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Ian McMillan
Chairman

“The Association 
remains fully 
committed to the 
provision of new 
homes for the 
many people in our 
communities who 
need affordable 
housing.”

It is a pleasure to introduce the first annual report for Caledonia 
Housing Association. Our formation in October 2011 following the 
merger between Perthshire and Servite Housing Associations was the 

culmination of tremendous efforts by many people working through a 
rigorous merger process.  With a total of 3,850 properties we are now 
one of the largest housing associations in Scotland.

Chairman’s Report

Completing the merger process was 
just the start of our work to create a 
new, stronger and more vibrant housing 
association. 
A new business strategy has been 

introduced setting out our vision 
Importantly, day-to-day service 
standards have been maintained 
and good progress has been made 
integrating our business systems. We are 
well on the way to delivering the benefits 
set out in the merger proposals and 
anticipate that targeted financial savings 
will be achieved during 2012/13. With 
tenants in mind, our new participation 
strategy provides a clear opportunity for 
residents to influence our services and 
business activities.     
The Association remains fully committed 

to the provision of new homes for the 
many people in our communities who 
need affordable housing. Last year 
we provided 28 homes costing £2.6 
million. Over the course of 2012-13 we 
will invest a further £12 million providing 
96 new social rented homes supported 
by £4 million in grants and £8 million in 
commercial loans. Although the grants 
are at a much reduced level requiring us 
to secure increased commercial funding, 
we still see this as a major achievement 
given the current financial climate. 
Clearly we have to seek new ways of 
funding new developments if we wish 
to continue providing new homes for 
those in need.

In achieving so much in such a short 
time I wish to record my thanks to the 
Chief Executive and the staff team for 
their positive approach to the merger 
and for their achievements keeping 
our normal services in place during 
a time of major change. I continue to 
be most grateful for the commitment 
shown by the volunteer members of the 
Management Board and to the members 
of the former Servite and Perthshire 
Housing Association boards who retired 
during the year. The governance of the 
merger process committed everyone to 
many more meetings than normal and I 
have appreciated their support. Sadly, I 
have to report the loss of Mike Johnstone 
one of our co-opted tenant members 
on the Board who died in April. Mike 
was a very active member of the Tenant 
Participation Steering Group and his wise 
counsel was much appreciated and will 
be missed.

Scotland’s housing associations all 
face a number of significant changes in 
the year ahead. The general economic 
situation apart, these changes include 
the reform of the welfare benefits 
system; meeting the expectations of 
the Scottish Social Housing Charter; 
and meeting the requirements of the 
Scottish Housing Regulator’s new 
regulatory framework. I am convinced 
that our new Association is well placed 
to tackle the combined impact of these 
changes.

2  |  A N N U A L  R E P O R T

Julie Cosgrove
Chief Executive

“We will build on 
our achievements 
to date and 
respond to and 
support our 
tenants, residents 
and service users.”

Following the formation of Caledonia Housing Association, the 
Management Board very quickly set about establishing a new 
Business Plan and strategy for the Association. The Business 

Plan reflects commitments made as part of the merger process; 
the operating environment; and our vision for Caledonia going 
forward. This provides clear objectives and priorities which are 
focussed on four areas: Customer Excellence; Business Growth; 
Business Sustainability; and Investment in People.

Chief Executive’s Overview

Throughout this Annual Report we have highlighted the significant achievements 
of Caledonia in its first few months of operation. Looking forward we remain 
in challenging times; the economy and growth are sluggish continuing cuts 
in public sector spending, investment in new build affordable housing has 
reduced and the outcome of the Welfare Reform changes are yet to be 
realised. Therefore, we must ensure that we continue to focus on business 
priorities to guide us through the uncertain economic climate and the changing 
regulatory environment. By doing so we can ensure that we will build on our 
achievements to date and respond to and support our tenants, residents and 
service users through the delivery of services which are responsive and flexible.

