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Welcome to
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AS WE HEAD into the autumn/ 
winter period I know that this 
time of year starts to get very 

busy for many of you, but I would urge 
you to take some time over a cup of 
tea or coffee to read the items in this 
edition of our tenants’ newsletter. 

There are a number of important 
articles one of which is the review of 
our sheltered housing support service. 
Caledonia, like many other landlords 
who provide sheltered housing, is 
reviewing services provided for older 
people and we have started detailed 
consultation with affected residents. The 
review is in direct response to both the 
Scottish Governments aim to maintain 
independent living but also recognises 
the reduction in funding from local 
authorities and the impending removal 
of funding in Angus and Fife. If you are 
unclear on any aspect of our proposals, 
please do not hesitate to contact us. Our 
aim as part of the review is to make sure 
that we retain a level of local services 
that meet the needs of local residents, 
provide some flexibility on the nature 
of the support but overall ensure that 
residents in our sheltered housing live 
in a safe and comfortable environment.

Recently we introduced a new project 
in partnership with Shelter Scotland 
which is directed at assisting tenants 
who are struggling financially. 

In recent months this key project has 
helped a number of tenants secure 
benefits they were entitled to, obtained 
community care grants and helped 
to negotiate with creditors. If you are 
having financial difficulty then the 
team could be helping you. You should 
make contact with your local housing 
officer or our customer service team in 
the first instance. 

In October, we issued our report on 
how we had performed against the 
Scottish Social Housing Charter. This 
was prepared as a road map which 
I hope you found useful. Over the 
coming weeks we will be starting a 
comprehensive tenant survey, the 
results will be invaluable in helping to 
shape and improve our services to you 
in the future, so I would encourage you 
to take part.

CaledoniaHOUSING ASSOCIATION
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Customer Satisfaction Survey 2014
Making Advice Work:  

A Partnership with Shelter Scotland

SINCE THE Making Advice Work 
Project started Shelter have dealt 

with 127 referrals direct from housing 
officers. These are 127 tenants who 
have been struggling to pay their 
rent for a number of reasons such as 
benefit sanctions, deductions from 
benefit, other debts, housing benefit 
complications or struggling with 
heating charges. Shelter Scotland’s 
Making Advice workers have dealt 
with all of these issues together with 
many others. How they differ from 
other projects is that they can spend 
time with tenants in their homes or 
in the office and work through the 
problems they are facing. 

Here are some of things they have 
done for tenants in the last 12 months:
•	Housing benefit backdated 
•	Housing Benefit Overpayments 

written off
•	Community care grants for 

furniture including beds, carpets, 
fridge freezers
•	Reduction and clearing of energy 

debt
•	Successful Mandatory 

Reconsiderations
•	Applications for housing benefit

•	DHP applications and backdates
•	Negotiate with creditors

The project wants to put tenants in 
a position where they are able to stay 
secure in their homes. Whilst paying 
rent has to be a priority they also 
understand that sometimes there is 
no money spare and this is where they 
can negotiate an affordable payment 
with your housing officer. 

Shelter will initially chat to the tenant 
about how they have reached this 
point, they will look at income and 
expenditure and see if there are any 
areas where they can help maximise 
income. They then complete a 
financial statement which can be used 
to negotiate with creditors but is also 
a great tool to help people budget 
their money.
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For more information  
or advice about this service,  
please contact your Housing  
Officer or call our Customer 

Services Team on  
0800 678 1228. 

CALEDONIA Housing Association wants to find out what you think 
about our properties and our services.  We want to hear your views on 
how we are doing and what we need to do better.

As a result, we are asking Knowledge Partnership, who are independent 
researchers, to carry out a Customer Satisfaction Survey on our behalf.   

Interviewers from Knowledge Partnership will be working in your area 
over the next few weeks to carry out face to face interviews with as many 
customers as possible. The interview will take around 15-20 minutes to 
complete.  The satisfaction survey is completely anonymous which means 
we will not get to know individual responses. 

We hope that you are able to help us by taking part and to encourage 
your participation all customers that agree to be surveyed will have 
their details entered into a draw to win one of five £50 cash prizes. 

