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LOOKING 
BACK 
Our Chair’s Report 

Our achievements have included:

4  The provision of 119 new, sought after 
homes for people in housing need

4  Investment of over £4 million  in 
improving our tenants’ homes 

4  Performing well against the 
requirements of the Scottish Social 
Housing Charter 

4  Achieving positive outcomes against 
our performance indicators and 
national benchmarks

4  The introduction of new IT software 
that is supporting on-line access to our 
services and mobile working for our 
team members  

4  Carrying out our second major tenant 
satisfaction survey and the results 
achieved through this

4  Completing a major review and 
update of our QLX housing 
management software  

4  Further progress made with major new 
build housing projects in Perth and 
West Dunbartonshire, including the 
regeneration of the Bellsmyre area in 
Dumbarton

4  Completion of a major review of our 
housing and support services for older 
people 

4  The development of a new partnership 

with Antonine Housing Association 
that will see them becoming part of 
Caledonia Housing Association   

4  Supporting our Group partner, 
Bellsmyre Housing Association, to 
achieve low engagement status with 
the Scottish Housing Regulator within 
only two years

Over the past year we have also 
dedicated a great deal of time and effort 
to thinking through the ‘bigger picture’ 
and how we can best meet the needs of 
our many tenants and other customers, 
both now and in the future.   Key to our 
considerations have been transforming 
our organisation through a clear and 
coherent vision for future customer service 
development; ensuring our long term 
financial strength in working to achieve 
our aim of building 1000 new homes; and 
how we can best deliver housing support 
related services that meet the needs of our 
customers, deliver on making life better 
and add value to the Association. 
Over the coming year we will be firmly 
focussed on progressing our ideas and 
plans on these issues, with the key aim of 
ensuring that a solid future foundation is in 
place for the important work that we all do 
in providing homes and services that make 
life better.    
On a personal note, I have decided to 

step down as Chair and Board Member 
after our AGM in September.   I have very 
much enjoyed my eight year involvement 
with the Association, including the last 
five years where I have been fortunate 
to serve and contribute as the Chair of 
the Management Board.  I consider that 
the time is right for me to retire and I am 
more than satisfied that I am leaving the 
organisation in very safe hands. 
I would like to express my sincere 
thanks and gratitude to my fellow Board 
Members and our staff team for all of 
their hard work, enthusiasm and support, 
not only over the past year but also 
throughout my time as the Association’s 
Chair.  I would also like to wish everyone 
well for the years ahead at Caledonia and 
the future success of the Association.    
 
David Grant 
CHAIRMAN
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I take great pleasure in presenting our Annual Report for 
2017-18.  Reflecting back on the year, it is one that has been 
very busy and eventful for us. I am very pleased to be able to 
report that it has also been one of significant achievement 
for our Association and the wider Caledonia Group.



LOOKING  
FORWARD
Our Chief Executive’s Overview 

We recognised at the time, given the 
complexities involved, that they would 
require sustained effort and innovative 
thinking over a number of years to be 
fully implemented.  I am really pleased 
to be able to advise that we are making 
good progress with each and envisage 
this will continue over the course of 
2018-19 as we move into the next 
planned phases. Also, discussions with 
governing body and team members over 
the past year on moving each initiative 
forward over 2018-19 have been positive 
and constructive. We also collectively 
acknowledged that it was vital that we 
worked together across the Caledonia 
Group to achieve these key aims.  

In looking forward, I am very mindful 
of the particular importance that our 
tenants and other customers place 
on the wide range of services that we 
provide and I would like to use this 
opportunity to specifically outline our 
developing thinking on how we intend 
to move forward with transforming our 
approach to customer service, and our 
organisation more widely.  

Within the housing sector we have 
generally been slow to react to the 
application of new technology. From 
our own surveys, younger tenants have 
indicated an increasing dissatisfaction 

with methods of communicating and 
accessing services from us.  In response 
to this, we have set out to embrace the 
digital agenda and to make it a key 
factor in our aim to transform customer 
service.  

Our transformation plans are not just 
about the provision of digital services. 
We are also aware that to fully realise 
these plans we will have to develop 
and implement a wider set of priorities.  
These include how we are structured, 
the people culture within the Group, 
making much better use of customer 
insight information, concentrating 
resources where they are needed most, 
and how we can support our people to 
achieve their best for the Group and our 
customers.    

