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2014-15 WAS A BUSY PERIOD FOR THE 
PANEL.  OUR WORK OF THE YEAR COVERED 
A WIDE RANGE OF ISSUES AND INCLUDED:
•  undertaking an independent review of the Association’s 

reactive repairs service;

•  taking on a ‘quality assurance’ role by reviewing service 
policies to ensure these reflected the needs of the 
Association’s tenants;

•  attending the Association’s annual business planning away 
day in November 2014 and expressing our views on tenant 
priorities and how these should be taken account of;

•  reaching agreement with the Association on two Panel 
representatives attending the  Audit Committee  to 
ensure a strong ‘tenant voice’ on the Committee; and

•  completing our own tenant priority survey as well as 
actively contributing to the review of the outcomes of the 
Tenant Satisfaction Survey carried out by the Association.

The Tenant Scrutiny 
Panel has been up 
and running for almost 
three years now.  Our 
members comprise 
Caledonia tenants who 
work with the Association 
to help shape the many 
services provided by the 
Association by looking 
closely at these from a 
tenant’s perspective. 

We consider how 
services are delivered, 
scrutinise performance 
and provide suggestions 
and recommendations 
on where we think 
improvements could be 
made.

TENANT PARTICIPATION
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We have also again played a key role in helping the Association review its performance 
against the requirements of the Scottish Social Housing Charter. We are satisfied with the 
way in which the Association has carried out its self-assessment review against the Charter 
and that it has made further progress in working to achieve the Charter outcomes. We are 
pleased to see that the Association has suggested further improvement actions for the 
coming year and we look forward to working with them on these.

We are currently looking 
for new Panel members 
to join our group and 
are keen to involve 
people from all ages and 
backgrounds.  Taking part 
in the Tenant Scrutiny 
Panel is voluntary and no 
prior experience of tenant 
groups is required.  We 
also help Panel members 
develop their scrutiny 
skills by sponsoring them 
to undertake housing 
related qualifications 
through the Chartered 
Institute of Housing.

If you would like to 
become a Tenant 
Scrutiny Panel member, 
or would like find 
out more about the 
work that we do, just 
contact us through 
the Association or by 
email at scrutinypanel@
caledonia.co.uk 



A very warm welcome to the Association’s second Annual Charter Report 
- this contains information on how well we have performed over 2014-15 
in achieving the 14 outcomes detailed in the  Scottish Social Housing 
Charter that relate to the work that we do.

Our vision of achieving excellence in everything we do includes a strong focus on 
ensuring that we consistently perform well in achieving the Charter outcomes.  These 
cover a wide range of services that we know are important to our tenants including
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A WELCOME FROM OUR 
CHAIRMAN – DAVID GRANT

the quality of 
our homes

our reactive 
repairs and 
planned 
maintenance 
services

how we 
communicate 
with tenants 
and involve 
them in the 
decisions we 
make

how we deal 
with tenancy 
related issues

how we 
ensure 
people �nd it 
easy to apply 
for our homes

1 2 3 4 5

In our first Annual Charter Report, we were able to advise that we had made significant 
progress in working to the Charter outcomes with 9 being achieved and 5 others being 
partially achieved. I’m pleased this year to advise that we have improved on this position 
with 13 of the 14 outcomes assessed by the Association as having been achieved over 
2014-15.  This reflects both our firm commitment to seek to continually improve what 
we do as well as the work that we carried out in various service areas over the year – this 
included the completion of the majority of the improvement actions detailed in our last 
Charter report.  

Within the report we have provided information on our work relating to each of the 
Charter outcomes.  I hope that you find this helpful and informative in demonstrating 
the findings of our assessment of how well we are living up to the requirements of the 
Charter. If you would like to find out more about our Charter assessment please feel free 
to contact us in one of the usual ways.

I would like to finish off by expressing my thanks to the Tenant Scrutiny Panel members 
and the tenants involved in other groups who gave up their time over the year to provide 
feedback on our Charter assessment and a wide range of other service related issues. 
Their views, comments and suggestions are genuinely valued and much appreciated.  If 
you think that you could contribute to the work they do please let us know, it would be 
good to hear from you.

David Grant
Chairman



CALEDONIA HOUSING 
ASSOCIATION – AN OVERVIEW 
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We are financially strong with a NET SURPLUS FOR 
THE YEAR OF £1.7M, ACCUMULATED RESERVES OF 
£24.3M AND HOUSING ASSETS IN EXCESS OF £250M

As at 31 March 2015 WE OWNED 3383 HOMES, WITH 
THE RENT DUE FROM THESE AMOUNTING TO 
£14,472,712.  

