/20 Outcome Improvement Action Implementation Timescale
1.  We will implement the Group’s 2019-20 Equalities Action Plan which 

includes actions to deliver the equalities requirements as set out in the 
Scottish Housing Regulator’s Regulatory Framework.

By March 2020

ACHIEVED
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Defined by the Scottish Housing Regulator as “Tenants and other customers find it easy to 
communicate with their landlord and get the information they need about their landlord, 
how and why it makes decisions and the services it provides.”

OUTCOME 2 
COMMUNICATION

90.1
% of tenants  
satisfied with being 
kept informed about 
services and decisions

Scottish  
Average

91.6

Providing different ways 
to communicate:

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

2018
90.1

92.5
% of Stage 1 
complaints  
responded to 
on time 

Scottish  
Average

86.9

2018
90.7

ACHIEVED

Scottish  
Average

83.8

83.3
% of Stage 2 
complaints  
responded  
to on time 

2018
82.6

33,810
Number of calls 
received by 
the Customer 
Service team

2018
39,521

Where our performance has dipped from previous years or is less than the Scottish average,  
we have set out the following improvements:
2019/20 Outcome Improvement Action Implementation Timescale
1.  We will develop & implement new information systems that will enable us 

to have an improved level of customer insight.
By March 2020

2.  We will have the necessary arrangements in place to meet the requirements 
of the Freedom of Information (Scotland) Act 2002

By October 2019
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OUTCOME 3 
PARTICIPATION ACHIEVED

Where our performance has dipped from previous years or is less than the Scottish average,  
we have set out the following improvements:
2019/20 Outcome Improvement Action Implementation Timescale
2.  We will ensure that we consult with residents and that their views are taken 

into account in the large scale review of our rent and service charging 
structure; and that outcomes and recommendations provide a transparent 
process for rent setting, managing rent increases and that rents are 
considered affordable.

By January 2020

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.”

83.7

% tenant satisfaction with 
participation opportunities

Scottish  
Average

86.5
2018
83.7

486 tenants signed up to 
our online digital self-service 

portal during the 2018/19 
reporting year

CALEDONIA HOUSING ASSOCIATION CHARTER REPORT 2018/19

2,466 
service  
based 

surveys 
completed 
last year
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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”

OUTCOME 4 
HOUSING QUALITY

Scottish  
Average

94.1

Scottish  
Average

97.9

Scottish  
Average

84.4

We invested 
over £4.6 
million in 
maintaining 
our homes

And we built 
63 new homes

96.4
% stock meeting 
Scottish Housing 
Quality Standard 
(SHQS)

2018
98.5

95.9

% tenants 
satisfied with 

quality of home

92.4
Scottish  
Average

90.8

% tenants satisfied 
with standard of 

home when moving 
in (new tenants 
within past year)

2018
94.2

89.3
Scottish  
Average

88.1
2018
89.3

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

2018
93.3

% stock at or above 
specified NHER / 
SAP ratings

2018
99.8

99.6

Where our performance has dipped from previous years or is less than the Scottish average,  
we have set out the following improvements:
2019/20 Outcome Improvement Action Implementation Timescale
1.  We will undertake improvements to our housing stock in East 

Dunbartonshire and North Lanarkshire to improve SHQS compliance
By March 2020

ACHIEVED
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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.”

OUTCOME 5 
REPAIRS & MAINTENANCE

Average completion 
time Non Emergency 
repairs

Scottish  
Average

6.6

Scottish  
Average

92.5

% repairs completed 
right first time

2018
88

% tenant 
satisfaction 

with repairs and 
maintenance 

service

Scottish  
Average

99.9

% properties with 
current gas safety 

record and renewed 
on time

2018
99.9

Scottish  
Average

91.7
2018
89.5

4.2
Average 
completion time
Emergency
repairs

Scottish  
Average

3.6

2018
3.8

HOURS
5.3

2018
5

DAYS

99.2

87.8

86.3

8,460
Non-emergency repairs completed

3,059
Emergency repairs completed

11,519
Repairs in total

Costing £1.58 million

97.4%
Repairs  
appointments  
kept

2018
97.4

Scottish  
Average

95.6

CALEDONIA HOUSING ASSOCIATION CHARTER REPORT 2018/19

Where our performance has dipped from previous years or is less than the Scottish average,  
we have set out the following improvements:
2019/20 Outcome Improvement Action Implementation Timescale
1.  We will tender and procure new reactive and void maintenance contracts 

which will focus on ensuring that our maintenance services going forward 
are robust and will deliver value for money whilst at the same time ensuring 
quality and satisfaction levels improve.