We have been working with specialist 
consultants over the past year to 
help develop our ideas and the 
implementation plans that link to these.   
Work is now well underway with the 
‘Customer First Programme’ that we 
have developed from this.   This includes 
a customer service vision and ethos that 
focuses on a new digital service model, 
modernising our service arrangements 
and working practices, making better use 
of technology to improve our working 
relationships with customers, achieving 

personalised customer solutions and the 
development of a new people strategy 
that will support flexible working and 
empowerment. 

We are convinced that transforming 
our organisation with a firm focus on 
customer service is the right thing to 
do for our customers and the long term 
success and viability of our organisation. 
We are fully aware of the challenges 
that will be involved, but we also have 
the confidence and commitment to 
successfully work through our journey of 
change and modernisation. 

Julie Cosgrove
CHIEF EXECUTIVE
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In last year’s Annual Report I highlighted the new 
strategic initiatives that we would be progressing over 
2017-18 to deliver on our new business vision - Homes 
and services that make life better.  These centred on 
transforming customer service, providing 1000 new 
homes by 2022 and delivering sustainable services. 



NEWS
HIGHLIGHTS
OF THE YEAR
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DIGITAL NEWSLETTERS
This year we’ve also 
gone digital with our 
tenant newsletters. This 
is part of our drive to 
be more digital as well 
as providing a more 
environmentally and 
cost friendly approach 
to communicating 
with our tenants and 
members. 
 

In May we launched Connect, a digital self-service portal 
for tenants. Connect provides a secure interface between 
tenants and their information at Caledonia, allowing access to 
information about their tenancy from any digital device at any 
time, day or night.
This includes information about their rent account and any 
repairs they have reported. The portal can also be used to 
make payments and service requests (such as reporting a repair, 
requesting an inspection, to change details, to give us feedback 
or to register a complaint).

Antonine Votes YES!!
In September 2017 we began talks with Antonine Housing Association on forming a partnership 
after Antonine was moved to high engagement status with the Scottish Housing Regulator in 
August 2016.
In July Antonine’s tenants decisively approved the plans through a tenant ballot with 99% of 
votes cast in favour of the transfer, based on an exceptionally high turnout of 79%.
The results of the ballot were then considered by Antonine’s Management Committee and then 
the Scottish Housing Regulator. The transfer was then approved by the shareholding members 
at the two Special General Meetings held in August. We anticipate that the transfer date will be 
1st October 2018.  We look forward to welcoming them to the organisation.

Issue : Summer 2018
Each time I write this column I’m astounded by just how much happens in the 3 months between newsletters.  This newsletter is no exception!  Since our spring edition, Caledonia has launched Connect.  Connect is our digital self-service portal allowing you to access information about your tenancy from any digital device at any time - day or night. We are so pleased to be able to offer you this flexibility to manage your tenancy in a way that suits you. More details on the front page but please sign up and try it for yourself.

May saw the change in General Data Protection Regulation Legislation.  Every organisation has been a buzz getting ready for the law changes to ensure they are compliant and we are no exception.  We have lots of information about this on our website, in our offices with further information in an article on page 2 about what it means for you.
June was National Volunteer Week.  Caledonia’s Volunteering had a spectacular week with pictures and information on the different events on page 7.  Our Volunteering project does an amazing job throughout our communities providing over 4,000 hours of volunteer time each year supporting more than 20 different activities each week.  Our oldest Volunteer is 70 and our youngest is 18 – why not get involved – there really is something for everybody.

I’m sure there is 
something for 
everybody in this 
information packed 
edition of Caledonia 
news too! I hope 
you enjoy reading it, 
don’t forget to let us 
know what you think.

CALEDONIA HOUSING ASSOCIATION TENANT NEWSLETTER

NEWS

Julie Cosgrove,
Chief Executive

Have you got

yet?
Connect allows you to access information about your tenancy from any digital device at any time of the day or night.

