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WELCOME to the latest edition of Caledonia News. 
This winter edition is packed with news and events 
from across your communities, the association and 
useful tips & information for winter. 
The festive season brings cheer and celebration as well 
the chance to reflect on the year that is drawing to a 
close. 2016 has once again been a busy and successful 
year for us. We were elated to receive the accolade of 
Service Business of the year at the Courier Business 
Awards last month – a testament to the hard work our 
teams put in. 
This award comes as the icing on the cake in a year 
where we have welcomed another subsidiary, 
Bellsmyre Housing Association, into the Group. This 
partnership bolsters our existing partnerships in 
Dumbarton and the continued work we together, 
with our partners in Dumbarton, are doing to 
regenerate and build more housing in the area. 
We were delighted to have the Scottish Housing 
Minister, Kevin Stewart, officially open our flagship 
Dumbarton Kippen Dairy development last month, 
more details of which can be found on page 4. 
Although a busy and successful year filled with 
growth our priorities remain unchanged – to provide 
affordable, sustainable homes in vibrant communities. 
To continue this growth and success into 2017 we look 
to you to provide us with your opinions on the things 
that matter to you in your tenancies. We are always 
actively seeking your opinions and are currently 
interested to hear what you think about your rent. On 
page 2 we have an article detailing our current rent 
consultation and I would like to personally urge you all 
to let us know what you think – your opinions count 
and will shape our future policies. 

On behalf of the Board and all the staff, 
I would like to wish you and your family 
a very merry Christmas and happy and 
prosperous New Year.
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Julie Cosgrove | Chief Executive

We WON!!

We were delighted to be named Courier 
Service Business of the Year at a glittering 
awards ceremony held at the Apex City Quay 
Hotel in Dundee on Saturday 29th October. 

We were up against strong competition in 
the category, and the award is testament to 
the high quality services we provide and the 
commitment of all our staff to deliver the 
highest standards.  

We were named as one of three finalists short 
listed for the Service Businesses of the Year 
category in August.  All three short listed 
finalists were then visited by the judges to 

access their submissions and see their service 
business in practice before the overall winner 
was decided.   

Julie Cosgrove, Caledonia’s Chief Executive said 
“I WOULD LIKE TO THANK ALL THE STAFF FOR 
THEIR CONTINUOUS EFFORTS TO DELIVER GOOD 
SERVICES FOR OUR CUSTOMERS, FOR MANY 
WHAT WE DO REALLY DOES CHANGE THEIR LIVES 
AND WE CAN HAVE A HUGE IMPACT.  THANKS 
GO TO THE SPONSORS OF OUR AWARD BREWIN 
DOLPHIN, THE COURIER AND OTHER MAIN 
SPONSORS, AS WELL AS THE APEX HOTEL FOR 
HOSTING SUCH A SPECTACULAR NIGHT. IT WAS A 
VERY MEMORABLE EVENING.”

Our Dundee
& Perth offices are 

closed over the festive 
period from 2pm on 
23rd December and 
will reopen at 9am 

on 3rd January 
2017



We are constantly looking to improve the 
services we provide to tenants and customers 
and to do this we want to know what you think.  
At this time of the year our attention turns to 
rent and we need your input and opinions to help 
shape our 2017 Rent decisions. 
Our current Rents Setting Policy, available to 
download from our website, sets out our approach 
to the rents and service charges we collect from 
our residents.  The policy details the principles on 
which rent charges are based, how rent increases 
are calculated, what consultation is undertaken 
when increasing rent charges and how tenants and 
customers are informed about what they have to pay.

The main aims of the current policy are:

• Affordability - rents are affordable for everyone;

•  Viability - enough income is generated to meet 
all financial requirements including the costs of 
managing and maintaining the homes;

•  Fairness - there is a fair system of setting rents for 
different types of property;

•  Comparability - rents are consistent with 
comparable rents charged by similar social 
landlords in similar circumstances; and

•  Fair and accountable service charges - service 
charge costs are set and collected in a fair and 
accountable manner

We review the policy each year and it is our view that 
it has delivered on these aims and does not require 
any changes. This view is based on:

•  For the last five years our comparative rent 
increases have been lower than other Associations 
and significantly lower than the national average. 