Our weekly rents for 2015-16 INCREASED ON AVERAGE 
BY 2.2% from the previous year.  

Around 60% OF OUR HOMES are designed FOR PEOPLE 
WITH GENERAL HOUSING NEEDS. 

Around 40% of our housing stock is made up of sheltered, 
very sheltered and amenity accommodation that is 
designed to meet the specific needs of older people. 

STOCK PROFILE AND AVERAGE WEEKLY 
RENTS (INCLUDING SUPPORT AND OTHER 
CHARGES)
Size of Number Average Scottish
Home Owned Rent Average

1 apartment 26 £83.53 £64.03

2 apartment 1422 £82.37 £68.55

3 apartment 1350 £74.11 £69.61

4 apartment 453 £81.35 £75.70

5 apartment 132 £89.50 £84.04

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

We are one of Scotland’s largest housing associations.  We own and 
manage social rented homes in Perth and Kinross, Dundee, Fife, Angus 
and the Highlands. 

We have implemented 
a successful partnership 
arrangement with Cordale 
Housing Association in West 
Dunbartonshire

We have 180 staff members 
working from our offices 
in Perth and Dundee and 
our 22 sheltered housing 
developments.

We provide a wide 
range of tenancy 
and support related 
services to our diverse 
customer group.  

Our strategy is 
based on achieving 
excellence in 
everything we do. 

Our work is focussed 
on sustainable homes, 
�exible services and 
vibrant communities.

We are committed 
to providing new 
affordable homes 
and developing and 
improving our services. 
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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 

Our work:
We developed and implemented new 
equalities guidance for our staff team.

Training on equality and diversity related 
issues was provided for all of our team.

We reviewed detailed equalities survey 
information that we collected over the year. 

We revised our Equalities Policy to make 
this clearer and more user friendly.

Our equalities staff group helped progress 
a wide range of equalities related tasks.

ACHIEVEDOUTCOME 1 –EQUALITIES 
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OUTCOME 2 - 
COMMUNICATION

Our work:
92.3% of tenants felt that we were 
good at keeping them informed about 
our services and decisions – this was an 
improvement of the figure of 90.9% last 
year.  The Scottish average was 89.3%.

We handled 38,268 calls and answered 
98% of these within 30 seconds.

There was a drop in complaints response 
performance -  82.3% stage 1 complaints 

were responded to on time compared to 
94.6% last year.  The Scottish average was 
81.8%.

73.6% of stage 1 complaints made were 
upheld. The Scottish average was 57.3%.

Our first major tenants satisfaction survey 
was carried out with over a 1000 tenants 
taking part.

We made some improvements to our 
website but didn’t achieve all we had 
hoped to.

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. 

PARTIALLY ACHIEVED

TENANTS AND OTHER CUSTOMERS FIND IT EASY TO 
PARTICIPATE IN AND INFLUENCE THEIR LANDLORD’S 
DECISIONS AT A LEVEL THEY FEEL COMFORTABLE WITH. 

Our work:
Tenant satisfaction with opportunities 
to participate in our decision making 
increased to 80.8% from 76.6% for last year.  
The Scottish average was 79.6%.

We reviewed and updated our Tenant 
Participation Strategy in consultation 
with tenants.  

Tenants have been involved in 
reviewing the outcomes of 
our tenant satisfaction survey.

We have continued to support the work 
and development of the Tenant Scrutiny 
Panel.

Tenant Scrutiny Panel members helped 
identify our Business Plan priorities and also 
now attend our Audit Committee meetings.

ACHIEVED

OUTCOME 3 – PARTICIPATION
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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. 

Our work:
Tenant satisfaction with the quality of our 
homes increased to 87.7% from 78.8% for 
last year.  The Scottish average was 85.8%.

83.5% of new tenants within the past year 
were satisfied with the standard of their 
home – this is lower than the 88.2% figure for 
last year.  The Scottish average was 86%.

98.2% of our homes met the SHQS as at 
31 March 2015 – this was higher than the 

91.5% figure for last year.  The 
Scottish average was 91%.

We have developed new energy and fuel 
poverty strategies. 

99.8% of our homes met set energy 
efficiency ratings compared to 96.5% last 
year.  The Scottish average was 95.6%. 

We reviewed views on housing quality 
expressed through the tenant satisfaction 
survey.

ACHIEVED

OUTCOME 4 – 
QUALITY OF HOUSING 
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OUTCOME 5 - REPAIRS, 
MAINTENANCE AND 
IMPROVEMENTS 

Our work:
Overall tenant satisfaction with our repairs 
and maintenance service at 86.4% was 
higher than the figure of 85.2% achieved 
last year.  The Scottish average was 
89.3%.