To get the app search 
#ConnectCHAGroup or log in via https://caledonia-live.panconnect.cloud/sg/sspInstructions how to create your account can be found on our website www.caledoniaha.co.uk

YOUR TENANCY SERVICESAND INFORMATION 24/7 – AT TIMES THAT SUIT YOU



NEWS
HIGHLIGHTS
OF THE YEAR

ANNUAL REPORT 2017/18   |  5

AUTOMATED ARREARS
At the start of June we launched a new automated reminder system for our collection of late rent payments.  A feature of the 
system provides tenants who miss a payment with an automatic rent reminder via text, e-mail or letter and will ask for you to 
contact us as soon as possible.

Value for Money
Striving to provide greater value for 
Money through Framework Agreements
Over the last year we have put a number of 
framework agreements in place to ensure 
best value for money on a variety of services 
we regularly use. 
As an organisation we have a variety of 
legal requirements many of which can 
be very costly. After a comprehensive 
procurement exercise the Caledonia Group 
have formalised a Legal Service Framework 
Contract with two of the biggest legal 
firms in Scotland, Harper Macleod LLP and 
Thorntons Law. Combining all our legal 
requirements into one framework will give us 
cost savings through reduced legal fees and 
free training for staff and governing body 
members on a variety of legal issues. 
In September 2017 we awarded over 
£3million of contracts to two local 
companies, Novus Property Solutions and 
McGill & Co Ltd, for the delivery of our 
responsive repairs.

The three year contracts will run from 1st 
October 2017. Novus and McGill & Co Ltd 
beat off a significant level of competition 
during the tender process which was based 
70% on quality and 30% on cost, reflective 
of our priority to ensure repairs are right first 
time.
Novus will be supporting Caledonia’s 
responsive repairs in the East covering 
Dundee, Fife and Angus with McGill & Co 
Ltd covering Caledonia’s properties in the 
West, predominantly in Perthshire. The 
contracts will create more flexibility in the 
day–to-day repair services delivered to 
tenants.
The new contractors will operate an 
appointment system for completion of 
non-emergency repairs. This will provide 
choice to our customers and ensure that 
their repairs are undertaken at a time and 
date that suits their lifestyles. This is in line 
with our strategic objective to transform 
customer service and our aim to meet 
customers’ expectations.

In June Perth & Kinross Council 
confirmed the extension of 
our contract for Care & Repair 
services in Perth & Kinross for a 
further two years. The committee 
made particular reference to the 
increase in performance over the 
last 18 months since we were 
successful with our bid for the 
service. 
The HEEPs project has also been 
extended for a further 12 months 
and has expanded to include the 
Dundee and Stirling areas.



NEWS
HIGHLIGHTS
OF THE YEAR
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FAMILIES 
DELIGHTED 
WITH THEIR NEW 
HOMES ON THE 
NEWHOUSE ROAD 
Janine and Darren (pictured) with our 
very own Linda Young were one of the 
final families to receive their keys from 
Phase One of our Newhouse Road 
Regeneration Project. Phase One has 
seen 12 blocks of flats on Newhouse 
Road in Perth refurbished. Feedback 
from the £2.6 million regeneration 
project, which started in February 
2016, has included enthusiasm for 
the reduced heating costs and noise 
reduction within the flats. The overall 
visual transformation of the street has 

been commented on by residents and 
businesses within the community, with 
the positive change in the appearance 
of the blocks and the difference in 
which the bin stores have made.  
Tenants at Newhouse Road commented 
“Newhouse Road is now a place we 
are proud to live and call home” an 
outstanding accolade of regeneration 
success.
With Phase One complete we are now 
looking to Phase Two of the Project – 
lodging a demolition order with Perth 
& Kinross Council for 30 flats in the 
middle of the street. Once demolished 
Caledonia and the Architects will 
consult with the local community on the 
look and type of high quality affordable 
homes for rent to be built and lodge a 
planning application. 

FORMER CALEDONIAN ROAD SCHOOL  
We were delighted in January and March 2018 to welcome tenants to Phase 1 & 
2 of the new flats within the former Caledonian Road School at Andrew Heiton 
Court in Perth.
The transformation of the historic building in Perth has won praise from the 
community, press and local historical groups with 30 apartments created in 
the former Victorian school building and a further 21 apartments in two newly 
constructed buildings in the school grounds.