•  Last year our rent increase was 1%; the Scottish 
average was 1.88%. 

•  Last year 91% of our residents indicated that 
our rents offered value for money, the Scottish 
average was 79%.

•  In 2015/16 we invested £3.7 million on maintaining 
our homes, we also built 67 new affordable 
homes for rent.

•  The Scottish Housing 
Regulator endorsed our 
approach to affordability 
and how we consult with 
our tenants. 

However, we are constantly looking to improve the 
services we provide to tenants and customers and 
we want to know what you think. If you would like 
to forward a comment about the Rent Policy please 
get in touch via 

 Email: Rents2017@caledoniaha.co.uk

 Phone: 01738 474801

 Or write to the following address:

 RENT POLICY CONSULTATION
 FREEPOST RSZT-LEYZ-JGAZ
 CALEDONIA HOUSING ASSOCIATION
 5 SOUTH ST JOHNS PLACE
 PERTH PH1 5SU

What do you think about your Rent? 
Have your say and help us set the 2017 Rents

Issue : Winter 2016NEWS2

TENANT WINTER EDITION NEWSLETTER 2016

Launching our Partnership with Our Power
We are now a member of the fast 
growing energy provider Our 
Power who aim to deliver low-cost 
and environmentally sustainable 
energy supplies to homes all across 
Scotland. Our Power has been 
established by Scottish Housing 
Providers in the last year and now 
has over 50 members.

As part of our commitment to our 
residents, we aim, with the help 
of Our Power, to provide the best 
possible customer service and 
competitive tariffs to help residents 
save money on their energy bills.  
We hope this will help to prevent 
fuel poverty and address the 
inequality of higher tariffs charged 
to prepayment customers.  It also 
allows residents to easily monitor 
how much energy they are using.

As of Tuesday 1st November 2016 we 
will be using the Void Management 

Service provided by Our Power with 
the majority of our Void properties 
energy supplies being transferred 
to Our Power and a new Smart 
meter fitted prior to the new tenant 
moving in.  This is currently being 
trialled at the Newhouse Road 
Regeneration Project in Perth.  

This ends our Void Management 
relationship with SSE and we would 
like to thank them for the excellent 
service they provided to Caledonia 
in recent years.

In the future we will work with Our 
Power to widen out the option of 
Our Power energy provision and 
Smart meter installation to our 
existing residents.

If you wish to find out more please 
visit Our Powers website: http://
our-power.co.uk to see who they 
are and what they do.

Replies should be returned 
by 3rd January, 2017 and 
will be entered into a £50 
voucher prize draw.
Thank you in advance – we really 
do need and value your opinions in 
helping us shape our policies and 
procedures.



COMPLAINTS 
•  163 Stage 1 complaints (77 in the 1st quarter & 86 

in the 2nd quarter) 5% increase in the number of 
complaints received for the same period in 2015/16

•  8 Stage 2 complaints (includes 2 complaints that 
were escalated from Stage 1 to Stage 2)

•  Repairs & Maintenance is the complaints category 
with the highest number of Stage 1 complaints made 
against it (47% of total complaints received)

•  Unhappy with Service is the 2nd highest complaints 
category with 38% of Stage 1 complaints being 
recorded against this category

•  33% of total complaints (Stage 1 & 2) were upheld 
by us, with 27% being partially upheld, and the 
remaining 40% not upheld

•  The average timescales for completing Stage 1 
complaints was 3.2 days ( 5-day target), with 17.4 
days being the average for Stage 2 complaints (20-
day target)

•  85.1% of all complaints were resolved within 
their respective timescales. This is short of our 
own challenging target of 96% for complaints 
resolution....we’re hoping to improve our 
performance over the remainder of the 2016/17 
reporting year so that we can get closer to our 
96% target

•  78% of customers who completed their complaints 
handling satisfaction survey advised us that they were 
either very or fairly satisfied with the way in which 
we handled their complaint. If you make a complaint, 
please ensure that you complete the complaints 
satisfaction survey form that you will receive from us, 
as your feedback regarding how well we handle your 
complaints is really important to us.

