
Well done to Caledonia’s Tenant Scrutiny Panel 
who won the title of Best Practice in Developing 
Tenant Scrutiny of the Charter Award 2017 at the 
TPAS National Good Practice Awards in St Andrews 
on Friday 2nd November.

The official award trophy was presented to the 
Tenant Scrutiny Panel by Caledonia Chairman David 

Grant at the Management Board Strategy Away Day 

in Stirling in November.

For more details on the Scrutiny Panel and 

their activities, please see our Tenant Scrutiny 

Panel Newsletter End of Year Two Page 

Special on pages 6 & 7.
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WELCOME to the latest edition of 
Caledonia News
The festive season brings cheer and celebration as well 
as the chance to reflect on the year that is drawing to a 
close.  2017 has been a busy and successful year for us 
as an organisation but not without challenges, such as 
Universal Credit.  As an organisation, we are doing our 
utmost to ensure the transition to Universal Credit is as 
smooth as possible and provide support to you.  I urge 
all tenants to read our articles on pages 4 & 5 regarding 
Universal Credit and to get in touch with us sooner rather 
than later if you are struggling.

As an organisation 2018 will be a year where we continue 
to evolve, progressing our digital service plans and our 
objective to build 1,000 new homes.  As with all progress 
and change we will continue to ask for your opinions 
on the services we provide. This issue is packed with 
information on our big survey, rent consultations and a 
two page year-end review of our Tenant Participation 
activities.  Your opinions really do matter to us, so at 
the end of 2017 I’d like to take a moment to personally 
thank everyone who has responded to surveys and 
attended events over the last year – your opinion makes 
a difference so thank you.

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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Our Dundee & Perth 
offices are closed over 

the festive period 
from 1pm on Friday 
22nd December and 
will reopen at 9am 
on Wednesday 3rd 

January 2018

Festive Foodbank 

Christmas is a busy time of year for 
everyone, but notably for food banks who 
receive a spike in demand at this time of 
year.  The Caledonia team have embraced 
the season of good will giving generously 
to our Advent Food Bank Appeal.   
Caledonia, as an organisation, has matched 
every donation brought in by the team, 
doubling our contributions to the food 
banks in both Dundee and Perth. These were 
delivered to the Trussel Trust Food Banks in 
Perth and Dundee mid-December to allow 
the food banks time to sort and organise 
them in time for Christmas.

Remember if you are struggling this year the food banks are open and available.  

Caledonia’s Tenant Scrutiny Panel Scoop an Award 

Thank you to all those people that got in touch and requested to stay on the posting list 
for the newsletters.  To request a paper copy of the newsletter or to request an emailed 

copy please email info@caledoniaha.co.uk or call 08006781228. 



Thank you to everyone that came to 
our consultation event at The Maxwell 
Centre on Carnegie Street, Dundee 
on the 23rd November to look at our 
plans for redeveloping the former 
Maxwell Works site. 

Working with Cullross Ltd and JM 
Architects we are proposing to build 
a mixture of 30 flats and 30 semi-
detached two storey houses with a 
wheelchair accessible bungalow also 
planned.

Our planning application will be 
submitted at the end of January 2018 
and are still actively looking for your 
feedback on our plans. Please get in 
touch and let us know your thoughts 
on these new homes for Dundee. 

Maxwelltown Consultation
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Kippen Dairy Wins at 
2017 Scottish Quality 
Awards in Planning 
(SQAP) Event

Floor Plan & Room Dimensions Property Information
The property includes:

·  In-curtilage parking and front 
garden

·  High performance Double Glazing

·  Gas central heating with A rated 
boiler

·  Thermostatically controlled radiators

·  Photovoltaic Solar Panels

·  Secure by Design accreditation

·  Private, grassed rear garden with 
patio

·  Integrated wardrobes to all 
bedrooms

·  Ample storage and separate linen 
cupboard

·  Integrated oven, hob & stainless 
steel splashback and extractor hood

·  Flooring to kitchen, bathroom and 
downstairs W/C and downstairs 
W/C and Shower

Muirton Park, Perth
3 Bedroom House

Prices & Qualifying Criteria

House Size House Price
Minimum  

Purchase (60%) 
Maximum  

Purchase (80%)

3 Bed House £165,000 £99,000 £132,000

Maximum income criteria applies in the allocation of the shared equity 
properties. If you have sufficient income to buy one of these properties 
at the full sale price, then you will not be considered under the New 
Supply Shared Equity criteria. 