Customer Excellence
Our aim will be to work with our tenants and service users to further develop 
our approach to meeting customer’s needs;  through further development of 
our Customer Services Team; continued use of social media and technology 
and attainment of the highest possible standards of performance across our 
services.

Business Growth
We remain committed to investment in new build affordable housing and will 
use our strength and resources to support continued development, coupled 
with seeking opportunities to generate alternative streams of income.

Business Sustainability
We will ensure that our governance systems are rock solid and that we have 
effective financial and risk management processes in place to manage the 
Association.

Investment in People
Ongoing investment in the skills and knowledge of our staff and Management 
Board is fundamental in seeking to achieve our objectives.  
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OUR MERGER AND INTEGRATION PROGRESS

CALEDONIA Housing Association’s early months were a successful and busy period. Vital business systems 
were established; and we made headway with establishing some of our merger service development 
commitments. Board Members and officers of Perthshire and Servite Housing Associations worked hard 

to achieve the merger to form Caledonia Housing Association. Nevertheless at the same time we ensured the 
high performance and efficient business management of our predecessor organisations neither dipped, nor was 
neglected. We set ourselves and met a merger deadline of 1 October 2011. We also worked productively and 
cordially with all agencies whose consents we required to the merger, including the Scottish Housing Regulator. 

Our Achievements

2011/12

Vision

What our ambition is

To achieve excellence in everything  
we do

Mission

What we are here to do

Sustainable homes, flexible services, 
vibrant communities

Strategic Objectives

Caledonia’s priorities over the next five years will be focused on these four objectives:

Customer Excellence
We will deliver
excellent services
that are valued by our 
customers, aim to meet 
their needs and provide 
value for money

Business Growth
We will continue to
provide new homes for
our diverse customer
group and will develop
the range of services
that we can  
offer to them

Business Sustainability
We will make our
Association stronger for 
the future through effective 
governance, sound financial 
and risk management,
investing in our homes and 
striving for continuous
improvement

Investment in People
We will invest in the
skills and knowledge of 
our staff team and
Management Board
to enable them to do 
their best for the
Association

We worked through a ‘shadow’ period in the months 
leading up to the merger to ensure a full set of Caledonia’s 
high level governance policies, and its Board and 
Committee structure, was in place for the merger date. 
This helped with the seamless transition of business to 
Caledonia Housing Association.

Notable achievements in Caledonia’s first six months 
included a highly successful bid for affordable housing 
funding from the Scottish Government, which translated 
into six new projects on site in 2012/13; and the 
establishment of our Customer Services Centre. As the 
Centre continues to develop, it will provide a top class 
service in dealing swiftly and efficiently with enquiries 
and service requests from tenants and members of the 
public. 

Caledonia’s new website has been established. 
Intensive consultation with residents allowed a new 
Tenant Participation Strategy to be approved. Vital 
IT integration work, required to support key service 
developments operational from 1 April, was completed 
successfully and on time. Our need to harmonise existing 
loan arrangements was successfully completed by our 
Finance Team, in conjunction with our lenders. 

The selection and appointment of existing staff to 
the new integrated staffing structure was completed 
without recourse to compulsory redundancy, and in a 
spirit of co-operation and provision of full information. 
Resources at senior staff level were committed to the 
prompt filling of vacant posts in the structure once existing 
staff had secured their positions. Caledonia remains 
highly committed to maintaining good communications 
and information flow to all of its employees; and has 
established and sustained a range of communications 
methods for achieving this objective

Customer Services Team

Proposed Kenmore Plans

New Caledonia Website

First Staff Conference
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The Scottish Social Housing Charter 

OPERATIONS
The Operations Team is responsible 
for the delivery and management of:
• housing management and 

maintenance
• allocations
• benefits advice
• tenant participation
• as well as resident support services 

to our rented, shared ownership 
and shared equity properties

The Directorate also includes the 
Sheltered Housing Support Service; 
which delivers person centred 
support services specifically for older 
people through twenty-four purpose 
built sheltered, very sheltered and 
care home developments.
Complementing this service is the 
Home Help and Caretaking Service; 
which provides directly purchased 
domiciliary services to help residents 
sustain their homes and quality of life, 
as well as the upkeep and maintenance 
of our communal facilities and areas.