HANDOVERS 
FOR FINAL 
PHASE OF 
MUIRTON 
REGENERATION 
We were delighted to receive the 
first official handover of keys from 
Urban Union for the final phase of 
our Muirton Regeneration project, 
at the start of this year.
The final phase of the Muirton 
generation includes private homes 
for sale by Urban Union, low cost 
homes for rent by both Caledonia 
and Fairfield Housing Associations 
and a number of properties 
available to purchase as Shared 
Equity properties with Caledonia 
Housing Association.
The shared equity properties have 
proved very popular with both 
phases of the 2 bedroom homes 
selling out within the first month of 
release. 

NEWS
HIGHLIGHTS
OF THE YEAR
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Customer 
Service

88%  
tenant satisfaction 
with our overall 
service

90.1%  
tenant satisfaction 
with keeping 
informed about 
services and 
decisions

73,632 
calls answered 
by the Customer 
Service Team

Repairing 
Homes

89.5%  
tenant satisfaction 
with our repairs 
service

3.77  
hours was the 
average time 
taken to complete 
emergency  
repairs

4.99 
days was the 
average time taken 
to complete non-
emergency repairs

Maintaining 
Homes

89.3% 
of tenants satisfied 
with the quality of 
their home

94.2% 
of new tenants 
satisfied with the 
standard of their 
home when moving 
in

98.5% 
of our housing stock 
meets the Scottish 
Housing Quality 
Standard

Managing 
Tenancies

81.5% 
tenant satisfaction 
with our 
neighbourhood 
management 
services

87.8% 
of anti-social 
behaviour cases 
resolved within 
locally agreed targets

87.4% 
new tenancies were 
sustained for more 
than a year

Value for 
Money

89.2% 
of tenants feel their 
rent offers value for 
money

0.49%  
of rental income 
was lost due to 
properties being 
empty

17.4 
days was the 
average time taken 
to relet a property

PERFORMANCE 
HIGHLIGHTS 
2017-18
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The Committee members 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 was overseen 
by the Committee over the course of the 
year.  Following consideration in the early 
months of 2018, the Committee members 
have identified areas where the Group’s 
existing risk management arrangements 
could be further strengthened. This 

includes the way in which key business 
risks are identified, managed and 
reviewed. This work will be progressed 
further over the second half of 2018 with 
a view to the revised arrangements being 
finalised and fully implemented across the 
Group by the end of the year.

Our Internal Audit Programme
Over the course of 2017-18 our internal 
auditors, Wylie Bisset LLP, carried out 
systems reviews for the following business 
and service related activities across the 
Group:  
• Development Review (Caledonia)
• Treasury Management (Caledonia)
• Scheme Audits (Caledonia)
•  Corporate Governance (Caledonia and 

Cordale)
•  Key Financial Controls (Caledonia and 

Cordale) 
•  Reactive Maintenance (Caledonia and 

Bellsmyre)
• Tenancy Sustainment (Bellsmyre)
• Health and Safety (Group)
• Data Protection / GDPR (Group)
• Follow up actions review (Group)

The outcome reports were reviewed by 
the Committee members and discussed 
in detail with our internal auditors. 
The implementation of the agreed 
improvement actions identified from the 

internal audit reports was also the subject 
of ongoing review.   

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 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 the Group’s annual 
financial statements had been completed 
in accordance with the FRS 102 
accounting regulations and provide 
a true and fair view of performance, 
achievements and plans for the future.

Penny Coburn
CHAIR OF THE AUDIT COMMITTEE

GROUP AUDIT  
COMMITTEE
The Chair’s Report 
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The Group Audit Committee is a central pillar of the 
governance arrangements that we have firmly established 
within the Caledonia Housing Association Group. The 
Committee comprises governing body members from each of 
the Group’s three Associations and continues to benefit from 
the contribution made by members of the Caledonia Tenants 
Scrutiny Panel who attend each of the Committee meetings.



Our current operating environment is 
one that is characterised by change and 
challenge, but also opportunity.  We 
understand that in this environment 
it is important to undertake process 
change to identify savings, provide 
effective management information, 
control budgets, achieve our financial 
targets and progress new initiatives. As 
in previous years, income maximisation, 
cost control and robust treasury 
management continue to stand out as 
key influencing factors on whether our 
organisation can achieve its potential 
and deliver on aims and objectives. 
Linked to this, our Management 
Board place a great deal of emphasis 
on financial planning and sensitivity 
analysis. From the analysis work carried 
out, it is clear that the Association and 
the wider Group have the resources, 
reserves, and controls in place to effect 
change to offset medium to longer 
term challenges in our operating 
environment.  