Applicants are not permitted to purchase a property which has more 
than 2 extra bed spaces above the needs of the family.

by Caledonia Housing Association.

Total floor space of - 102m2

· Living Room - 16m2

· Kitchen/Dining - 16.5m2

· Bedroom 1 - 13m2

· Bedroom 2 - 13m2

· Bedroom 3 - 12m2

Room measurements are approximate.  
Floor plans, dimensions and specifications are correct at time of going to press.

West Dunbartonshire Council has won two 
coveted awards at the 2017 Scottish Quality 
Awards in Planning (SQAP) a Scottish 
Government event celebrating excellence in 
planning. The accolades awarded to West 
Dunbartonshire Council included an award 
for Cordale & Caledonia’s joint project at the 
former Kippen Dairy site in Alexandria.

At the Awards the Judges said they 
considered the 11 houses and 44 flats at 
the development to be “A good solid social 
housing development using a sensitive 
palette of materials. The scale blended in well 
along the High Street as well as supporting 
some bold regeneration within the town 
centre and positioning social housing at the 
heart of the place.” Handovers for Final Phase of 

Muirton Regeneration

We were delighted to receive the first official handover of 
keys from Urban Union for the final phase of our Muirton 
Regeneration project, earlier this month.

The final phase of the Muirton regeneration includes 
private homes for sale by Urban Union, low cost homes 
for rent by both Caledonia and Fairfield Housing 

Associations and a number of properties available to 
purchase as Shared Equity properties with Caledonia 
Housing Association.

The shared equity properties have proved very popular 
with the 2 bedroom homes selling out within the first 
month. We have a couple of 3 bedroom houses still 

available – why not contact us and see if you are eligible? 
2018 could be the year you become a home owner! 

For further details please visit our website 
https://www.caledoniaha.co.uk/353_
MuirtonPerthSharedEquityHomes.html or contact Lynda 
Mutch directly on 01738 474830 or email shared.equity@
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With the Hope Project (and other Integrated Care Funded projects) we hosted a ‘Festive 
Tea Dance’ on 4th December at Menzieshill Community Centre to get together with service 
users & customers who have benefited from these projects and our networks. There was a 
fantastic turn out with singing, dancing, cakes and a great time had by all.

We were delighted to host a tea party 
to celebrate Muirlands Sheltered 
Housing Complex 25th anniversary in 
November with a fantastic turn out from 
Muirlands residents and visitors from 
the development’s past including the 
original Architect, Mr Angus MacDonald, 
Prue Watson former Chairperson of 
the Soroptimist Society and Dundee 
Councillor for the West End Fraser 
MacPherson.
Ruth Baxter, a resident since Muirlands opened in 
1992, was overjoyed to be presented with flowers 
by Councillor Baillie Fraser MacPherson to mark the 
complex’s anniversary. Ruth stated that the best 

part of living at Muirlands is the lovely company 
and wonderful community it provides.

Councillor Fraser Macpherson commented: “I am 
delighted to be here on such an auspicious occasion. 
Muirlands is very much a part of the west end 
community. It is lovely to see such a good turn out 
and spend time with the residents, especially Ruth, 
who is a testament to the great facilities provided 
by Muirlands and Caledonia Housing Association”

Muirlands is a female only development on 
Seafield Lane, just off the Perth Road in Dundee, 
owned and managed by Caledonia. It was 
originally built in 1992 for the Soroptimist Society 
to house retired professional women, providing 
secure, comfortable and independent living 
focused around a central courtyard and communal 
lounge; a design that has stood the test of time.

Martingale Garden residents were delighted to 
have the Primary 5, 6  & 7 children from their 
local primary, Our Lady’s school, put on an 
amazing Christmas carol concert in the Lounge 
at Martingale Gardens. 
The children were accompanied by a teacher, 
an assistant, 2 violinists & a trumpeter!
The variety of carols were sung 
enthusiastically and followed by festive treats 
of mince pies and Stollen cake. 

