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NEWS
Issue : Autumn 2019

Welcome to our autumn newsletter.
We’ve timed this newsletter to coincide
with the publication of our Annual
Charter Report, which details our
performance over the last year across the
15 Outcomes set by the Scottish Housing
Regulator. The Charter highlights on
our centre pages give you a taste of the
information in the full Charter which can
be found on our website.
As always things within Caledonia are
moving at a pace! I was delighted to see
letters sent out to all tenants this quarter
introducing your new Neighbourhood
Officer. I was also delighted to see the
start of Phase II of our Newhouse Road
Regeneration.
Our Electric Car Club scheme at Muirton
with Co-Wheels is a fantastic addition to
the services we offer. I really hope you
sign up and take advantage of the free
driving credit and this fantastic facility –
more details on page 5.
Have a great autumn!

NEWHOUSE ROAD MAKES
SPACE FOR NEW HOMES
Members of our Development Team gathered in Perth in October to watch the demolition of thirty
of the Association’s former flats in Newhouse Road. The demolition, by David Morton Limited,

marks the start of the second and final phase of our
£4 million regeneration of Newhouse Road in Perth.
Planning permission was granted earlier in October for
thirteen new energy efficient family homes including
2 four bedroom townhouses, 8 three bedroom houses
and 3 two bedroom homes, all with their own parking
and rear gardens.
The composition of the proposed new build homes
is a direct result of both tenant feedback and input
from Perth and Kinross Housing team received during
previous phases of the regeneration program, reflecting
our understanding of the local demand for affordable
modern family homes.
In August 2015 we embarked on an ambitious
transformation and regeneration of Newhouse Road
with the, now completed, £2.6 million first phase. This
included the refurbishment of 12 blocks of flats with
new kitchens, bathrooms, heating systems, windows
and doors to provide greater energy efficiency.
Families in the first phase have been delighted with
the reduced heating costs and noise reduction within
the flats. The overall visual transformation of the street
has received many positive comments by residents and
businesses across the community.
During the previous phase of regeneration we were
able to match the housing needs of all existing tenants

and are now delighted to now be creating a further
13 new homes in the area. It is anticipated that a
contractor will be appointed for the building work by
the end of 2019 with the view to starting construction
on the new homes in early 2020.
Julie Cosgrove, chief executive, commented: “Today
signifies the final phase of our Newhouse Road
regeneration starting. The Newhouse Road community
have been fantastic in supporting and working with us
throughout this project. Their feedback on the quality
and standard of their homes has been incredible and
has helped shape the homes we are now building on
this site. We look forward to pushing forward with this
final phase, delivering more affordable family homes
in Perth.”

Julie Cosgrove,
Chief Executive
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Perth Office Flood
Due to the extensive flood damage that happened to our Perth office in August the office has remained closed and is expected to remain
closed into November. We are working with contractors to make the building safe for our staff and visitors.
We’d like to take the opportunity to thank our fabulous team for their quick and resilient approach to dealing with the flood, getting our
call centre back up and running from our other offices with only 30 minutes of downtime.
We’d also like to thank our customers who normally visit us in the Perth office for bearing with us while the office has been closed.

We will keep you updated!

Fairfield joins the Common Housing Register
Fairfield Housing Co-operative is the latest social landlord to sign up for the Perth and
Kinross Common Housing Register (CHR).
Around 600 Fairfield Housing Co-operative
properties have been added to the CHR,
joining properties let by other local
social landlords, Perth & Kinross Council,
Caledonia Housing Association and Hillcrest
Homes. Collectively the four landlords
will manage a housing stock of more than
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10,500 affordable homes for rent and will
continue to work closely together to meet
housing needs locally.
The CHR ensures that access to social
housing is as easy as possible for residents
of Perth and Kinross, and gives them a
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wider choice or properties right across
the area. Operating a CHR also means that
there is a single point of access for housing
applicants regardless of the organisation
they approach for housing assistance.

www.caledoniaha.co.uk

CALEDONIA GROUP FIT FOR THE FUTURE

INTRODUCING YOUR NEIGHBOURHOOD OFFICERS
In our last newsletter we advised you about our ambitious plans to transform the delivery of customer
services to our residents, changing the areas to simplify and personalise the teams covering your tenancy
needs. These changes are rolling out across all three Housing Associations within the Group with Caledonia,
Bellsmyre and Cordale all following the same service delivery structure.
In the last few weeks you should have received
a letter advising you of your Neighbourhood
Officer’s name and contact details. Your
dedicated Neighbourhood Officer will work
alongside Connect and our Customer Solutions
Team; with all three working together to meet
your tenancy needs.

