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It gives me great pleasure to present
this, the Association'’’s very first Annual
Charter Report, to our tenants and other
customers. The Scottish Social Housing
Charter was introduced by the
Scottish Government in April 2012
and sets out standards and outcomes
for all social landlords to achieve
in delivering their housing services.
Delivering excellent services is a
key aim for the Association and
achieving the outcomes detailed in
the Charter is at the heart of our work.

The Scottish Housing Regulator has been tasked
by the Scottish Government to monitor, assess and
report on how social landlords such as the Association
are achieving the Charter outcomes. To meet the
requirements set out by the Regulator we have produced
this report - it provides our assessment of how well we
are achieving each of the 14 Charter outcomes that
apply to the Association. We have also identified
areas where we think we can make improvements
and the actions we intend to carry out to achieve
these.
I’m pleased with the progress that we have made
to date with 9 outcomes being achieved and 5
partially achieved. Working to achieve all of
the outcomes on an ongoing basis will be a
key focus of our work moving forward.
I hope that you find the report both
interesting and informative. As ever
though, please let us know if you would
like to discuss or pass on your thoughts
about the report or any other aspect
of our work - your views would be
very welcome.

Caledonia Overview
Caledonia Housing Association is one of Scotland’'s largest housing
associations. We own and manage a wide variety of social rented homes
in Perth and Kinross, Dundee, Fife, Angus and the Highlands and have
adopted a vision for the Association to achieve excellence in everything
we do. We provide a comprehensive range of tenancy and support related
services that aim to meet the specific needs of our diverse tenants and
other customers. We also place a great deal of priority on providing new
homes and investing in our existing properties.
As at 31 March 2014 the Association owned 3,373 homes. The total rent
due from these properties amounted to £15,231,406. Our weekly rents
for 2013-14 increased on average by 2.70% from the previous year. A
breakdown down of our stock profile and average rents (including support
and other service charges) is provided in the table below.
Stock Profile and Average Weekly Rents
Size of home

Number
owned

Average Rent

Scottish
average

1 apartment

26

£83.23

£59.56

2 apartment

1,421

£80.33

£65.18

3 apartment

1,344

£72.42

£67.19

4 apartment

451

£79.27

£73.07

5 apartment

131

£87.95

£81.68

Approximately 60% of our properties are designed for people with
general housing needs. The other 40% mainly comprises accommodation
to meet the needs of older people through our sheltered, very sheltered
and amenity housing. Our average rents for 1 and 2 apartment properties
in particular reflect the specific costs of the support and other services
provided for tenants in our sheltered housing developments. We also have
a number of housing developments where communal heating systems are
in place –and the charges involved in providing these systems are again
included in our average rent figures.

Meet Our Tenant Scrutiny Panel >

Our Driving Force:
Tenant Scrutiny Panel
You may have heard about the Tenant Scrutiny Panel and
wondered what it is that we do. Very generally, we are a
tenant-led group who meet up on monthly basis to talk
through a wide range of service and performance issues
with staff from Caledonia.
Our group was set up in 2012 and our key aim since has been
to act as a challenge to Caledonia on the services that they
provide by reviewing the levels of performance and customer
satisfaction achieved with these. This has also involved
discussions on key service policies and activities. We take
our independent scrutiny role very seriously and all of our
members have taken steps to successfully achieve housing
qualifications through the Chartered
Institute of Housing sponsored by
Caledonia.
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7

1

Although still a relatively new group, we can honestly say
that we have been able to influence policies and decisions
that affect our lives and the services we receive. The past
year has been a very busy one for us and we discussed a
wide range of issues.
Here’'s a few examples:
• The development of Caledonia’'s Tenant Participation
Strategy
• Rent setting, budget and business plan proposals
• Performance information on Caledonia’'s services
• Reviewing policies on allocations, estate
management, and service standards
• Agreeing how we will work with Caledonia’'s
Management Board
• Producing our first Tenant Scrutiny Panel newsletter
Reviewing the work carried out by Caledonia to implement
the Scottish Social Housing Charter was another important
issue for us. We are satisfied with the steps that Caledonia
has taken to review its performance against the Charter.
We are looking forward over the coming year to working
with Caledonia’ on the service improvements detailed in this
Report, and also on ways that we could encourage more
tenants to be involved in the Charter assessment. If you
would like to know more about the Tenant Scrutiny Panel
and think you might be interested in becoming involved,
you can contact us at:

scrutinypanel@caledoniaha.co.uk

>We will continue to work
with our local authority
partners on providing high
quality housing options and
advice services
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90% of new tenancies were
sustained for more than a year
(Scottish average - 88.4%)
85.3% of medical adaptation
applications were completed
(Scottish average - 84.9%)
Average time to complete
medical adaptation
applications was 66.3 days
(Scottish average - 81 days)