MENZIESHILL FESTIVE TEA DANCE 

CAROLS AT MARTINGALE 
GARDENS WITH OUR 
LADY’S PRIMARY SCHOOL 

MUIRLANDS 
CELEBRATES 25 YEARS
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Universal Credit in 
Caledonia
The move of benefit claimants to Universal Credit is not new and has 
been happening since 2014.  What is new is that the Government have 
expanded the range of people required to claim for Universal Credit 
and this change is due to happen over a very short period of time. 
Since Universal Credit started Caledonia has seen a small number of tenants, 
mainly single people, move to the new benefit. Our experience and the 
experience of the claimants has been very mixed. Generally, claims have 
taken a lot longer to progress, on average it has taken 13 weeks for the 
claimant to receive their first payment. As a result claimants have had longer 
to manage without any funds and rent arrears have increased. Overall the 
total rent arrears owed by these residents has increased by 31% and:

•  60% are current tenants and nearly all are making payments and reducing 
their arrears

•  14% are current tenants with a new claim, these arrears are increasing

•  26% are former tenants who have left Caledonia and these arrears are 
difficult to recover

CHANGES TO UNIVERSAL 
CREDIT CLAIMS
The Government announced changes to the way people 
claiming Universal Credit for the first time. In particular, the 
time taken to receive their first payment and the protection 
or assistance that can be made available whilst their claim is 
progressing. The changes are detailed in the table below:

Changes to new Universal Credit claims
January 2018  Claimants can access an advance of 1 months Universal 

Credit within 5 days of claim. Money can be re-paid 
over 12 months

February 2018   Universal Credit claim will be calculated from date of 
first claim (previously dated 7 days after first claim)

 Claims are targeted to be completed within 5 weeks

April 2018  If the claimant is already receiving Housing Benefit, 
this will continue to be paid for first 2 weeks of new 
Universal Credit claim

We are very conscious that Universal Credit is causing a lot of 
concern and some difficulties for our residents however we 
have staff available who can offer help and advice. 
The evidence from Caledonia’s experience of Universal Credit is that 
if claimants engage with staff, help putting in place support can 
be provided and strategies that help tenants to cope, keep arrears 
manageable and tenancies sustained. 

However, if claimants do not engage we have found that many 
soon encounter severe financial problems and higher rent arrears. 
Unfortunately some of these residents find the situation too difficult 
to cope and many simply give up and leave.  

If you have any concerns or queries about Universal Credit 
please contact us on 0800 678 1228. Alternatively, check out 
our website at www.caledoniaha.co.uk where information or 
advice can be found. 

Caledonia is here to help

CHANGES TO

Perth & Kinross Council Garden Waste Service
We have been advised by Perth and Kinross Council (PKC) that they are 
introducing a garden refuse surcharge from 1st April 2018. There will be 
an annual charge of £25 to householders if they want to use the garden 
waste service (you can still use the brown bin to dispose of food waste 
free of charge). Perth and Kinross Council are sending a letter out in 
early January to all householders. Further information is available on 
the PKC website http://www.pkc.gov.uk/gardenwaste



FULL ROLLOUT
The full rollout for Universal Credit is due 
to start in winter 2017 and run through to 
summer of 2018. The roll out is staggered 
by Local Authority area.
This means that during this period, working age 
benefit claimants who make a claim for benefit 
assistance for the first time or who are currently 
on benefits and their circumstances change will be 
required to claim Universal Credit.  

Working age means:
Single people, couples or families between ages 
18 – 66 years

Benefits in Universal Credit are: 
Income Support

Employment & Support Allowance

Jobseekers Allowance

Housing Benefit

Working & Child Tax Credits

Universal Credit claims:
Made by claimant personally on-line via DWP

DWP will not directly contact Caledonia

DWP now offer a Freephone number for advice

Money is paid direct to the claimant

Can ask to be paid monthly or twice monthly

Can ask housing element to be paid direct to 
Caledonia

Can only ask for above if on full service and after 
first payment

 
Universal credit full rollout by Local 
Authority area
Local authority Date commences

Highland full rollout Already progressing

Angus Council November 2017

Dundee City Council November 2017

Fife Council December 2017

Perth & Kinross Council June 2018

West Dunbartonshire June 2018
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Residents will have noticed that there has been a lot of 
speculation and announcements in the press about Universal 
Credit and Government plans to speed up the rollout of the 
new benefit and to increase the number of people eligible for 
universal credit.