The average time to complete emergency 
repairs at 3.56 hours was an improvement 
on the 5.65 hours for last year.  The 
Scottish average was 5.9 hours.

The average time to complete non-
emergency repairs at 4.54 days was an 
improvement on the 6.47 days for last 
year.  The Scottish average was 7.9 days.

We completed 89.8% of repairs right first 
time – this compares well to 87.6% for last 

year.  The Scottish average was 90.2%.

We kept 96.6% of repairs appointments 
made – this was an improvement on 87.5% 
for last year.  The Scottish average was 
92.4%.

100% of our properties had required gas 
safety records renewed on time.  

We spent £2.7m on planned maintenance 
works and £0.5m on cyclical repairs.

A detailed review of our repairs service was 
carried out by the Tenants Scrutiny Panel 

We introduced our new Estates Service 
with an extended role to carry out small 
estate related repairs.

TENANTS’ HOMES ARE WELL MAINTAINED; WITH 
REPAIRS AND IMPROVEMENTS CARRIED OUT WHEN 
REQUIRED, AND TENANTS ARE GIVEN REASONABLE 
CHOICES ABOUT WHEN WORK IS DONE. 

ACHIEVED
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OUTCOME 6 - 
ESTATE MANAGEMENT, 
ANTI-SOCIAL BEHAVIOUR, 
NEIGHBOUR NUISANCE AND 
TENANCY DISPUTES

Our work:
Tenant satisfaction with our 
neighbourhood management services 
increased from 80.7% last year to 84.6% 
for 2014-15.  The Scottish average was 
84.9%.

190 cases of anti-social behaviour were 
reported over 2014-15 compared to 198 
the previous year.

91.1% of these cases were resolved 
within locally agreed targets compared 
to 89.4% last year. The Scottish average 
was 83.2%.

We have changed the way we deliver 
our services to strengthen our focus 
on estate and tenancy management 
activities.

We spent £30,000 on environmental 
improvements at our housing 
developments.

TENANTS AND OTHER CUSTOMERS LIVE IN WELL 
MAINTAINED NEIGHBOURHOODS WHERE THEY FEEL SAFE. ACHIEVED



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.

Our work:
Tenant satisfaction with the quality of our 
homes increased to 87.7% from 78.8% for 
last year.  The Scottish average was 85.8%.

83.5% of new tenants within the past year 
were satisfied with the standard of their 
home – this is lower than the 88.2% figure for 
last year.  The Scottish average was 86%.

98.2% of our homes met the SHQS as at 
31 March 2015 – this was higher than the 

91.5% figure for last year.  The Scottish 
average was 91%.

99.8% of our homes met set energy 
efficiency ratings compared to 96.5% last 
year.  

We have developed new energy and fuel 
poverty strategies.  The Scottish average 
was 95.6%.

We reviewed views on housing quality 
expressed through the tenant satisfaction 
survey.

ACHIEVED

OUTCOME 7, 8, 9 – 
HOUSING OPTIONS  
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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 work:
Our homes are made available for allocation 
through common housing register 
arrangements with our local authority 
partners.  

We participated in the 
Homeswapper national 
mutual exchange scheme.

We allocated 321 properties over 2014-15, 
97 of which were to homeless people. 

ACHIEVED

OUTCOME 10 – 
ACCESS TO SOCIAL HOUSING  
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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.

Our work:
90.4% of new tenancies were sustained 
for more than a year compared to 90% for 
last year.  The Scottish average was 88.8%.

87.4% of medical adaptation applications 
were completed compared to 85.3% last 
year.  The Scottish average was 84.3%.

Average time to complete medical 
adaptation applications was 40 days – this 

compares well to 66.3 days for 
last year.  The Scottish average 
was 54.8 days.

We have changed the way we deliver 
our services to strengthen our focus on 
tenancy sustainment activities.

We have changed the way we deliver care 
and support services to provide more 
flexible service options for older people.

ACHIEVED

OUTCOME 11 – 
TENANCY SUSTAINMENT  

Caledonia’s HOPE Project – Helping Older People to Engage



TENANTS, OWNERS AND OTHER CUSTOMERS RECEIVE 
SERVICES THAT PROVIDE CONTINUALLY IMPROVING VALUE 
FOR THE RENT AND OTHER CHARGES THEY PAY. 

Our work:
86.5% of our tenants were of the view that 
their rent represented value for money 
– this is an improvement on the figure of 
82.8% for last year. The Scottish average 
was 76.8%.