12 Outcome 12: Homeless People - only relates to service provided by Local Authorities

• Our average rents (inclusive of support service
charges) are higher than Scottish average rents
• 85.7% of our tenants were satisfied with the
overall service provided by the Association
(Scottish average - 87.8%)
• We collected 98.15% of total rent due (Scottish
average - 99%)
• Gross rent arrears amounted to 4.24% (Scottish
average - 4.53%)
• The percentage of rent lost through properties
being empty was 0.61% (Scottish average - 1.2%)
• The average re-let time for our properties was 19.6
days (Scottish average - 35.7 days)
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The Way Ahead:
2014/15
• Views on value for money will be
investigated
• Improving value for money outcomes
will be considered with the Tenant
Scrutiny Panel
• We will compare our rents with other
housing providers
• Information provided on service
charges will be improved
• Consideration will be given to ways of
demonstrating value for money
• Service reviews will be carried out
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•Tenancy support and sustainment
arrangements will be reviewed

HIE
VE

tenants’ homes are well maintained; with repairs and improvements carried out
when required, and tenants are given reasonable choices about when work is done.

Analysis: 2013/14

The Way Ahead:
2014/15

> Overall tenant satisfaction with our

>
>
>
>

repairs and maintenance service
at 85.2% was below the Scottish
average of 87.6%.
The average time to complete
emergency repairs was 5.65 hours
(Scottish average: 6.9 hours)
The average time to complete nonemergency repairs was 6.47 days
(Scottish average: 8.2 days)
We completed 87.6% of repairs right
first time (Scottish average: 87.2%)
We kept 97.5% of repairs
appointments made (Scottish
average: 92.9%)

>Views on repairs and maintenance
services will be investigated

>Improving repairs and maintenance
services will be considered with
the Tenant Scrutiny Panel

14 Outcome 14 & 15: Rents & Service Charges
15
– a balance is struck between level of service provided, the costs of the
services, and how far current and prospective tenants and serviceusers can
afford them.
– tenants get clear information on how rents and other money is spent,
including any details of individual items of expenditure above thresholds
agreed between landlords and tenants.

Analysis:
2013/14
> Comprehensive
arrangements were
implemented for
consulting tenants
on budget and rent
setting proposals
and– the outcomes
were considered
in detail by the
Management Board
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•New Estate Management and Antisocial Behaviour Policies developed in
consultation with tenants

tenants, owners and other customers receive services that provide
continually improving value for the rent and other charges they pay.

• 82.8% of our tenants were of the view that their
rent represented value for money (Scottish average
- of 76.6%)

Options to improve
tenancy sustainment
services will be
considered

•89.4% of these cases were resolved within
locally agreed targets (the Scottish
average was 75.9%)

Outcome 13: Value for Money

Analysis: 2013/14
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to work with our local
authority partners on
providing high quality
housing options and
advice services

•Improving estate and tenancy
management services will be considered
with the Tenant Scrutiny Panel

IALLY ACHIEVED

The Way Ahead:
2014/15
>Information provided on service charges,
rent and budget decisions will be improved
>The rent and budget setting process will be
reviewed with the Tenant Scrutiny Panel
>We will compare our rents with other housing
providers
>The long term sustainability of rent review
plans will be considered by the staff team and
Management Board
>Consideration will be given to ways of
demonstrating value for money

16 Outcome 16: Gypsies/Travellers - Only applies to those who manage sites for gypsies/travellers
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Analysis:
2013/14

The Way Ahead
2014/15

•For every 100 of our homes, 5.9 cases of
anti-social behaviour were reported (198
total number of cases)

•Views on estate and tenancy
management services will be
investigated
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The Way Ahead:
2014/15
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The Way Ahead: 2014/15
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Outcome 11: Tenancy Sustainment

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.

this with the advice and
assistance available
through our Customer
Services Team,
Housing Officers and
Housing Assistants
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>We allocated 460
properties, 88 of which
were to homeless people

Analysis: 2013/14

>We will continue

>We complemented

D

D

Outcome 5: Repairs,
Maintenance &
Improvements

NOT A
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The Way Ahead:
2014/15

LY ACHIEVE

tenants and other customers live in well maintained neighbourhoods where they feel safe.