In the Autumn Budget Statement the Government also announced 

changes to the way new claims for Universal Credit are paid. In 
particular the interim arrangements to help people cope whilst their 
claim is progressing. 

The picture for people on or due to claim benefits and Universal Credit 
is quite confusing. To try to help we’ve put some facts and figures 
here for you.

PKC Strengthening Families Sessions
Perth & Kinross Council are about to start another session of Strengthening Families Programmes (SFP) at a number of 
venues in the New Year.  The SFP is a series of 7 sessions packed with tips and techniques for parents to support their child 
through the teenage years and essential life skills delivered through crafts and games for the P6/P7/S1 pupils.  The greatest 
benefit is gained in the relationships that are built through the shared activities lasting for years afterwards.

The programme is available free of charge and includes dining together, crèche service and taxi if required.

If you would like to know more about the programme, please 
visit http://www.pkc.gov.uk/strengtheningfamilies  or call 01738 477836 or email: evidence2success@pkc.gov.uk
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Tenant Scrutiny Panel 
End of Year Review

This year has been a positive year of successfully consulting with tenants and tenancy engagement with so many tenants taking part in 
various activities.  Above and beyond events our staff at Caledonia Housing Association are involved speaking with tenants and regularly 
receive feedback, which we are very grateful for.
We rely on tenants telling us where we could do better to continually evolve and 
improve our services.  Your suggestions this year have been excellent; providing 
us with the opportunity to listen to feedback, take account of your views and 
suggestions to help improve our service and make a difference to the places where 
tenants live.

As your Tenant Participation Officer at Caledonia Housing Association, I wish to 
thank everyone who has engaged with us, especially the Tenant Scrutiny Panel, for 
their dedication, commitment and being a part of tenancy engagement this year; 
we really appreciate it.  Lara

At the TPAS Conference – award presentation

What have we achieved:-
•  The Tenant Scrutiny Panel received an award at the TPAS 

conference 2017 for Best Practice in performing Tenant Scrutiny

What the panel did this year?
•  Carried out successful investigation of the repairs service and the older 

person review, recommending changes which are being implemented

•  Developed an induction programme for new tenants joining the panel

•  Some of the panel are undertaking a qualification– CIH Level 2 in 
Housing

•  Regular attendance at Audit committee meetings

•  Attended Strategy Away Day with the Executive Team and the 
Management Board

•  Worked with the Chair of the Management Board

•  Started 2 new investigations; allocations review and grounds 
maintenance review. Reports will be published early 2018.

•  Produced a Scrutiny Panel newsletter

•  Produced marketing material including the Tenant Scrutiny Panel 
Approved Logo

•  Recruited new members

•  Sent survey about grounds maintenance to some tenants

•  We were invited by TPAS to give a presentation on Involvement & 
Tenant Scrutiny at Caledonia Housing Association at a TPAS event

•  Continue to hold monthly meetings as a panel

Attended Tenant Participation 
Training for Scrutiny

Scrutiny Panel presenting award to Caledonia 
Management Board at Strategy Away Day 

Celebrated volunteering during national Volunteer week – 
Scrutiny panel receiving certificates

Photo of recent training – TPAS held in the office on 
22nd November 2017
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You Said, We did - As part of our ongoing maintenance and improvement 
program we regularly complete inspections which include door knocking to 
chat with Tenants and residents to see what they think of the area. Recent 
visits to McManus Court and speaking with the tenants highlighted the 
need to create some improvements to the bin stores, external lighting and 
communal stairs. We listened to their comments and we actioned it.