COMPLIMENTS
Over the reporting period, we received 25 customer 
compliments with main compliment themes relating to:
•  excellent customer services when accessing/

requesting services provided by the Association
•  compliments from customer family members in 

regards to the service quality provided to their 
family members

•  satisfaction with the way staff have dealt with 
situations such as emergency repairs or providing 
assistance to customers for resolving issues such as 
overpayments;

• quality of the homes provided by the Association 
•  improvements made to the tenants’ newsletter in 

terms of the content/stories
•  effectiveness of partnership working arrangements 

that the Association has in place with Angus Council

18,149
NUMBER OF CALLS 

RECEIVED BY CS TEAM 
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Complaints, Compliments & Comments3 ‘s
In this edition of 3C’s we are going to reflect on the first six months of the 2016/17 reporting year (1 April 
2016 to 30 September 2016) in regards to your complaints, and compliments that are recorded through 
our customer relationship management system:

DRIVING VALUE, GROWTH 
AND DIVERSIFICATION…
PLANNING FOR 2017-22
Stirling University was the venue on 15 November 
to bring together the Association’s Management 
Board, the Management Committees of our partner 
organisations, Cordale and Bellsmyre Housing 
Associations, and the Tenant Scrutiny Panel to look 
at the big issues likely to influence the work of 
the Caledonia Housing Group and to decide on key 
priorities for the coming year.  
The wider world was seen to be a challenging 
place with issues such as welfare reform, the wider 
economy, new legislation and the changing needs and 
expectations of our tenants and other customers all 
discussed in detail.
One of the key outcomes from the event was the 
general agreement that over the coming year we 
should focus our work on how we can ensure that we 
provide value for money for our tenants and other 
customers through the homes and services that we 
provide; how we can meet the challenge of continuing 
to build more new homes; and options to provide 
other services that would benefit our tenants and the 
work of the Associations in the Group.  
Over the next two months we intend to develop these 
ideas to build them into our new Business Plan for 
2017-22 for consideration by the Management Board in 
February 2017.

How Did We Do?
1036

EMERGENCY
REPAIRS

3.22
HOURS

97.9%of these were answered within 30 se
co

nd
s

Average
completion

time

Target time

< 5 hrs

3011
NON

EMERGENCY
REPAIRS

4.86
WORKING DAYS

Average
completion

time

Target time

< 5 days
92.9%
of our reactive repairs were 

completed “Right First Time”
(2797 out of 3011 repair jobs)

(Our target is 92%+) 

EMPTY

144
PROPERTIES

15.7 days
Our average relet time 94% 

(target is 92%+)

ASB RESOLVED IN
AGREED

TIMESCALES <£1,309,986 
SPENT UP TO END OF 

SEPTEMBER ON PLANNED 
MAINTENANCE & 

IMPROVING THE QUALITY 
OF YOUR HOMES

SPENT

If you have any questions 
about this information or 
would like further details, 

please contact us.

£7.99m 
RENT PAYMENTS 

COLLECTED
(including arrears)

£688,027
was owed from
current tenants

END OF SEP

£23,901
LOST RENT PAYMENTS 

DUE TO EMPTY 
PROPERTIES 0.3%

OF THE TOTAL 
RENT DUE FOR ALL 

PROPERTIES

Over the
6 month
period

96.4% 

784 out of 813

REPAIRS 
APPOINTMENTS 

KEPT

We would be very interested to hear from 
you if you have any thoughts or comments 
on these proposals and / or if you have ideas 
on other issues that you think we should be 
prioritising in our new Business Plan.

Please give us a call on 0800 6781228 
or email info@caledoniaha.co.uk

From 1st April to 30th September 2016



DEVELOPMENT 
NEWS
We continue to push on 
with our plans to build more 
affordable housing with work 
starting ahead of schedule 
on the final stage of the 
Muirton estate.  For the safety 
of residents and visitors, road 
closures have been put in 
place to ensure a safe working 
environment for the site staff. 
The closures will remain in 
place throughout the duration 
of the project but, as the 
new homes are completed, 
new accesses will be opened 
up for residents. We have 
reminded the contractor of the 
importance of communicating 
progress with local residents 
but as always please let us 
know if we can assist with 
any matters arising from the 
building works.

As well as Muirton, good 
progress is being made on 
site with the construction of 
16 flats for rent and eight flats 
for Shared Equity in Carnoustie 
with completion expected in 
Autumn 2017.  Details on how 
to apply for a Shared Equity 
property will be in the next 
edition of the newsletter.