SUCCESSES
A key challenge and focus for initial 

work post-merger was the successful 
integration and consolidation of 
all housing policies, processes 
and procedures. The successful 
completion of this phase has ensured 
that the Team has managed to fuse 
complementary skills and has made 
best use of the experience, knowledge 
and strengths available. Through a 
very difficult and demanding period it 
has managed to maintain consistency, 
deliver high levels of performance and 
has achieved customer satisfaction. 

KEY CHALLENGES AND PRIORITIES
The Association recognises that 

there will be extreme challenges 
over the next few years which will 
inevitably impact on its ability to 
maintain viable income streams 
and a sustainable business. These 
challenges will involve Welfare Reform, 
cuts in public spending and the wider 
financial pressures associated with the 
economic downturn. 
Moving forward we will concentrate 

on developing strategies and 
working practices to ensure that the 
Association can adapt, respond and 
cope with the challenges. We will 
review our services to ensure that 
these are sustainable in the long term, 
can be maintained within existing 
funding streams and reflect the 
requirements of the Scottish Social 
Housing Charter. We will continue 
to develop new sources of income 
and efficient collaborative partnership 
working initiatives. We will concentrate 
on providing meaningful advice and 
assistance to our residents to enable 
them to maintain their tenancies and 
maximise their incomes through 
difficult times.

O P E R A T I O N S

Our Services

ASSET MANAGEMENT
The Asset Management Team is responsible for:
• New housing development
• Planned maintenance and major repairs to our properties
• Cyclical maintenance such as external painter work to 

our properties
• Service contracts for all plant and equipment
• Delivering the Perthshire Care & Repair service for Perth & 

Kinross Council

SUCCESSES
During 2011/12 we completed 28 new family houses and 

cottages for older people at Burrelton, Coupar Angus and 
Blairgowrie. We were also successful in bids for Innovation 
and Investment Funding for 96 new homes across Perth 
& Kinross and Angus. These properties are all now under 

construction and due to be completed in early 2013.
We invested nearly £3m in our existing properties in 

2011/12, including new kitchens in 167 homes, 129 new 
heating systems, and general works to comply with the 
Scottish Housing Quality Standard at over 200 properties. 
In addition to this we carried out external painter work to 
around 800 properties.
Our Care & Repair Service provided nearly £1m of 

adaptations to home owners in Perth & Kinross and, largely 
as a result of our 100 per cent customer satisfaction level, 
has been awarded similar levels of funding to continue this 
in 2012/13. Care & Repair also introduced an enhanced 
small repairs service to owner occupiers, making the most 
of internal efficiencies to deliver this within existing staff 
resources.

KEY CHALLENGES AND PRIORITIES
Our greatest challenge in the delivery of new affordable 

housing is that of reduced levels of funding. The level of 
funding from the Scottish Government has led to significant 
reduction in the provision of new social rented housing 
across our area of operation. In addition to this, the funding 
per unit has required the Association to look to new sources 
for funding for affordable housing.
Other financial pressures on the Association’s income 

stream from the general economic downturn and welfare 
benefits reform will require us to become more efficient in 
the procurement of maintenance works to keep rent levels 
sustainable.

A S S E T  M A N A G E M E N T
Building for the Future
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Site Elevations, 
Muirmont Crescent, 

Bridge of Earn

Assynt Road, Inverness
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Our Performance

2011/12

TENANCY MANAGEMENT
• 94% of new tenancies started during 2010/11 

lasted longer than a year or were still in place at 31 
March 2012. This was in line with our target. 

• Our Benefits Advice Service received 786 referrals 
and was able to assist 548 people in obtaining a 
total of £458,000.