You Said, We did - We also visited Commissioner Street, Crieff and carried 
out door knocking and from your comments have carried out some more 
improvements and others are ongoing.  We replaced the furniture in the 
communal lounges in Bridge of Earn and Bowerswell and this involved 
consultation with the tenants to determine the choice prior to ordering. 
Carrying out some work at Commissioner Street has certainly made the 
area look tidier and we will continue to chat to our tenants and make 
improvements where we can.

Across the departments we have been listening to you 
Asset Management Department are actively improving tenants’ homes 
with upgrades to heating systems, bathrooms and windows as well as 
cyclical painter-work, upgrading communal lighting, replacing boilers and 
upgrading lifts in our sheltered housing complexes. With all of the work it 
is so important that there is good tenant consultation. We aim to ensure 
tenants are kept fully informed of progress for works being carried out to 
their homes and ask for feedback. Your feedback is important in planning 
and implementing future works.

Housing Officers and Maintenance Officers regularly meet with tenants 
when they are out and about. The officers hear the views of tenants and 
action the complaints and suggestions for improvement. In the last year 

examples of this have included a review into the procedures for the storage 
of mobility scooters and fire safety in communal areas.

The Development Team have pushed on building lots of new properties this 
year. We regularly consult with new tenants and the public on our plans 
prior to building and ask for feedback from tenants about the new properties 
which shapes the design of our new builds going forward.

The Estates staff are out and about in their job and actively check and record 
any areas which require attention. 

Last but not least our Customer Services Team these Caledonia Champions 
are on the end of our 08006781228 9-5 Monday to Friday and there to help 
with any questions, queries, comments, suggestions or enquiries you have.

YOU SHOULD GET INVOLVED – Why ??
It gives you a chance to have your say.

A range of ways to get involved varies to suit everyone’s needs so getting involved 
can be as easy as sending your email address for the occasional online survey or at 
the other end of the spectrum sitting on the Tenant Scrutiny Panel. 

Here are some ways to take part, what would you prefer
1.  Come along to a group meeting to hear about changes and give your views  

2. Surveys by post

3.  Digital group – surveys and other information 
sent to you for comment

4.  Focus group – face to face groups discussing 
particular topics

5. Local group where you live

6. Tenants panel      

To find out more contact Lara Allan on 0800 6781228 or 01382 484510 or email 
lara.allan@caledoniaha.co.uk and see how you can get involved. 

We listened to you and have made a difference in some of our complexes



A full copy of our Rents Setting Policy is available 
on our website at www.caledoniaha.co.uk. The 
policy sets out Caledonia’s approach to the rents 
and service charges it collects from its 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:

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

•  Last year our rent increase was 2% and the 
Scottish average was 2.3%. 

•  Last year 86% of our residents indicated that 
our rents offered value for money, the Scottish 
average was 82%.

•  Last year we collected 100.5% of the rent that 
was due.

•  In 2016/17 we invested £4.3 million on maintaining 
our homes, we also built 78 new affordable 
homes for rent.

•  The Scottish Housing Regulator has endorsed our 
approach to how we assess that our rents deliver 
value for money and how we consult with our 
tenants on any rent increase.  

Going forward we intend to use an affordability tool 
developed by the Scottish Federation of Housing 
Associations. This will be added 
to our Policy and will enable us 
to check that the rents charged 
and any increase is in line with an 
accepted affordability measure.  

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

CALEDONIA IS CURRENTLY LOOKING AT ITS RENT SETTING 
POLICY AND WOULD WELCOME YOUR COMMENTS

Replies should be returned 
by 3rd January, 2018 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.
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HouseMark collect and analyse a wide 
range of value for money-related 
information such as our staffing costs, rent 
and service charges, tenant satisfaction 
levels, and how much we spend on 
maintaining your homes.  Once HouseMark 
has collected and analysed the above 
information, they produce a detailed 
report demonstrating how well we have 
performed against our peer group, made 
up of 20 similar Scottish and English social 
landlords, and places each organisation in 
its relevant quartile (quartile 1 is the top 
performing landlords).

We have provided an overview of some of 
the key results showing how well we are 
performing at a national level in our goal 
to provide value for money services.  Full 
details of our HouseMark report can be 
found on our website.