88.7% of our tenants were satisfied with 
the overall service provided by the 
Association – an improvement on the 
outcome of 85.7% last year. The Scottish 
average was 88.1%.

Gross rent arrears amounted to 4.59% 
- this is slightly higher than 4.24% for last 
year.  The Scottish average was 5.29%.

The percentage of rent lost through 
properties being empty reduced from 
0.61% last year to 0.42% for 2014-15.  
The Scottish average was 1.1%.

The average re-let time for our 
properties of 18.5 days was an 
improvement on the 19.6 days 
for  last year.  The Scottish 
average was 36.8 days.

Views on value for money were considered 
as part of the major tenant satisfaction 
survey.

Information on comparative rents was 
provided as part of our rent setting 
consultation work.

We secured a prestigious Committed to 
Excellence accreditation from Quality 
Scotland.

 

ACHIEVED

OUTCOME 13 – 
VALUE FOR MONEY  
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OUTCOME 12:  
HOMELESS PEOPLE  
ONLY RELATES TO SERVICES 
PROVIDED BY LOCAL 
AUTHORITIES AND NOT 
APPLICABLE TO CALEDONIA 
HOUSING ASSOCIATION



A BALANCE IS STRUCK BETWEEN LEVEL OF SERVICE 
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 RENTS AND 
OTHER MONEY IS SPENT, INCLUDING ANY DETAILS OF 
INDIVIDUAL ITEMS OF EXPENDITURE ABOVE THRESHOLDS 
AGREED BETWEEN LANDLORDS AND TENANTS.

Our work:
Comprehensive arrangements were 
implemented for consulting tenants on 
budget and rent setting proposals 
– the outcomes were considered in 
detail by the Tenant Scrutiny Panel and 
Management Board. 

The Association’s Rent and Service Charge 
Policy was reviewed and updated.

The long term sustainability of our rent 
review plans was considered as part of the 
rent setting process.

The Association’s arrears management 
activities were reviewed with a focus on 
service improvement.

ACHIEVED

OUTCOME 14 & 15 – 
RENTS AND SERVICE CHARGES  
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FROM OUR DETAILED ASSESSMENT OF OUR PROGRESS IN 
ACHIEVING THE CHARTER OUTCOMES WE HAVE IDENTIFIED KEY 
IMPROVEMENT ACTIONS FOR EACH OF THE OUTCOMES.  THESE 
ARE SUMMARISED IN THE TABLE BELOW. 

CHARTER ASSESSMENT 
IMPROVEMENT ACTIONS 
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OUTCOME IMPROVEMENT ACTIONS TIMEFRAME 

1 - EQUALITIES

 
2 – COMMUNICATION

3 – PARTICIPATION

 
4 –  QUALITY OF
HOUSING

5 – REPAIRS, 
MAINTENANCE AND 
IMPROVEMENTS

6 – ESTATE 
MANAGEMENT, ANTI-
SOCIAL BEHAVIOUR, 
NEIGHBOUR 
NUISANCE AND 
TENANCY DISPUTES

7,8,9 – HOUSING 
OPTIONS

10 – Access to Social 
Housing 

11 – Tenancy 
Sustainment 

 
13 – Value for Money

 
14 & 15 – Rents and 
Service Charges

System for assessing the service needs of 
equalities groups to be developed. 

Complaints response times to be improved. 

Approach to involving tenants in service 
design to be developed. 

Tenant satisfaction survey outcomes relating 
to housing quality issues to be investigated.   

The arrangements for the provision of the 
Association’s reactive repair services to be 
reviewed. 

Steps to be taken to raise awareness 
of the Association’s tenancy and estate 
management policies. 

 
 
 
Steps to be taken to raise awareness of the 
Association’s approach to allocating homes. 

Steps to be taken to raise awareness of the 
Association’s approach to allocating homes.

Steps to be taken to raise awareness of the 
Association’s housing support / tenancy 
sustainment services.

A revised approach to demonstrating value 
for money to be developed.

The Association’s approach to consulting on 
and providing information on expenditure 
information to be reviewed. 

By December 2016

 
By March 2016

By December 2016

 
By March 2016

 
By December 2016

 
 
By May 2016

 
 
 
 
 
By June 2016

 
By June 2016

 
By July 2016

 
 
By March 2016

 
By March 2016



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.

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.

Dundee Area Office:
118 Strathern Road
Dundee DD5 1JW
Tel: 0800 678 1228  

Perth Area Office:
5 South Street
St Johns Place
Perth  PH1 5SU
Tel: 0800 678 1228  

Email: info@caledoniaha.co.uk
www.caledoniaha.co.uk
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