Newhouse Road Perth - Work 
has been completed on three 
Closes which means 18 flats 
have been refurbished and 
brought back into use. The 
team is working hard and the 
project is progressing well. The 
next Close is expected to be 
finished on 12th December.

Caledonian Road Perth - This 
complex project is continuing 
on programme, it is expected 
that the first new homes on this 
site will be ready in September 
next year.

SCOTTISH HOUSING MINISTER OFFICIALLY OPENS 
OUR KIPPEN DAIRY HOUSING DEVELOPMENT
We were delighted to have the newly built 
Kippen Dairy development of affordable 
housing in central Alexandria officially 
opened by the Scottish Housing Minister, 
Kevin Stewart, on 1st November. 
The development was formerly occupied by Kippen 
Dairy and Leven Cottage Hospital but had lain 
derelict for many years.  It is a pivotal location in 
the town centre and is part of the proposals for 
further regeneration of Alexandria Town Centre. The 
design and layout of the houses had been carefully 
considered to ensure that it has maximum impact in 
transforming the area.  

Caledonia Housing Association, working in 
partnership with Robertson Central, Cordale Housing 
Association and Dunbritton Housing Association, 
commenced the work in April 2015.  The 55 new 
social rented homes contribute to Caledonia and 
Dunbritton Housing Associations’ aims to increase 
the supply of high quality affordable housing in 
the Alexandria area.  It also supports the Scottish 
Government targets to deliver 50,000 new affordable 
homes by 2021.

Most of the homes will be managed by Cordale 
Housing Association, a commitment that was given 
to Cordale when they became part of the Caledonia 
Group in April 2014.

Julie Cosgrove, Caledonia’s Chief Executive, said, “It 
was great to have the Scottish Housing Minister, 
Kevin Stewart, officially open the development 
at  Kippen Dairy. This was a very important 
development not only for Caledonia and Dunbritton 
Housing Association but for the regeneration 
of Alexandria and for the area as a whole. This 
project is a testament to the successful partnership 

between Caledonia, Dunbritton and Cordale 
Housing Associations.” 

Sephton MacQuire, Chair of Dunbritton Housing 
Association added; “Dunbritton is proud to have 
had the opportunity of working with Caledonia 
and Cordale Housing Associations to deliver this 
fantastic development. The six tenants that have 
moved in to our ‘Dunbritton Apartments’ on 
Susannah Street are absolutely delighted with the 
quality of their new homes.  We hope that this 
success results in more joint ventures which will 
benefit current and future generations in the Vale 
of Leven”

David Cairns, Regional Managing Director, 
Robertson Central, said: “This has been an 
extremely rewarding project to be involved with. 
It is fantastic to see that the tenants are already 
speaking so highly about the quality of the new 
accommodation. We have enjoyed working in 
partnership with Caledonia Housing Association, 
and look forward to seeing the community continue 
to transform as a result of this development.”

Minister for Housing Kevin Stewart said “I am 
delighted that the Scottish Government’s affordable 
housing supply programme was able to support 
this project with a grant of £3.8 million. This will 
support the delivery of these affordable, high 
quality homes and will help address the demand 
for social rented housing for people in the West 
Dunbartonshire area. 

 “We have committed to deliver 50,000 more 
affordable homes, with 35,000 available for social 
rent, over the next five years, backed up with 
investment of more than £3 billion. Projects such as 
this one today marks another step on the road to 
delivering that pledge.”
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NEWHOUSE ROAD 
SPOOKY CRAFTS & COFFEE
On Wednesday the 19th of October local residents 
attended the Newhouse Road Community Flat for a 
Coffee Morning with a difference.  Kids and Adults 
created Halloween pictures and decorations for their 
community flat in between enjoying all the cakes and 
sweet treats that were on offer. 

A great time was had by all and Linda Young, Newhouse 
Road Regeneration Team Leader, was delighted with 
everyone’s efforts and the fantastic artwork produced.



Soup at Dickson 
Avenue with 
St Ninans & the Hilton
Residents at Dickson Avenue in Dundee had a 
lovely visit from pupils of St. Ninian’s School 
on Thursday 27th October. 
The children are involved with a Care in the Community 
Project, which aims to develop their skills for learning, 
life and work. In October as part of their project the 
children were assisting with making an ‘autumn soup’ 
(with pumpkin and various other veg in it), along with 
staff from the Doubletree Hilton Hotel. 