VFM: HouseMark Benchmarking
In this edition of Caledonia News we are sharing some of the results of our annual value for money 
benchmarking exercise which focuses on our cost and service performance over the 2016/17 reporting 
year (1 April 2016 to 31 March 2017). This exercise is carried out by HouseMark who are the leading UK 
social housing performance benchmarking company. 

Service Area Performance Figure Benchmarking Performance
 for 2016/17 Quartile

Housing Management £385.91 Per Property Quartile 1

Responsive Repairs (Voids Work) £548.72 Per Property Quartile 1

Overall Tenant Satisfaction 89% Quartile 1

Satisfaction with Rent as being Value for Money 87% Quartile 2

Rent Collected during 2016/17 100.47% Quartile 2

Overheads as a Percentage of Turnover 14.52% Quartile 4
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COMPLAINTS 
•  298 Stage 1 complaints (145 in 

the first quarter & 153 in the 2nd 
quarter) 54.7% increase for the 
same period in 2016/17

•  10 Stage 2 complaints (including 5 
complaints escalated from Stage 1 
to Stage 2)

•  Unhappy with Service is the 
complaints category with the 
highest number of Stage 1 
complaints (45% of total Stage 
1 complaints received related to 
Garden Maintenance)

•  Repairs & Maintenance is the 2nd 
highest complaints category with 
27% of Stage 1 complaints 

•  48% of total complaints (Stage 1 
& 2) were upheld by us, with 21% 
being partially upheld, and the 
remaining 31% not upheld

•  The average timescales for 
completing Stage 1 complaints 

was 3.0 days (5-day target), with 
19.8 days the average for Stage 2 
complaints (20-day target)

•  89% 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 on our performance 
over the remainder of the 2017/18 
reporting year 

•  61% of customers who completed 
their complaints handling 
satisfaction survey advised up that 
they were either very satisfied 
or fairly satisfied with the way in 
which we handled their complaint.  

If you make a complaint or are 
dissatisfied with our services, please 
ensure that you complete the 
Complaints Handling Satisfaction survey 
form that you receive from us, your 
feedback about how we handled your 
complaint is really important to us.

Complaints, Compliments & Comments3 ‘s
In this edition of the 3C’s we are going to reflect on the first six months of the 2017/18 reporting year (1st April 
2017 to 30th September 2017) in regards to your complaints and compliments that are recorded 
through our customer relationship management system:

How Did We Do?
1134

EMERGENCY
REPAIRS

3.5
HOURS

Average
completion

time

Target time

< 5 hrs

2864
NON

EMERGENCY
REPAIRS

4.5
WORKING DAYS

Average
completion

time

Target time

< 5 days
92.5%
of our reactive repairs were 

completed “Right First Time”
(Our target is 92%+) 

EMPTY

172
PROPERTIES

16.4 days
Our average relet time

(Our target is <17.5 days) 

94.6% 

(target is 92%+)

ASB RESOLVED IN
AGREED

TIMESCALES

If you have any 
questions about this 
information or would 
like further details, 
please contact us.

RELET

98% 

(Our Target is 96%+)

REPAIRS 
APPOINTMENTS 

KEPT

A Summary of our Performance between 
April & September this year

COMPLIMENTS
Over the reporting period, we received
11 customer compliments with main 
compliment themes relating to:

11
Customer

Compliments

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 homes
provided by

 the Association.

Quick resolution
of complaints

raised.

£26,743 
LOST RENT PAYMENTS 
DUE TO EMPTY 
PROPERTIES

Our target is <0.5%

0.39%
OF THE TOTAL 

RENT DUE FOR ALL 
PROPERTIES

£562,615 
OUTSTNADING RENT 
AS AT THE END 
OF SEPTEMBER

Our target is <2.75%

3.34%
OF ALL RENT DUE 

IN THE YEAR
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The Big Survey: Caledonia’s Big Customer Satisfaction Survey
Caledonia Housing Association want to find out what you think about your homes and the various services that we provide to you. As 
part of the Scottish Social Housing Charter, we are required to undertake a large scale customer survey every three years to get your 
views on how we are doing, and what we need to do better. The information you provided at the last survey back in 2014 was really 
helpful as it allowed us to shape our services by understanding what you considered to be important to you as our customer.