Connect, our digital self-service portal and app,
provides you with 24/7 access to your tenancy
information including your balance information,
rent payments, update your details and the
ability to report and schedule repairs. No need
to wait until the office opens. All done at a time
convenient with your life.

The Customer Solutions Team are your first point
of contact for all enquiries and advice. Customer
Solutions are available on 0800 678 128 or by
emailing info@caledoniaha.co.uk.

Finally our team of Neighbourhood Officers will
provide a more personal tenancy management
service for you.

Our website www.caledoniaha.co.uk has more
details about how the Neighbourhood Officer
Team is structured across all of our areas.
The website also has information about how to
sign up for Connect. Any of our staff will also help
you register for Connect – ask today.

0800 678 1228 to request posted newsletters in the future!
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LEIGH GRUBB

We were delighted to welcome Leigh Grubb to Caledonia on Monday 26 August as our
new Director of Finance and Governance. Leigh has worked alongside our existing
Director of Finance and IT, Ron Hunter who retired in late September.

A qualified chartered accountant and former Chief Operating Officer, Leigh has over 20 years’ experience within the financial services
industry, including a number of senior management positions with Alliance Trust in Dundee.
Leigh will work alongside his fellow directors to support Caledonia’s business transformation programme and will play a vital role in
supporting Caledonia as it delivers on its vision to build 1000 new homes by 2022, while improving living conditions for its tenants.
Leigh Grubb said:

Julie Cosgrove, Chief Executive of Caledonia Housing Association, said:

“Caledonia is a housing association that
is energised and clear about its future
direction. The team is strategic, passionate
and focussed on delivering its vision and
I look forward to being part of this as we
continue on our journey.”

“Leigh has strong people skills and a track
record of success encompassing finance,
compliance and change management. That
makes him ideal for this role as we work to
transform our business and provide greater
support for our tenants.”

CALEDONIA’S AGM
We held our Annual General Meeting (AGM) at McDiarmid Park in Perth on 17th
September. This key event in the Governance calendar is the point at which Association
members are presented with the Annual Reports and Accounts, and the election of the
respective Governing Bodies takes place. During proceedings, Caledonia welcomed
Mary Clark to the Board, while Elaine O’Brien stepped down.
Following the AGM our Governing Body appointed Office Bearers as follows:
Chair:

Penny Coburn

Vice Chair: Alan Nairn
Secretary: To be fulfilled by the Director of Finance & Governance, Leigh Grubb
Copies of Annual Report for 2018/19 can be found on our website
https://www.caledoniaha.co.uk/cms/files/caledonia_annual_report_2019_final.pdf
and hard copies are available from our offices.
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ELECTRIC CAR
SHARING LAUNCHED
AT MUIRTON
At the end of September we were delighted
to see our electric car arrive in Muirton, Perth.
The Muirton based car will be operated by car
club social enterprise Co-wheels. The initiative
was made possible through community benefit
contributions by the developer for the Muirton
Park regeneration, Urban Union.
Co-wheels, who will manage the car club in Muirton, operate a
pay-as-you-go car hire scheme, with the Muirton car providing
a cheaper, greener and more convenient alternative to owning
and using your own car.
Co-wheels cover everything, including insurance, cleaning,
servicing and refuelling - members just book a car when
needed and drive away! With cars available for booking
for 30 minutes to days at a time, members only pay for the
hire time and distance driven. Booking is available via Cowheels website or by calling Co-wheels, using smartcards to
access the car - no need for keys. At the end of a booking,
the car is simply returned to its Muirton charging bay.
Julie Cosgrove, our Chief Executive, commented:
“Caledonia Housing Association’s ethos is to provide homes
and services that make life better. The Muirton electric
car club is a brilliant example of Caledonia working with
contractors and partner organisations to invest in an
innovative community benefit; providing tenants and the
wider Muirton community with access to a cheaper and
more convenient alternative to owning and using your own
car. We are delighted to be able to launch this initiative in
Muirton and hope both Muirton residents, and the wider
Perth community, reap the benefit of this great initiative.”
Tony Archer, Co-wheels Scottish Manager said: “Co-wheels
is delighted to be working in partnership with Caledonia
Housing Association to provide residents with a car at
Muirton in Perth. We hope local residents will find it useful
and that it will encourage more people to consider using a
car club vehicle when they need access to a car, rather than
maintaining one just for occasional use.”