Once made the children thought it might be a nice idea 
to share their homemade soup with the tenants at 
Dickson Avenue.  All involved said it was delicious and 
much appreciated. 
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Festive Safety & 
Decorations  
The festive season is a time for 
celebration, decorations and cheer. 
When you’re decking the halls this 
Festive season make sure you follow 
our simple advice to make sure your 
decorations aren’t a hazard.

FAIRY LIGHTS

•  Unplug fairy lights and other 
electrical Christmas decorations 
when you leave the house or go 
to bed.

•  Check fairy lights are in good 
working order and replace any 
bulbs that have blown.

•  Bulbs can get very hot, don’t let 
them touch materials that can 
scorch or burn easily, such as 
paper or fabrics.

•  Make sure the fuse in the plug is 
the correct rating.

•  If you need to plug more than 
one appliance into an electrical 
socket use a multi-socket 
adaptor which is fitted with a 
fuse and has surge protection.

DECORATIONS

•  Decorations made of light tissue 
paper or cardboard burn easily.

•  Don’t attach them to lights or 
heaters.

•  Don’t put them immediately 
above or around the fireplace.

• Keep them away from candles.

CHRISTMAS TREE

Don’t place your tree close to a heat 
source, such as a fireplace, heat vent 
or candles. The heat will dry out the 
tree, causing it to be more easily 
ignited by heat, flame or sparks. 

Be careful not to drop or flick 
cigarette ashes near a tree. 

Do not put your live tree up too 
early or leave it up for longer than 
two weeks. 

Keep the tree stand filled with water 
at all times.

Please have a safe and happy 
Christmas and New Year
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AnnualConference
and AGM 

2016
Friday 18th - Sunday 20th

NOVEMBER 2016
FAIRMONT HOTEL, ST ANDREWS

TPAS
SCOTLAND
A CLEAR AND INDEPENDENT VIEW OF TENANT PARTICIPATION FOR 36 YEARS

SECTOR LEADING
CONFERENCE FOR

TENANTS & LANDLORDS
IN SCOTLANDTPAS conference

We were delighted to support two of our scrutiny 
panel members, Clark Bremner & Keith Pearson, to 
attend the TPAS SCOTLAND Annual Conference 2016 & 
National Good Practice Awards at the Fairmont Hotel 
in November.

Members of our Scrutiny Panel have a variety of 
opportunities open to them from sponsorship 
through qualifications, attending courses the list 
goes on. The Scrutiny Panel is open to all and we 
are always looking for new members to get involved please contact 
Lara Allan on 0800 678 1228 or email lara.allan@caledoniaha.co.uk 

Rent comes first at Christmas  
Christmas is coming and that means the usual 
demands on your money but don’t forget to pay 
your rent. Missing a rent payment may seem like a 
quick fix to your problems but it can have serious 
consequences. YOU COULD BE AT RISK OF LOSING 
YOUR HOME.

Remember this year there are no rent 
holidays over the Christmas period. You 
will be expected to pay your rent every 
week, or monthly as per your agreement.

Handy hints for the holiday season
For many people Christmas can be a worrying time. 
While they want to enjoy themselves and treat their 
loved ones to gifts, going on a spending spree can 
push them into debt. Although most of us have some 
kind of debt to deal with, it can be very dangerous if 
you’re not completely in control of it and once in debt, 

it can be very difficult to get out of it. So if you want 
to ensure you can still enjoy Christmas without getting 
into mountains of debt, here are some handy hints to 
help keep you out of trouble:

 1.  Don’t forget your everyday bills however much 
you want to enjoy Christmas, it is important not 
to forget about your normal monthly bills. Your 
rent, utility bills etc. still need to be paid and if 
you don’t pay them on time, you risk losing your 
home or having your gas and electricity cut off. 

2.  Create a budget work out exactly how much you 
have to spend and how many people you need to 
buy presents for.

 3.  Plan ahead and decide exactly which presents 
you’re going to buy in advance and/or have a 
fixed amount per person.

 4.  Spend the right way If you can’t afford to pay for 
Christmas in one go and you need to use a credit 
card, make sure you use a 0% on new purchases 
credit card and work out your repayments. Cut 

the card up on Christmas day to avoid further 
spending and stay clear of high interest store 
cards and pay day loans.