Our 2017 survey will be carried out on our behalf by Knowledge Partnership 
who are an independent research company (Knowledge Partnership also 
carried out the last large scale survey in 2014) with the interviewers from 
the company conducting the survey during January and February 2018. The 
Knowledge Partnership will carry out the survey using face to face interviews 
with as many customers as possible. These interviews will take no longer than 
15-20 minutes to complete, with the survey being 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.

On 9 December, along with the SFHA, and several of its 
members, our Head of Support Services Gill Donoghue was part 
of a 9,000-strong crowd that slept in the cold for one night in 
Edinburgh’s Princes Street Gardens in aid of Social Bite’s Sleep 
in the Park. 
The mission of the event was to raise money and awareness as part of the 
movement to help eradicate homelessness in Scotland within the next five 
years. The sleep out saw musicians, including Liam Gallagher, Deacon Blue, 
Frightened Rabbit and Amy Macdonald busking with stripped back acoustic 
sets. Rob Brydon hosted the event, Sir Bob Geldof slept out, and John Cleese 
read everyone a bedtime story! 

The freezing temperature and lack of sleep were worth it – Gill raised just 
under £400! 

Well done Gill! 

Our lovely residents at Crighton Lang Court have been so busy this year scooping 
two awards for how well they keep the area.  This year Crighton Lang has won the 
accolades of ‘Silver Residential community 2017’ Britain in bloom’ and ‘Coupar 
Angus Comity council Gardens awards 2017, First prize in the category Best baskets 
tubs or containers.’

Caledonia couldn’t be prouder. Thank you so much for taking such 
good care and pride in your community garden Crighton Lang Court.

Gill Slept in the Park
(There’s a headline you don’t write 
about one of the Exec team everyday!)

Crighton Lang Court 
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As it looks like we are set for a cold winter this year, we 
wanted to share with you some practical tips and advice 
to help you to stay warm and safe in your home:- 
•  Keep your heating on at a low constant 

temperature, rather than heating your home up 
quickly allowing it to cool down again

•  If you can’t heat all your rooms, make sure you 
keep your living room warm throughout the day 
and heat your bedroom before going to bed

• Close all blinds and curtains at night
•  Keep furniture away from radiators to allow heat to 

circulate freely
•  Keep outside doors shut and report any obvious 

draughts
•  Make sure to order repeat prescriptions in good 

time, don’t wait until you run out
•  Stay at home in really bad weather, even if that 

means re-arranging non-urgent appointments
•  If you do have to go out in bad weather, ensure 

you have on the right clothing. Wrap up in plenty 
of layers, and don’t forget your hats, scarves and 
gloves!

•  A balanced diet will help keep you warm and 
healthy in the winter. Make sure you and your 
family eat at least one hot meal a day. Soup is 
nutritious and warming, and cheap to make or buy

•  Wearing the right kind of clothes can help keep you 
much warmer. Layers are best - t-shirts and under 
clothes keep the small of your back warm and will 
heat you from the core

•  Staying active is good for your health. If the 
weather prevents you from getting outside, stay 
active indoors - catch up on all the household tasks 
you’ve been putting off!

•  You may have older neighbours or relatives who 
struggle in the winter months due to increased 
chances of isolation, illness and an increased risk 
of injury - if you are worried about anyone you can 
call the AGE UK helpline on 0800 055 6112

•  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

Going away from 
your home while 
the weather is cold 

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

ADVICE TO 
KEEP YOU AND 
YOUR HOME 
SAFE



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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memberFESTIVE 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 1pm on 22nd 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 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).

Shopping ListChristmas

Christmas is a fun time, but the bills don’t stop just 

because it’s December, look after yourself and PAY 

DECEMBER’S RENT and any payment arrangements 

you have in place.

THERE IS NOT A RENT FREE PERIOD IN DECEMBER

Presents 3 Tree 3 Food 3 Rent 3

 & A HAPPY NEW YEAR
from all at

A lovely festive pictures 
sent to us last December 

by Aldour Gardens 
residents showing 

the area beautifully 
lit up for Christmas 

2016, it just missed our 
newsletter last year but 
we promised to show it 

this year.