If you do not want to take part in the Survey, just call Knowledge 
Partnership and they will ensure that you are not visited. Their free-phone 
number is 0800 169 9376.

Similarly, if you are keen to take part in the survey, please call Knowledge 
Partnership’s free-phone number above advising when you will be available, 
including weekends or early evenings Monday to Friday, and they will 
ensure you are visited.

In the meantime, if you have any questions about the survey, please call 
Knowledge Partnership and ask for Alan Kennedy or Theresa Quinn on 0800 
169 9376.
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Our scheme in Queen Street, Tayport, celebrated it’s 30th Birthday last week! 
Residents were joined by Housing Officer Alison Kell (above front right) and 
Scheme Manager Pamela Marshall (above back right) and Councillor Margaret 
Taylor for Tay Bridgehead (above back left). Cutting the celebration cake was 
Anna Wighton (above front left), who has resided at the scheme since the scheme 
opened its doors in 1984. A great day was had by all with lots of cake and coffee 
on offer as well as a guided tour of the newly renovated show flat.  Happy Birthday 
Queen Street! 

 Happy 30th Birthday Queen Street!
Did you know that if you feel that we have failed to do something, or have taken 
an action that puts tenants’ interests at risk and it will affect many or all of our 
tenants, that you can report this as a significant performance failure?
Examples of significant performance failures include:

•	 Failure to carry out health and safety requirements, such as annual gas 
safety checks

•	 Failure to allocate houses in line with our legal responsibilities or good 
practice

•	 Failure to maintain tenants homes or carry out repairs in line with our 
published policies

•	 Failure to consult tenants about issues such as proposed rent increases 
and other policies that affect them

•	 Failure to allow tenants to participate and influence decisions that we 
make

The Scottish Housing Regulator has produced a leaflet explaining the difference 
between a complaint and a significant performance 

failure and what you should do if you are aware of 
a significant performance failure.  Copies of this 

leaflet are available at our offices in Dundee 
and Perth and can also be downloaded 

from the Compliments, Complaints or 
Suggestions section of our website at  
www.caledoniaha.co.uk or from the 
Scottish Housing Regulator’s website:  

www.scottishhousingregulator.gov.uk.

Significant Performance Failures

Be in the know & find out first, connect and follow us...

LIKE US ON 
 FACEBOOK

FOLLOW US ON 
 TWITTER
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Update on Sheltered Housing Support Service Review
As a significant provider of purpose built housing and related services for older people, Caledonia has set out a 
vision of the way we deliver services that people want and need.  We want to make sure our services are relevant 
to older peoples changing needs and aspirations and are tailored to meet a range of needs. The facilities and 
options available are designed to support independent, active living whatever your age.

THE SCOTTISH Government has 
acknowledged that Scotland’s 
population is ageing and that the 

policy driver for the provision of services 
to older people will be to maintain 
independent living and provide services 
which are focussed on the individual 
and not linked to accommodation. This 
is being reflected by local authorities 
through the level of funding being 
made available to deliver the provision 
of support services to providers such as 
Caledonia within sheltered housing.  

The impact of this has been that year 
on year we have seen a reduction in the 
funding provided via local authorities, 
either with no inflationary uplifts being 
awarded (which has meant a reduction 
in real terms) or a cut to the funding 
provided.  We are also now seeing a shift 
in local authority views on the model 
of support services they will be willing 
to fund.  This has directly impacted 
on the level of cover we are able to 
provide during planned holiday leave or 
unplanned absences.

Whilst Caledonia has the expertise and 
experience in the provision of housing 
and support services for older people, 
some of our properties are approaching 
30 years old and it is clear that not all of 
it remains fit for purpose, either due to its 
location, the design of the property or it 
does not meet the needs and aspirations 
of older people.  

The service is predominantly based on 
a ‘one size fits all’ model which requires 
tenants to take the support service and 
pay for the associated costs whether 
it is needed or not.  This is clearly not 

in keeping with the national policy or 
local authorities emerging approach to 
the provision of support which is now 
very much being targeted towards self-
directed support based around individual 
needs regardless of accommodation.