 5.  Always shop around to ensure you’re getting the 
best deal on your shopping. 

6.  Enjoy the free stuff! There are activities you can 
do over the festive period that are absolutely 
free. Carol singing, watching the kids in the school 
nativity, seeing the Christmas lights turned on, 
playing board games – all of these activities 
won’t cost a penny and are a great way to spend 
time with the family. 

7.  Finally, Speak Up.  If you’re seriously struggling 
with your finances, don’t keep quiet about it. If 
you are struggling to pay your rent, you should 
contact your Housing Officer as soon as possible to 
discuss your rent payments. 

Enjoy Christmas but spend wisely, don’t be 
pressured into spending what you don’t have... and 
don’t forget your rent!

Tuesday Shelter Drop In Sessions at Muirton
Did you know that Shelter have 
been having drop in sessions at 
the Muirton Community Flat in 
Perth from 10am – 12noon every 
Tuesday?  They are there to allow 
you to pop in for housing and 
benefits advice.  A Housing Officer 
will also be there to assist with 
any housing related issues.

No appointment is 
 necessary on the 

Tuesday morning drop in 
sessions and the kettle 

is always on.
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We were proud to receive our Volunteer 
Friendly Award and certificate from 
Dundee’s Lord Provost at the Volunteer 
Friendly Award Civic Reception held 
on Tuesday 25th October at the Civic 
Chambers in Dundee. 

Our Volunteer Service has been running 
since 2013 providing activities and a 
befriending service to reduce the growing 
problem of loneliness and social isolation 

for older people.  We currently have 
volunteers facilitating gentle seated 
exercise classes, tea & coffee groups, bingo, 
quiz and games nights, arts & crafts and 
other befriending roles.

If this sounds like something you would 
be interested in please get involved and 
contact Gary Flew on 01382 237179 or email 
gary.flew@caledoniaha.co.uk.

Volunteer Friendly Award

Your Photo Gallery: What’s been happening in and around Caledonia communities

HEATHER WILLIAMSON IS PART OF OUR 
NEIGHBOURHOOD TEAM AND HAS RECENTLY 
CELEBRATED 30 YEARS’ SERVICE WITH THE 
ASSOCIATION.  IN JULY 1986, HEATHER JOINED SERVITE 
HOUSING AS A SCHEME MANAGER AT ALEXANDER 
STREET, DUNDEE BEFORE MOVING TO THE NEWLY 
OPENED SHELTERED HOUSING COMPLEX THE MALTINGS, 
IN LADYBANK, IN 1993 AS SCHEME MANAGER. THANK 
YOU FOR YOUR CONTINUED HARD WORK HEATHER.

WE WERE DELIGHTED TO RECEIVE THESE 
PICTURES FROM ONE OF OUR LEUCHARS 
RESIDENTS SHOWING US HER FIRST 
SCRAP BOOK CURRENT SCRAP BOOK 
WITH CLIPPINGS FROM 

WE HAVE RECENTLY HAD A NUMBER OF OPEN DAYS 
TO RAISE AWARENESS OF OUR SCHEMES IN THE LOCAL 
COMMUNITY AND TO PROMOTE THE VARIED RANGE 
OF ACTIVITIES OUR TENANTS ARE INVOLVED IN. THE 
EVENTS HAVE BEEN HELD THROUGHOUT OCTOBER & 
NOVEMBER IN LADYBANK, THE MALTINGS IN DUNDEE 
AND SPOOKY HALLOWEEN THEMED OPEN DAY IN 
MONIFIETH ON THE 31ST OCTOBER! PICTURED HERE 
IS SOME OF OUR MALTINGS RESIDENTS CUTTING THE 
OPEN DAY CAKE.

