Want to find out more?
Our full Openness and Confidentiality Policy or further information about
us is available in various ways.
We have a dedicated Customer Services Centre and you can speak to a
member of staff there by telephoning 0800 6781228.

Sustainable homes, flexible services, vibrant communities

Alternatively, email info@caledoniaha.co.uk.
You may prefer to visit our website: www.caledoniaha.co.uk or come to see
us in person at our area offices in Perth or Dundee: 5 South St.John’s Place,
Perth, PH1 5SU or 118 Strathern Road, Broughty Ferry, Dundee, DD5 1 JW
We also have a range of other information leaflets that are freely available
on our website or from our offices.

i
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.
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Openness & Confidentiality
We are a registered Scottish Charity and our main aim is to provide high
quality housing that is affordable for those who need it, together with
a range of specialist and person centred housing and support services.
We are accountable to a wide range of individuals, not least including
our members, tenants, residents, and other service users. Various
others, including lenders, regulators, local authorities, other registered
social landlords, and other groups and organisations also have varying
expectations of us and share an active and keen interest in our work. This
places a responsibility on us to be open about what we do and plan to do.
In particular, it requires us to publish a variety of information about our
activities, our services and how well we are performing.
What general information do you publish openly and make publicly
available?
There are some key documents we produce each year. These include:
• Our Annual Report, which provides an overview of our activities and
achievements over the past financial year.
• Our Annual Accounts, which examine our finances during the past
twelve months in detail.
• Our Business Plan, which sets out our main aims and priorities and
details our annual targets and financial plans.
More generally, we make a variety of information on how we are
structured, controlled and run as an organisation freely available. This
includes details about our Management Board and its work. We openly
publish information about what has been discussed at Board meetings.
Periodically, we also produce specific information about how well we
have performed in fulfilling our responsibilities as a social landlord,
managing our business and delivering services. This includes customer
satisfaction information and details of other feedback we receive.
We actively publicise the outcome of complaints we have received.
As part of this we aim to demonstrate how we use this information to
improve our services.
We also share information about any involvement we have had with our
regulators, including any information or reports they produce about us.

How do you publish and make this information freely available?
We aim to publish all our public information widely and ensure it is as
accessible as possible for anyone who is interested in our services or other
aspect of our work.
Our website is an invaluable tool for enabling us to do this, and we try to
keep it fully up to date. All relevant policies, business documents and other
publications, as well as any news we have, are posted on the site for anyone
to view. We also use social media to promote our activities.
Any information that is available on our website is generally also available
in paper form from our offices or on request.
We also produce a regular newsletter. This is particularly aimed at our
tenants and other residents, but it is freely available online from our website
or from our offices.
Where there are other issues that affect individual or groups of tenants and
residents we will send information directly by post, hold meetings or other
events, or carry out surveys to share information and gather views. We
have a separate leaflet that describes our approach to tenant and resident
involvement.
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Making Information Accessible
We aim to meet the specific needs of any individual who asks us for
information or who we are providing information to.
As a minimum we aim to make sure our documents and publications are
easy to read and, as far as possible, we avoid using technical terms and
jargon.
We can make information available in various formats or arrange for
translation where this is required or requested.
We have a separate leaflet that details how we try to promote equality for
all and the services we can provide.
Specific Information for Tenants
Our tenants have a statutory right under the Scottish Secure Tenancy
to receive information about their tenancy and about our policies and
procedures.
We provide a range of relevant information at the start of tenancy. This
includes details about their rights and the information they can expect to
receive from us during the course of their tenancy. We also give all tenants
a Tenants Handbook, which contains a wide range of information. We aim
to update this whenever this information changes significantly.
We periodically remind tenants of their rights through our newsletter and
other forms of communication. We routinely inform them directly of other
matters that affect them and their home.

Is there any information that you do not openly publish?
For legal and business reasons some information is kept confidential and
not made publicly available.
This can include for example:
• Certain financial matters or information about particular activities that
are discussed at Board meetings (relevant details are removed from the
minutes we publish).
• Information about any legal disputes we are involved in.
• Any commerically sensitive information relating to our partners, funding
bodies or contractors.
Similarly, it would not be appropriate for us to openly publish detailed
personal information about any staff or management board members, or
about our tenants or other customers.
We have a separate leaflet that explains the Data Protection responsibilities
we have and how we meet these.
Specific information requests
In addition to the information we make publicly available, we sometimes
receive requests for other types of specific information about us and our
activities. As far as possible, we try to be as helpful as we can and provide
such information. Clearly the exceptions are where the information is
commercially sensitive or confidential or covered by our Data Protection
responsibilities. We may also not be able to provide information if it would
be exceptionally impractical or costly for us to do so.
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