Service Review
In October 2013 we began the review 

with a ‘Focus Group’ of tenants from 
various locations and property types to 
seek agreement as to what Caledonia’s 
‘vision’ for housing and services to Older 
People would look like. From this we have 
consulted with users of our service, local 
authorities and staff which has helped us 
to define the standards that are required 
to meet the needs of older people, whilst 
promoting good health and wellbeing.  
We also identified that more flexible care 
and support services to meet individual 
needs and aspirations was a priority to 
promote independent living.  Maintaining 
quality landlord services to support older 
people sustain their tenancy was also 
crucial as was maintaining safety and 
security at our schemes for older people.

Our Management Board have now 
approved a vision statement which set 
out our commitment to a more flexible 
approach to services based on individuals 
needs.  

This will lead to further, more detailed 
consultation with our sheltered housing 
tenants as we consider the impact of 
changes in funding in each local authority 
area and work closely with you to ensure 
we continue to provide the support 
you need in a safe and well managed 
environment.

7
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Join Caledonia on our 
Housing Charter Journey

CALEDONIA Housing Association tenants and customers should have 
received their easy to understand Housing Charter Journey Planner this 

month.
To meet the requirements set out by the Scottish Housing Regulator our 

report provides an assessment of how well we think we are achieving each of 
the 14 Charter outcomes that apply to the Association. We have also identified 
areas where we think they can make improvements and the actions we intend 
to carry out to achieve these.

Much thought and consultation went into the design and content of the report, 
with particular emphasis being placed on the views of our tenants in terms of 
ensuring that the report was easy to read, relevant and understandable. This 
included consultation with our tenant focus group as well as direction from 
Caledonia’s Tenant Scrutiny Panel who were the driving force behind the ‘easy 
to navigate’ planner.

The Association’s simple fold-out road map design reflects Caledonia’s forward-
thinking approach to its long-term success within housing – planning for the 
journey ahead and driving change.

The residents of Caledonia’s 
Bowerswell House Complex 
took part in this year’s 
McMillan Cancer Support 
Event, World’s Biggest Coffee 
Morning, in September, 
raising over £500 for the 
charity. Well Done!

WE’RE SO SOCIAL!
Be in the know and find out first. Connect with us and become a fan on Facebook 
or follow us on Twitter – or do both!  The best way for you to find out what we are 
doing on a day-to-day basis is to get connected with us.  You can also download our 
App, which is free to download on smartphones such as iPhone and Android phones. 
Our App allows you to report a repair, report issues of anti-social behaviour, set rent 
reminders, calculate under occupancy and allows quick access to contact Caledonia.

If you would llike a copy of our 
Housing Charter Journey Planner  
call our Customer Services Team 

on 0800 678 1228. 



We Need Your Views
Whilst we actively encourage our 
customers to tell us when we are 
getting it wrong,  via our Complaints 
Handling Procedure (CHP) we also 
need to know what you think after 
we’ve dealt with your complaint. By 
returning your complaints handling 
satisfaction questionnaire, this 
allows us to see how effective we are 
in terms of handling your complaint 
and whether the outcome was to 
your satisfaction.  It is great when 
we receive positive feedback on 
the way we handle your complaints 
however, we’re also very keen to 
know when we have not lived up 
to your expectations in terms of the 
way your complaint was handled, 
and its outcome.  It may not always 
be possible to provide an outcome 
that is to your satisfaction for every 
complaint, however, the way we 
handle your complaint should 
always be to the highest standard. 
If you do record a complaint through 
our CHP in the future, please use the 
complaints handling satisfaction 
questionnaire to let us know your 
views.

How Did We Perform During the 
1ST Quarter

From 1 April to 30 June, we 
handled 81 new complaints for that 
period, with 78 of them being Stage 
1 and the remaining 3 being Stage 
2. The common complaints still 
tend to be in regards to our repairs 
and maintenance services (65%), 
followed by dissatisfaction with 
the quality of services provided 
by us (28%). The remaining 7% of 
complaints related to staff attitude 
and the processes we use for 
providing our services to you.