THE BIRTHDAY CORNER

DAVID POWRIE CELEBRATING HIS 96TH BIRTHDAY 
WITH IRENE HANDY AT MARTINGALE IN DUNDEE

 MARY BRACKEN CELEBRATING HER 90TH BIRTHDAY 
WITH FRIENDS ANNIE CLARK & CHARLOTTE 
ANDERSON ALL FROM FINLARIG TERRACE IN DUNDEE

CORA MURRAY FROM NAUGHTON PLACE IN 
DUNDEE CELEBRATING HER 80TH BIRTHDAY



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

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
Dundee Area Office Perth Area Office
118 Strathern Road 5 South St John’s Place
Broughty Ferry, Dundee Perth
DD5 1JW PH1 5SU

By Phone: 0800 678 1228
Monday to Thursday 9am-5pm & Fridays 9am-4pm

By Email: info@caledoniaha.co.uk

www.caledoniaha.co.uk

Out of Hours Emergency Service: 0800 783 7937

ALL PERTHSHIRE, ANGUS, FIFE & TAYSIDE REPAIRS

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.

ALL INVERNESS REPAIRS
All repairs for our residents in  Inverness are reported to 

Cairn Housing Association on 0800 990 3405 (free from 

landlines) and 0300 456 1245 (local rate from mobiles).

PLEASE NOTE: DO NOT CALL THIS NUMBER TO 
REPORT A ROUTINE OR OTHER 
NON-EMERGENCY REPAIR.
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WINTER PREPARATION ADVICE & TIPS
The Scottish winter weather can catch us all out so we’ve put below 
some of our top winter tips to beat the cold weather. 

TIPS TO PREVENT FROST DAMAGE 
There are some simple steps to take to help prevent your pipes from 
freezing:
•  Leave the central heating on for short periods of time 

throughout the day. 
• Let warm air into your roof space by keeping the trap door open
•  Keep the cupboard door under the sink open, this will let warm 

air move around the pipes.
 • Keep room doors slightly open to allow warm air to move around the house.

IMPORTANT THINGS TO KNOW
Most frozen pipes occur in the roof space and below sink units and can cause considerable damage 
if they burst. 
• Ensure that you have insurance for your contents and personal belongings. 
• Know where your stopcock is so that you can switch off your water if there is a burst.

IF YOU HAVE A BURST PIPE 
Turn off the mains water supply immediately by turning the stopcock clockwise. This will stop any 
more water getting into the water pipes. 

If the burst pipe is on the main water system the rush of water will stop after a short while. If the 
rush of water does not stop or there is still a constant run of water, the problem is probably in the 
cold water storage system. You will need to drain down the cold water storage tank which is usually 
located in the roof space. 

You should immediately contact the  Customer Services Team in the event of a burst pipe within 
office hours only, or call our out of hours number in an emergency. 

If you have a frozen pipe thaw it out slowly by using hot water bottles or towels soaked in warm 
water. Do not use direct heat such as blowtorches as this may cause permanent damage to the 
pipes. The use of blowtorches could also lead to a fire in the home. If in any doubt please contact 
the Customer Services Team to report the fault. 

GOING AWAY FROM YOUR HOME WHILE THE WEATHER IS COLD
•  If you are likely to be away for a short period 

please leave your heating on.
•  If you are likely to be away for a long period, 

your house will be safer if you drain down the 
water pipes and switch off your heating and 
water. Please contact a reputable plumber or 
your Maintenance Officer if you require advice 
about this. 

•  Ask a friend or neighbour to check the house 
and leave a spare key

We have also made arrangements for our
grit bins to be topped up across all areas and

have purchased additional stocks of grit should
we need to refill the bins over the coming months. 

FESTIVE PERIOD REPAIRS SERVICE
Please note that when our offices are closed, we provide an emergency 
repairs service only.
This means over the festive period (from 2pm on 23rd December until 9am on 3rd January) 
we will generally only respond where a repair is needed: to remove a safety hazard; to make a 
property fit for habitation; to prevent serious damage or further serious damage to our property. 
Emergencies include incidences of fire, flood, water ingress or emergency repairs to heating and 
hot water systems.
Utilities firms should be contacted when mains supplies of electricity, gas or water are affected.
TO REPORT EMERGENCY REPAIRS, CALL OUR OUT OF HOURS SERVICE BR24 ON: 0800 783 7937

ALL INVERNESS REPAIRS
All repairs for our residents in Inverness are reported to Cairn Housing Association on 
0800 990 3405 (free from landlines) & 0300 456 1245 (local rate from mobiles).