Notwithstanding this, effective treasury 
management will continue to be a key 
priority for us in working to ensure the 
long term viability of our organisation. 
Changes in the banking sector over the 
past few years have led to an expansion 
in the variety of methods of securing 
private finance and in the number 

of providers. In tandem with these 
changes, Caledonia has brought on 
board two subsidiaries thus increasing 
the size and complexity of Group 
borrowing. We understand that effective 
treasury management must provide 
sufficient capital to achieve our business 
objectives, maintain financial viability, 
make efficient use of our assets and 
satisfy the Association’s risk appetite. 

Over the past year we have taken 
steps to review and strengthen our 
treasury management systems and 
approach.  The implementation process 
will continue over this year and will 
be combined with ongoing detailed 
financial analysis and reporting across 
the Group; robust budget and cost 
control arrangements and a focus on 
ensuring rent affordability and value 
for money for our customers.   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 concerns raised by the 
governing bodies within the Group on 
rent affordability, given the financial 
pressures placed on household incomes 
by the reform of the welfare benefits 
system, rising fuel costs and other wider 
economic issues.

Through our financial planning and 
management activities we will also 
actively support the work being carried 
out across the Group to transform the 
way we provide customer services, 
achieve our new house building 
ambitions and bring Antonine Housing 
Association (through a transfer of 
engagements arrangement) within the 
Group.  There is added importance to 
these as we are entering into a period 
of relatively high levels of expenditure 
to support the achievement of each 
of these objectives.  We are confident 
that we have the financial strength, 
capacity and flexibility within the Group 
to successfully achieve these and this is 
reflected in our comprehensive five year 
budget. 

FINANCIAL  
REVIEW 
2017-18
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We are fully aware that financial strength, long term viability 
and making best use of our resources are all critical to our work 
and the future success of the Caledonia Housing Association 
Group. We are pleased therefore to report a Group net surplus 
for the year of £1.9m, accumulated reserves of £44.7m and 
housing assets in excess of £299m.  This strong level of financial 
performance has ensured that we have again met all of our 
existing financial lending covenants.



Caledonia Group Caledonia HA Caledonia HA

2017/18   2017/18   2016/17

£000,s  £000,s  £000,s

Statement of Comprehensive Income

Turnover    30,367 24,445 21,724

Operating Surplus 5,536 4,303 5,391

Net Surplus 1,926 1,250  2,665

Statement of Financial Position

Housing Assets 379,978                299,003                             289,444

Property Depreciation (83,999) (57,429) (53,306)

Other Fixed Assets 1,382 912               861               

Investment Property 1,304 354 354

298,665 242,840 237,353

Current Assets 14,078                     9,938                      6,199

Current Liabilities  (11,776)     (9,205)      (9,967)

Long Term Liabilities              (254,957)  (212,673)  (203,749)

Provision for liabilities (1,344)                         (773)                         (959)

Net Assets  44,666 30,127 28,877

Represented by:

Revenue Reserves 44,666 30,127  28,887

FINANCIAL  
SUMMARY
2017-18
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Caledonia Housing Association is the trading name of Caledonia Housing Association Ltd.

Registered Office – 5 South St Johns Place, Perth PH1 5SU

Caledonia Housing Association Ltd is a registered society under the Co-operative and Community Benefit Societies Act 2014 – Reg. No. 2343R(S)

Scottish Housing Regulator Reg. No. HEP 224    Scottish Charity No.SC013988    Care Inspectorate No.SP2003001618    Property Factor Reg. No. PF000222

Management Board
David Grant (Chairman) 
Penny Coburn (Vice Chair)
Ian Gray
Helen Archibald
Lindsay Darroch
Alex McDougall
Elaine O’Brien
Lorna McCurrach
Martin Harkness
Veronica Lynch
Alan Nairn
Graham Logan (Co-opted member) 

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

www.caledoniaha.co.uk

Information in other formats
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.

SCAN HERE TO
VISIT OUR WEBSITE

FOLLOW US ON
TWITTER

LIKE US ON
FACEBOOK

ol-

(Caledonia Housing  
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