Although the majority of our 
complaints still relate to our 
repairs and maintenance service, 
we carried out nearly 3,200 repair 
jobs during the 1st quarter, with 
just over fifty complaints being 
received in relation to those repair 
jobs. Although we only received a 
very small number of complaints in 
relation to the amount of jobs carried 
out during the first quarter we are 
working hard with our contractors 
to find new ways to improve the 
repairs and maintenance service so 
that we keep complaints low.

KEEPING YOU UP TO DATE WITH COMPLAINTS (1 APRIL TO 30 JUNE 2014)

Other complaints information:
•	 Outcomes – 60% of all complaints were upheld, with 19% not 

being upheld, and 21% partially upheld
•	 Timescales – 4.1 days for stage 1 and all stage 2 were responded to 

within 20 days
•	 Escalations – no stage 1 complaints were escalated to stage 2
•	 Equality Related Complaints – none received to date since the CHP 

was implemented on 1 October 2012
•	 Compliments received for the pilot mobile caretaking service
•	 Future Improvements – currently in the process of developing new 

reporting systems that will enable managers to track complaints 
more effectively and ensure complaints are resolved within either 
the 5 or 20 day timescale
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A new mural at our Fintry scheme was unveiled in October. Painted by a local 
artist the beautiful mural features leaves aand butterflies and it certainly 
brightens up what once was a very dull and uninteresting corner of the garden!

Mural unveiled at Fintry Scheme

8SIMPLE WAYS TO  
PAY YOUR RENT

Post Office/Paypoint/ Payzone/ E-Pay Outlet – using your Allpay card. 
Your nearest outlet can be found at www.allpay.net

 24/7 Telephone – Allpay on 0844 557 8321. It has secure and authorised 
payment processing and you can make payments by telephone 24 hours 
a day, 7 days a week. You must have your Allpay number. 

 Internet – online at www.allpayments.net using your debit or credit 
card – you must have your Allpay card number.

 Allpay App – Download to make payments by your Android phone. 
To download the app visit the iTunes or Android app store. 

 Mobile Telephone Text Messaging – you must register with Allpay first 
before text payments can begin. Register a UK registered mobile, your 
debit or credit card and your Allpay number at www.allpayments.net

 

Callpay – contact our Customer Service Advisors (during office hours) on 
0800 678 1228. Payment can be made using your debit or credit card.

 Cheque/Postal Order – posted to the office and made payable to 
Caledonia Housing Association. Please write your name, address and 
your tenancy reference number on the back of your cheque.

  Direct Debit – contact us on 0800 678 1228 to arrange this. 

247365

www.caledoniaha.co.uk

Caledonia
HOUSING ASSOCIATION
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Tenants at our Joan Bartlett House Scheme went pretty in pink 
for  ‘Wear it Pink’ day and held a coffee morning at the end 
of October. They raised £200 for Breast Cancer Care and had a 
great time doing so. Well done guys! 



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.

Contact Us

Website
www.caledoniaha.co.uk

By Phone
0800 678 1228

Customer Services Team 
available Monday to 

Thursday, 9am – 5pm 
and Fridays, 9am – 4pm

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

@

OUT OF HOURS EMERGENCY SERVICE – 0800 783 7937 
PERTHSHIRE, ANGUS, FIFE & TAYSIDE INCLUDING RESAURIE GARDENS, INVERNESS

Available outside 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.
PLEASE NOTE: DO NOT CALL THIS NUMBER TO REPORT A ROUTINE OR OTHER NON-EMERGENCY REPAIR.

ALL REPAIRS – WEST HEATHER ROAD/ASSYNT ROAD, INVERNESS
All repairs for our residents at West Heather Road & Assynt Road, Inverness are 
reported to Cairn Housing Association on 0800 990 3405 (free from landlines)  

& 0300 456 1245 (local rate from mobiles).

CaledoniaHOUSING ASSOCIATION

Contact the tenant scrutiny panel direct to find out more or to get involved:
scrutinypanel@caledoniaha.co.uk