Co-wheels membership is free of charge for a limited
period with £25 of free driving credit given on sign up
using the code SCOTLAND25
Simply visit www.co-wheels.org.uk to sign up.
0800 678 1228 to request posted newsletters in the future!
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Charter Highlights

Our 2018/19 Annual Charter Report has now been published with a digital copy available in the download section of our
website. The Charter Report is based on our performance information from the past year (31st March 2018 to 31st March 2019)
derived from our assessment of how well we think we are meeting the Scottish Housing Regulator industry requirements.
We have pulled together some highlights from this year’s Charter Report to provide a sample overview of our
reported performance.

OUTCOME 2

COMMUNICATION

92.5

% of Stage 1
complaints
responded to
on time

OUTCOME 4
ACHIEVED

Scottish
Average

86.9

HOUSING QUALITY

96.4
% stock meeting
Scottish Housing
Quality Standard
(SHQS)

2018

90.7

2018

98.5

95.9

% stock meeting
Energy Efficiency
Standard for
Social Housing
2018
(EESSH)
93.3

Scottish
Average

Scottish
Average

PARTICIPATION

ACHIEVED

% tenant satisfaction with
participation opportunities

83.7

Scottish
Average

86.5

2018

83.7

our online digital self-service portal.
779 tenants signed up
3
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84.4

94.1

OUTCOME 3
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92.4

ACHIEVED

% tenants satisfied
with standard of
home when moving
in (new tenants
within past year)
2018

Scottish
Average

90.8

94.2

The full Charter Report can be viewed online at

https://www.
caledoniaha.co.uk/305_
TenantCharterReport.html
We also have paper copies in our offices if you
would like to pop in for a copy, alternatively
you can request for a copy to be posted out to
you by calling 0800 6781228.

www.caledoniaha.co.uk

OUTCOME 5

% stock that became vacant

REPAIRS & MAINTENANCE

ACHIEVED

2018

4

5.3

.2

HOURS

Average
completion time
Emergency
2018
repairs
3.8

DAYS

2018

Scottish
Average

9.7

10.2

8.6

5

Average completion
time Non Emergency
repairs

Scottish
Average

Scottish
Average

97.4%

VALUE FOR MONEY

89.2

6.6

3.6

OUTCOME 13

88

Scottish
Average

2018
Repairs appointments kept 97.4

95.6

% tenant satisfaction with value
for money offered by rent

% tenant satisfaction
with overall service

2018

OUTCOME 6

ESTATE MANAGEMENT,
ANTI-SOCIAL BEHAVIOR,
NEIGHBORHOOD NUISANCE &
TENANCY DISPUTES
ACHIEVED

We spent £125,000 on estate
repairs and environmental
improvements
OUTCOME 11

TENANCY SUSTAINMENT

ACHIEVED

% new tenancies sustained for
more than a year

Scottish
Average

89.2

83.2

2018

91

88

Scottish
Average

90.1

OUTCOME 14 & 15

RENT AND SERVICE
CHARGES

ACHIEVED

2.4%
Rent
Increase

2018

2018

Scottish
Average

ACHIEVED

87.4

88.8

0800 678 1228 to request posted newsletters in the future!
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8 simple ways to
pay your rent
Call us on 0800 678 1228 to set up a direct debit
having your bank details to hand.
Registered and login to Connect, your digital
self-service portal, and follow the link to make
a payment.

Help to Save is a new government saving scheme to support working
people on tax credits and Universal Credit build their savings.

Call us on 0800 678 1228 to make your payment
using our Callpay system by debit or credit card.
Visit www.allpaymenet.net to pay online by debit
or credit card having your allpay card or number
at hand.

After two years, you’ll get a 50% tax-free bonus on your savings.
And if you continue saving you could get another 50% tax-free
bonus after four years. This means you could receive tax-free
bonuses worth up to £1,200, to spend how you like.

Text 8105 to make a payment with your debit
or credit card. Simply register first with www.
allpayments.net having your allpay card or
number to hand.
Use your allpay rent card to pay at the post office
or any other paypoint outlet. Your nearest outlet
can be found by visiting www.allpay.net/outlet.
Call allpay on 0844 557 8321 to make a secure
payment 24 hours a day, 7 days a week having
your allpay card or number to hand.

www.caledoniaha.co.uk
Need help or advice?

0800 678 1228
8

With Help to Save you get a 50%
bonus on your savings. So you can
earn 50p for every £1 you save.

You can save between £1 and £50 every calendar month and
accounts last for four years from the date you open the account.
Within these limits how much you save and when you pay in is
up to you. You don’t need to pay in each month for the account to
remain open, and they will only close the account if instructed.

Download the allpay app to make a payment from
your iPhone, Android phone and other devices.