RENT COLLECTION
• Our rental income amounted to £13.8 million. We 

successfully collected 97% of the total rent due to 
be paid by current tenants.  

• We lost 0.44% of rental income (£61,000) due to 
properties being empty during the period between 
the end of one tenancy and start of the next. Our 
target was a maximum of 1%.

• Our average rent was £60.34. Rents have been 
increased for 2012/13 by an average of 4%.

MAINTAINING OUR PROPERTIES
• We completed 5,447 reactive repairs during the year at a cost of £846,000. We completed 98.2% of these within 

our target timescales. 1,323 reactive repairs were categorised as emergencies.
• Over 97% of survey respondents were satisfied with the repairs service. Our target was to exceed 96.5%.
• As at 31 March 2012, current gas safety certificates were in place for all 1,318 properties that required one.
• We spent £1.93 million on planned and major maintenance works. We spent a further £385,000 on cyclical 

maintenance works.  
• As at 31 March 2012, three quarters of our stock met the Scottish Housing Quality Standard. This included 199 

properties brought up to the Standard during the year at a cost of £148,500. Our target is to bring the remainder up 
to the Standard by the end of March 2014.

PROVIDING HOMES
• We completed 28 new properties at a total cost of £2.6 million.  These properties are all located in Perth 

and Kinross, and resulted in the total rented stock that we own (excluding shared accommodation) increasing 
to 3,336 rented properties. We provide services for a further 514 properties that are whole or part owned.

• 9.75% of our rented properties (317) became available for re-let during the year. Including those that were 
available at the start of the year, we re-let a total of 323 properties. Two thirds of these were general needs 
properties, with the remainder being supported (including sheltered) housing. Overall, these were re-let in an 
average of 17 days. Our target was an average of 20 days.

• Rented Stock breakdown by local authority area:

Highland
1%

Highland
1%

Perth and Kinross
65%Dundee City

19%

Angus
11%

Fife
4%

IN ESTABLISHING Caledonia, we committed to achieving high levels of performance across all areas 
of the business.  This is the long term undertaking we gave to our tenants, residents, service users 
and other stakeholders.

Cumulative performance figures for the year, summarised below, provide an indication of the initial 
progress made towards achieving this.  
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Caledonia Housing Association has established an Audit Committee 
to support the Board in the discharge of their duties relating to risk 
management, control, governance and the external and internal 

audit functions. I was appointed as Chair of the Audit Committee in 
October 2011 having previously been the Chair of Perthshire Housing 
Association’s Audit Committee.

Audit Committee

Financial Income & Expenditure Summary

         16,215 15,788
                      3,712   3,598
             1,630   2,622

  
                      240,397 235,683
                  (164,617) (161,912)
                      (9,985)     (8,976)
                         1,271     1,329
          67,066    66,124

            6,961       6,104
           (4,390)      (4,123)
                    (51,172)  51,226)
        18,465    16,879

         18,465       6,666
                  - 10,213
         18,465  6,879

                        31/3/2012        31/3/2011
                    £000                £000

Turnover
Operating Surplus  
Net Surplus

Balance Sheet Summary:
Housing Assets
Grants 
Property Depreciation 
Other Fixed Assets

Current Assets
Current Liabilities
Long Term Liabilities 
Net Assets 

Represented by:
Revenue Reserves 
Designated Reserves

As a result of our recent merger we 
have prioritised certain elements of our 
work to ensure that Caledonia Housing 
Association has the necessary controls 
and audit functions in place. During 
its first few months in operation the 
Committee has carried out the following 
key actions: 

Established the Association’s Risk 
Management Policy
This document sets out how corporate 
risks are established, ranked and what 
mitigation has or is being progressed. 
The resultant risk map is regularly 
reviewed and updated as required prior 
to submission to the Board. 

Appointment of Internal Auditors
As the contractual arrangements with 
previous internal auditors came to an 
end a comprehensive tendering exercise 
was carried out to appoint successors. A 
number of suitably qualified organisations 
tendered for this appointment and after 
a rigorous selection process the firm of 
Wylie Bisset LLP were appointed for a 
three year term.