By January 2020

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

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

Scottish  
Average

87.8

Scottish  
Average

36.3

Scottish  
Average

87.9

40.4
% tenancy 

offers refused

2018
43.1% tenant satisfaction 

with neighbourhood
management

2018
81.5

97.6
2018
87.7

% ASB cases resolved 
within locally agreed

targets

We spent £125,000 on estate 
repairs and environmental 

improvements

81.5

Where our performance has dipped from previous years or is less than the Scottish average,  
we have set out the following improvements:
2019/20 Outcome Improvement Action Implementation Timescale
1.    We will continue to monitor the effectiveness of our procedures which were 

developed/revised in the previous Charter reporting year (some of which 
only become active in May 2019). 

By December 2019

2.  We will introduce our new Neighbourhood Officer Hub structure as part 
of our Customer 1st service delivery model. This is designed to provide 
a service that is more responsive, local and focussed on tenant priorities, 
specifically the effective management of our neighbourhoods and estates.

By October 2019

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

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

We provide  
advice and 
assistance through 
our Operations 
Teams

Our homes  
are made available 
through Common 
Housing Registers

We allocated  
429 homes –  
132 of these were 
to homeless people

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

•  People looking for housing get information 
that helps them make informed choices 
and decisions about the range of housing 
options available to them.

•  Tenants and people on housing lists can 
review their housing options.

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

Outcome 10 
Defined by the Scottish Housing Regulator as
Social landlords ensure that:

•  People looking for housing find it easy 
to apply for the widest choice of social 
housing available and get the information 
they need on how the landlord allocates 
homes and their prospects of being 
housed.

CALEDONIA HOUSING ASSOCIATION CHARTER REPORT 2018/19

Where our performance has dipped from previous years or is less than the Scottish average,  
we have set out the following improvements:
2019/20 Outcome Improvement Action Implementation Timescale
1.    We will continue to monitor the effectiveness of the housing options 

procedures that were developed in the previous Charter reporting year 
(some of which only become active in May 2019).

By December 2019

2.  We will consider our common housing register or nomination agreements 
with local authority partners across the group in light of the outcomes from 
a Tenant Scrutiny Panel review (also applies to Outcome 10 – Access to 
Social Housing). 

By December 2019

3.  We will continue to monitor the effectiveness of our access to social 
housing procedures which were developed/revised in the previous Charter 
reporting year (some of which only become active in May 2019).

By March 2020

4.  We will continue with our ambitious plans to develop 1000 new homes 
(including social rented, low cost home ownership and alternative tenure 
homes). 

By December 2022

ACHIEVED



Scottish  
Average

88.8

Scottish  
Average

8.6

% stock that 
became vacant

2018
10.2

% new tenancies 
sustained for more  
than a year

2018
87.4

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.”

OUTCOME 11 
TENANCY SUSTAINMENT

91 9.7 92
% of approved 

adaptation applications 
completed

Scottish  
Average

84.7

2018
87.6

31.1
DAYS

Scottish  
Average

49.4

2018
38.6

Average time to 
complete adaptation 

applications

27
Number of abandoned
properties 20 last year

Carried out 197 adaptations
last year worth £315,000

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

12

Where our performance has dipped from previous years or is less than the Scottish average,  
we have set out the following improvements:
2019/20 Outcome Improvement Action Implementation Timescale
1.    We will introduce our new Neighbourhood Officer Hub structure as part 

of our Customer 1st service delivery model. This is designed to provide 
a service that is more responsive, local and focussed on tenant priorities, 
specifically the tenancy sustainment support that they will provide at a  
local level.

By October 2019

ACHIEVED



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.”

OUTCOME 11 
TENANCY SUSTAINMENT

OUTCOME 13 
VALUE FOR MONEY

% tenant satisfaction 
with overall service

Scottish  
Average

90.1

Scottish  
Average

5.7

% gross rent arrears
2018
4.88

% tenant satisfaction with value 
for money offered by rent

Scottish  
Average

83.2

2018
89.2

89.2

2018
88

17.7
DAYS

Scottish  
Average

31.9

2018
17.4

average re-let time

Scottish  
Average

67

2018
70.7

% satisfaction with 
factoring service

% void rent loss

this is the rent lost 
while properties 
are empty between 
tenancies

0.4 Scottish  
Average

0.9

2018
0.5

4.65

71.4

88
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Where our performance has dipped from previous years or is less than the Scottish average,  
we have set out the following improvements:
2019/20 Outcome Improvement Action Implementation Timescale
1.  We will continue to maximise the organisational and financial benefits 

of our Group structure, so we maintain affordable rents, invest in service 
improvements and maintenance, whilst continuing to provide new high  
quality homes.

By March 2020

ACHIEVED



Rent increases below the  
Scottish average for 8 years

We consulted with tenants 
on our rent and budget 
proposals

100.4% of  
Rent Collected
This includes arrears from  
current & former tenants

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.”