3

HELP TO SAVE
WITH HMRC
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There is never a dull moment in Caledonia’s retirement
living developments. Thank you so much for all your
pictures. Here’s a snap shot of some of the lovely
activities and pictures that have been sent in –
sorry if we haven’t had room for them all.

Cameron Court Comrie held a Coffee Afternoon on Friday 12th July raising £245 for Scottish Air
Ambulance, Scone. Roseanne Keith, local volunteer, gave a short talk about Scottish Air Ambulance
and there was delicious baking & a raffle.
Happy Retirement to Margaret Pilling. Margaret retired
in September after starting as a Home Help in Angus
working from our Birkhill Scheme in 2008. On her last
day Margaret was presented with retirement gifts
on behalf of Caledonia at our Broughty Ferry office.
Colleagues and tenants from Birkhill also hosted a
small celebration to mark Margaret’s retirement.

Congratulations to Mr & Mrs Powrie from
Martingale Gardens who celebrated their
70th wedding anniversary on 3 September,
receiving a telegram from the Queen.

Bowerswell was home to a fine art sculpture exhibition, in July and August.
The Greatness of Silence, by local Artist Miami Mohsin, depicts the story of the
struggle facing refugees. The Artist was kind enough to visit Bowerswell, giving
a talk about the story behind the sculptures for tenants.

Oor Dawn’s Fantastic
Fundraising! Dawn Brook’s
Celebration Oor Wullie sold
for an amazing £5,500 at
the Glasgow Children’s
Hospital Charity Auction.
A phenomenal £419,500
was raised in total. Dawn
commented “It was a
privilege to be part of this
and I am delighted with the
result.” Well done Dawn! A
fantastic amount raised for
such a worthy Charity.

Macmillan Fundraisers around Caledonia
Well done to all our schemes and developments that held coffee mornings and fund
raising mornings for Macmillan Cancer Support at the end of September. Special
mention must go to both Bridge of Earn and Burnside who raised an incredible
£1,300 and £325.50! Brilliant effort by everyone involved.

0800 678 1228 to request posted newsletters in the future!
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COMPLAINTS, COMPLIMENTS
& COMMENTS for Quarter 1 2019/20
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29.5%

TOTAL
COMPLAINTS
35.4%
RESPONDED TO

TOTAL NUMBER
OF COMPLAINTS

46.7%

122

118

TOTAL NUMBER
OF STAGE 1 & 2
COMPLAINTS...

11

STAGE 2
INCLUDING
ESCALATED
COMPLAINTS

3.1 days

COMPLIMENTS

20 days

Total complaints responded to on time: 111 out of 122 (91%)

< 4.5 hrs

4.3

115

Average
completion
time

< 5 days

5.06

WORKING DAYS

91%

of non-emergency repairs
were completed
“Right First Time”

(Our target is >92%)

10

90%

Target

>90%

SATISFACTION
WITH REPAIRS
SERVICE

98%

>97%

OF REPAIRS
APPOINTMENTS
KEPT

Money Matters…

(in full year, including arrears paid)

£873,437 rent owed by current and former tenants

96%

in an
104
days (Our target is >96%)
EMPTY PROPERTIES average

3

(6 out of 11)

100.2% of rent collected

Target time

RELET

54.6%

very or fairly
satisfied with
complaint
handling

A Summary of our Performance between
April and June 2019:

PROPERTIES
BECAME VACANT

< 17.5
days
17.1

Unhappy with service
45.9% (56 out of 122)
Repairs & Maintenance
41.8% (51 out of 122)
Equality, Policy and Process
5.7% (7 out of 122)
Staff Attitude
6.6% (8 out of 122)

Target

EMERGENCY Target time
REPAIRS

Average
completion
time

HOURS

received regarding the
level of service provided
by staff, workmanship
from contractor and
the quality of homes
provided by CHA.

1689
NON

REPAIRS Target time

41.8%

Please note that our annual complaints report covering the period from 1 April 2018 to 31 March 2019 is now available
to download from the About Us section on our website, or you can pick up a paper copy in our Dundee or Perth offices.
Alternatively, you can request a copy of the report by contacting our Customer Solutions Team on 0800 678 1228.