External Audit of the Financial 
Statements
The Committee was able to confirm 
that the Association’s annual financial 

statements were audited for compliance 
with the current accounting standards 
and provide a true and fair view of 
performance, achievements and plans 
for the future.

Established an internal audit plan for 
the forthcoming three year period
An audit needs assessment was carried 
out which took into account an analysis 
of risk factors and the views of Committee 
members and senior staff. The resultant 
internal audit plan will be progressed 
over the forthcoming months with 
individual audit reports reviewed by 
Committee members
In general terms the recently formed 
Audit Committee is now in a position to 
provide the main Board with assurance 
that the Association has the necessary 
functions and controls in place to 
control and where possible mitigate risk 
to ensure regulatory compliance and 
financial viability.   

Audit Committee Members
David Grant (Chair of Audit Committee)
Penny Coburn
Robin Grant
Tom Potter
Ian Purvis
Bill Roberton

David Grant
Chair of Audit Committee

“We have prioritised 
certain elements 
of our work 
to ensure that 
Caledonia Housing 
Association has the 
necessary controls 
and audit functions 
in place.”

Financial Review
Caledonia Housing Association’s first set of financial statements represent our performance in what will 

undoubtedly become one of the most challenging periods in our history. The undernoted figures have been 
compiled by a process of merger accounting involving the independent performance of Perthshire Housing 

Association and Servite Housing Association for the first six months of the financial year being combined with 
the performance of Caledonia, the merged organisation, for the second six month period. In addition we have 
implemented the requirements of the Statement of Recommended Practice 2010 which saw the introduction of 
component accounting and changes to the accounting treatment of goodwill.   

Looking ahead we are conscious of the ever changing financial climate brought about by factors like the reduction in 
government funding for new development, the availability of private finance and the potential changes required to facilitate 
welfare benefit reform. However, despite this period of dramatic change we are pleased to report a net surplus for the 
year of £1.6m, reserves of £18.5m and housing assets in excess of £230m. These results give us an ideal platform from 
which to manage future challenges and continue to develop new housing and services, and the potential to exploit future 
business opportunities.



Mr Ian McMillan (Chairman)
Mr William Roberton (Vice Chairman) 
Mr Robin Grant (Treasurer)
Mr Alistair Barrie
Mrs Elizabeth Brown
Mrs Penny Coburn
Mr Lindsay Darroch

Mr David Grant
Mr Ian McLaren                     
Mr Tom Potter
Mr Ian Purvis  
Mr Gavin Stewart – (Co-opted Tenant)
Mr Ken Martin (Resigned 29/04/12)
Mr Mike Johnston (Deceased) 

Management BoardManagement Board

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

Perth Area Office
5 South St.John’s Place
Perth,  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    

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.

Information in Other Formats

BENGALI

CHINESE

HINDI

PUNJABI

URDU

POLISH Tłumaczenia: Jeżeli masz trudności w czytaniu bądź rozumieniu 
języka angielskiego i potrzebujesz pomocy w tłumaczeniu jakichkol-
wiek informacji, które oferuje Związek Mieszkaniowy Caledonia 
(Caledonia Housing Association) lub jeżeli masz inne, szczególne 
wymagania i potrzebujesz pomocy- należy pytać w recepcji lub 
skontaktować się z Nami na numer: 0800 678 1228.

0800 678 1228

0800 678 1228

0800 678 1228

0800
678 1228

0800 678 1228

Contact Us

www.caledoniaha.co.uk

Caledonia Housing Association Ltd is registered with The Scottish Housing Regulator, Reg. No. HEP 224. Registered as an Industrial and 
Provident Society, Reg. No. 2343R(S). A Scottish Charity No. SC013988. Registered Office: 5 South St John’s Place, Perth, Scotland, PH1 5SU.
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