OUTCOMES 14 & 15 
RENTS & SERVICE CHARGES

2018
100.2

HOW YOUR £ 
WAS SPENT
2018/19

Scottish  
Average

3

2018
3

Scottish  
Average

99.1

2.4%
Rent 

Increase

16.5%

3.2%

11.9%

16.3%

8.1%

1.6%

14

2.1%

Where our performance has dipped from previous years or is less than the Scottish average,  
we have set out the following improvements:
2019/20 Outcome Improvement Action Implementation Timescale
1.  We will commission external consultants to undertake to work with us and our 

customers to undertake a fundamental review of our rent and service charge 
structure across the group and present options to develop a new structure 
that is fair, open, transparent and easy to understand.  

By January 2020

16.5% Net Interest

3.2% Housing Support Service & Care Activities

11.9% Reactive & Cyclical Maintenance

14.4% Major Repairs & Component Replacement

26% Housing Management & Maintenance Administration

16.3% Service Costs

8.1% Care & Repair Services

1.6% Stage 3 Adaptations

2.1% Other Wider Activities

14.4%
26.0%

ACHIEVED



OUTCOMES 14 & 15 
RENTS & SERVICE CHARGES

OUR CHARTER 
IMPROVEMENT ACTIONS

OUTCOME KEY IMPROVEMENT ACTIONS TIMEFRAME

1 - Equalities We will implement the Group’s 2019-20 Equalities Action Plan which 
includes actions to deliver the equalities requirements as set out in the 
Scottish Housing Regulator’s Regulatory Framework.

March 2020

2 – Communication We will develop & implement new information systems that will enable us 
to have an improved level of customer insight.
We will have the necessary arrangements in place to meet the requirements 
of the Freedom of Information (Scotland) Act 2002

March 2020 

October 2019

3 – Participation We will undertake a review of the Tenant Participation Strategy across the 
Group to ensure that participation is aligned to our consolidated Customer 
1st service delivery model.
We will ensure that we consult with residents and that their views are taken 
into account in the large scale review of our rent and service charging 
structure; and that outcomes and recommendations provide a transparent 
process for rent setting, managing rent increases and that rents are 
considered affordable.

March 2020 
 

January 2020

4 – Quality of Housing We will undertake improvements to our housing stock in East 
Dunbartonshire and North Lanarkshire to improve SHQS compliance

March 2020

5 – Repairs, Maintenance & 
Improvements

We will tender and procure new reactive and void maintenance contracts 
which will focus on ensuring that our maintenance services going forward 
are robust and will deliver value for money whilst at the same time ensuring 
quality and satisfaction levels improve.

January 2020

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

We will continue to monitor the effectiveness of our procedures which were 
developed/revised in the previous Charter reporting year (some of which 
only become active in May 2019). 
We will introduce our new Neighbourhood Officer Hub structure as part 
of our Customer 1st service delivery model. This is designed to provide 
a service that is more responsive, local and focussed on tenant priorities, 
specifically the effective management of our neighbourhoods and estates.

December 
2019

October 2019

7,8,9 – Housing Options We will continue to monitor the effectiveness of the housing options 
procedures that were developed in the previous Charter reporting year 
(some of which only become active in May 2019).
We will consider our common housing register or nomination agreements 
with local authority partners across the group in light of the outcomes from 
a Tenant Scrutiny Panel review (also applies to Outcome 10 – Access to 
Social Housing). 

December 
2019

10 – Access to Social Housing We will continue to monitor the effectiveness of our access to social 
housing procedures which were developed/revised in the previous Charter 
reporting year (some of which only become active in May 2019).
We will continue with our ambitious plans to develop 1000 new homes 
(including social rented, low cost home ownership and alternative tenure 
homes). 

March 2020

December 
2022

11 – Tenancy Sustainment We will introduce our new Neighbourhood Officer Hub structure as part 
of our Customer 1st service delivery model. This is designed to provide 
a service that is more responsive, local and focussed on tenant priorities, 
specifically the tenancy sustainment support that they will provide at a local 
level.

October 2019

13 – Value for Money We will continue to maximise the organisational and financial benefits 
of our Group structure, so we maintain affordable rents, invest in service 
improvements and maintenance, whilst continuing to provide new high 
quality homes.

March 2020

14 & 15 – Rents and Service 
Charges

We will commission external consultants to undertake to work with us and 
our customers to undertake a fundamental review of our rent and service 
charge structure across the group and present options to develop a new 
structure that is fair, open, transparent and easy to understand.  

January 2020
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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
Martin Harkness
Veronica Lynch
Graham Logan
Mary Clark 

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
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