How Did We Do?
611
EMERGENCY

TYPE OF
COMPLAINTS

23.8%

Stage 1 Complaints received
114 Stage 1 complaints responded 119 Upheld
29.5% (36 out of 122)
Stage 2 Complaints received
4 Stage 2 Complaints responded 3 Partially upheld 23.8% (29 out of 122)
including escalated stage 1 complaints including escalated stage 1 complaints Not Upheld
46.7% (57 out of 122)

STAGE 1
AVERAGE
TIMESCALES

6.6%

45.9%

119

114

5.7%

ASB cases resolved
on time

Our average
time
of
time
19.5reletdays
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4
NEW
PROPERTIES
COMPLETED

as at end June (including outstanding Housing Benefit
payments). Equal to 4.75% of total annual rent due.
(Target < 4%)

£21,488 in rent lost due to properties being

empty (as at end June) Equal to 0.44% of rent due.
(Target < 0.5%)

www.caledoniaha.co.uk

Freedom of Information Arrives

From 11th November 2019 Caledonia, along with all other Scottish Housing Associations will be required to comply with
Freedom of Information laws. This will give tenants, members of the public and other individuals a right to ask for
information about our activities, performance and decisions. We already publish much of this information on our website
(www.caledoniaha.co.uk), and have recently been updating this to make even more available.
As part of our commitment to openness and
transparency we have always been happy to
try and answer questions or provide other
information about us on request. This will
be no different after 11th November. Where
we identify a request as being covered by
Freedom of Information laws however, we
are required to handle and respond to this in
a certain way. Generally, this will be the case
where a request concerns something that
is a bit different from the routine “business
as usual” requests we receive on a day to

day basis. Freedom of Information is also
different from Data Protection laws, which
provide people with access to “personal data”
(information about them) that we hold.
Where people are looking for a specific
piece of information, we always suggest
trying our website first as there is a good
chance it will be found there. Our website
will soon contain a Guide to Information,
which will serve as a map of where
everything is located on the site.

If you can’t find what you’re looking for
however, or if you don’t have access to the
internet, please contact us. We may be able
to point you in the right direction – or provide
you with advice and assistance on submitting
a request to obtain the information you’d like.
You can also send your request to
FOI@Caledoniaha.co.uk. It is helpful if you
give a clear and precise description of the
information you’d like.

Put your rent account back
into credit – put Rent First

Remember to keep your rent payments up to date.
If you’re struggling with paying your rent call us today.

The last thing we want to do is evict tenants, but if we have to WE WILL.
Contact Us

0800 678 1228
www.caledoniaha.co.uk
0800 678 1228 to request posted newsletters in the future!

11

3

New Connect User Prize Draw Winners!
Contact Us
Dundee Area Office
Perth Area Office
118 Strathern Road
5 South St John’s Place
Broughty Ferry
Perth
Dundee DD5 1JW
PH1 5SU
Monday to Thursday 9am-5pm & Fridays 9am-4pm
Kirkintilloch Area Office
3 Cowgate
Kirkintilloch
Glasgow G66 1HW
Monday 9am -12pm, Wednesday 1.30pm - 5pm &
Friday 9am - 4.30pm
By Phone: 0800 678 1228
By Email: info@caledoniaha.co.uk

To thank new users for signing up to Connect we have New User Prize Draw each
month. The randomly selected winners receive a...
Jillian Hayburn from Dundee won July’s prize draw
Robert Mitchell from Perthshire won August’s prize draw
Sandra Brown from Angus won September’s prize draw

£20
VOUCHER

Sign up to Connect today at
www.caledoniaha.co.uk to be in with your
chance to be this month’s winner!

Make life easier
with Caledonia

24 hours
a day
7 days
a week
#connect-CHAGroup

www.caledoniaha.co.uk
Out of Hours Emergency Service: 0800 783 7937
ALL PERTHSHIRE, ANGUS, FIFE, TAYSIDE & WEST
DUMBARTONSHIRE REPAIRS
Available out with our office hours (see above). Our out
of hours calls are handled by one call handler BR24. When
contacted BR24 will make arrangements for contractors to
attend to emergency repairs. BR24 will also contact Caledonia
Housing Association staff if the situation is serious.
ALL INVERNESS REPAIRS
All repairs for our residents in Inverness are reported to Cairn
Housing Association on 0800 990 3405 (free from landlines).
ALL EAST DUNBARTONSHIRE & NORTH LANARKSHIRE
REPAIRS
PHONE 0333 123 1011 (McDougalls) or 01294 468113 (Frews Gas Central Heating)

PLEASE NOTE: DO NOT CALL THIS NUMBER TO
REPORT A ROUTINE OR OTHER
NON-EMERGENCY REPAIR.
Homes and Services that make life better!
member

Please contact us for a translation.
This is the newsletter of Caledonia Housing Association.
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.

Reminder to request a paper copy
Our quarterly newsletters are available online ONLY unless you sign up for a
postal copy. To sign up to receive your newsletter in the post each quarter please
call 0800 678 1228 or email communications@caledoniaha.co.uk

0800 678 1228 to request posted newsletters in the future!
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