HIE
VE

HIE
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>We participated in the
Homeswapper national
mutual exchange scheme

partnership with local
authorities on housing
options and advice
services

New Energy and Fuel Poverty
Strategies still being developed

TIAL
PAR

••Tenant satisfaction with our
neighbourhood management services at
80.7% was below the Scottish average of
84.2%.

Improving housing quality
will be considered
with the Tenant
Scrutiny
Panel

96.5% of our homes met set energy
efficiency ratings (Scottish average
- 92.8%)

ED
IEV

>We worked in

D

>Identify ways
to demonstrate
tenant influence on
decisions

ED
IEV

Analysis: 2013/14

IALLY ACHIEVED

Views on housing quality
will be investigated

91.5% of our homes met the SHQS
as at 31 March 2014 (Scottish
average - 85.4%)

>Review participation
opportunities

D

New Energy and Fuel Poverty
Strategies to be developed

88.2% of new tenants within the
past year were satisfied with the
standard of their home when moving
in (Scottish average - 83.4%)

>Review our Tenant
Participation
Strategy

IALLY ACHIEVED

The Way Ahead:
2014/15

Tenant satisfaction with the quality
of our homes at 76.6% was lower
than the Scottish average of 85.2%

Outcome 6: Estate Management,
Anti-social Behaviour,
Neighbour Nuisance
& Tenancy Disputes
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Analysis: 2013/14
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Analysis: 2013/14

The Way
Ahead:
2014/15

H
AC

NOT A
C

ED
IEV

- 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.

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.

>Our homes are made
available through
common housing register
arrangements with our
local authority partners

Outcome 7,8,9:
Housing Options
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>New Tenant Scrutiny
Panel set up

D

tenants’ homes, as a minimum, meet the
Scottish Housing Quality Standard (SHQS) by
April 2015, and continue to meet it thereafter,
and when they are allocated, are always
clean, tidy and in a good state of repair.
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IALLY ACHIEVED

H
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Outcome 10:
Access to
Social Housing
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• Make our website more
interactive

IALLY ACHIEVED

NOT A
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• We published information on the
outcomes of complaints made
to the Association

Equalities survey carried out
for our tenants, staff team and
Management Board members

• Record service compliments

>Tenant Participation
Strategy in place and
Take Part initiative
launched

NOT A
C

Training provided for the staff team
on equalities and diversity issues

10

• Review customer satisfaction
information methods

• We responded to 94.6% stage
1 complaints on time (Scottish
average - 84.9%)

HIE
VE

Training on equality and diversity
issues will be provided

>Tenant satisfaction
with opportunities
to participate in our
decision making at
76.6% was lower than
the Scottish average
of 78.4%

• Carry out a major customer
satisfaction survey

NOT A
C
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Equalities survey information will be
analysed
Steps taken to implement our new
Equalities and Diversity Policy

2014/15
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New equalities guidance will be
developed

Analysis:
2013/14

The Way Ahead:

• 90.9% of our tenants felt that
we were good at keeping them
informed about our services and
decisions (Scottish average 88.9%)

tenants and other customers
find it easy to participate in
and influence their landlord’s
decisions at a level they feel
comfortable with.

H
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Analysis:
2013/14

The Way Ahead:
2014/15

Outcome 4: Quality of Housing

Outcome 3: Participation
ED
IEV

H
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Analysis:
2013/14
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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 that the landlord provides.

IALLY ACHIEVED

D
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Outcome 2:
Communication

IALLY ACHIEVED
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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.
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Outcome 1: Equalities

By Post or Visit
Area Office, Perth
5 South St.John’s Place
Perth, PH1 5SU
Area Office, Dundee
118 Strathern Road
Broughty Ferry, Dundee
DD5 1JW

By Email
info@caledoniaha.co.uk

ITTER.
FOLLOW US ON TW
nia_HA
SEARCH: @Caledo

LIKE US ON

Website
www.caledoniaha.co.uk

FACEBOOK.

By Phone
0800 678 1228
Customer Services Team
available Monday to
Thursday, 9am – 5pm and
Fridays, 9am – 4pm

SCAN HERE TO VISIT
OUR WEBSITE

INFORMATION IN OTHER FORMATS

This leaflet can be made available on CD, tape or audio formats, in Braille, in large print
and in languages other than English. Contact us on 0800 678 1228 for information.

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

