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Each time I write this column 
I’m astounded by just how much 
happens in the 3 months between 
newsletters.  This newsletter is no 
exception!  Since our spring edition, 
Caledonia has launched Connect.  
Connect is our digital self-service 
portal allowing you to access 
information about your tenancy from 
any digital device at any time - day 
or night. We are so pleased to be able 
to offer you this flexibility to manage 
your tenancy in a way that suits you. 
More details on the front page but 
please sign up and try it for yourself.
May saw the change in General Data Protection 
Regulation Legislation.  Every organisation has 
been a buzz getting ready for the law changes 
to ensure they are compliant and we are no 
exception.  We have lots of information about 
this on our website, in our offices with further 
information in an article on page 2 about what it 
means for you.

June was National Volunteer Week.  Caledonia’s 
Volunteering had a spectacular week with 
pictures and information on the different events 
on page 7.  Our Volunteering project does an 
amazing job throughout our communities 
providing over 4,000 hours of volunteer time 
each year supporting more than 20 different 
activities each week.  Our oldest Volunteer is 70 
and our youngest is 18 – why not get involved – 
there really is something for everybody.

I’m sure there is 
something for 
everybody in this 
information packed 
edition of Caledonia 
news too! I hope 
you enjoy reading it, 
don’t forget to let us 
know what you think.

CALEDONIA HOUSING ASSOCIATION TENANT NEWSLETTER

NEWS

Julie Cosgrove,
Chief Executive

Have you got

yet?
Connect allows you to access information 

about your tenancy from any digital device at 
any time of the day or night.

To get the app search 
#ConnectCHAGroup or log in via 

https://caledonia-live.panconnect.cloud/sg/ssp
Instructions how to create your account can be 
found on our website www.caledoniaha.co.uk

YOUR TENANCY SERVICES
AND INFORMATION 24/7 – 

AT TIMES THAT SUIT YOU
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G…D…P…R…  Four letters you will 
probably have heard more than 
once recently?! 

The General Data Protection Regulation (GDPR) and 
the Data Protection Act 2018 are important laws 
relating to your privacy and your personal data.  
Both came into effect on 25th May and as a result 
you will have received many communications from 
other organisations and companies telling you how 
they will meet GDPR requirements.  

Now it is our turn!
At Caledonia, we are committed to protecting and respecting your privacy and 

take compliance with the law very seriously.  We still need to collect, store, use 

and, under certain circumstances, share your personal data.  This is information 

relating to you, such as your name, address, date of birth, and contact details, 

which allows you to be identified.  Put simply however, we must do so fairly 

and only if we have a lawful basis.  This means we can, and will, still contact you 

about matters connected with your tenancy or occupancy, or the services you 

receive from us.  

We have published a new Privacy Notice on our website:  

https://www.caledoniaha.co.uk/366_FullPrivacyNotice.htm

We have done so because you have a right to be informed about the collection 
and use of your personal data.  It explains what personal data we collect and the 
purposes we use it for.  It also details:

•  How we will process your personal data, from when we collect it until we 
dispose of it. 

•  How we use your personal data, when we will share it with others and how 
we will keep it secure. 

•  To ensure you remain in control of your personal data you have the following 
rights under GDPR:

 • To ask for copies of the personal data that we hold about you.

 • Have inaccurate personal data rectified, or completed if it is incomplete.

 • Request the deletion of your personal data, under certain circumstances.

 •  Restrict or suppress processing of your personal data, under certain 
circumstances.

 •  Obtain and re-use your personal data for your own purposes across 
different services.

 •  Object to your personal data being processed, under certain 
circumstances.

If you don’t use or have access to the internet, we are happy to provide you with 
a paper copy of our Privacy Notice on request.  We also have a Data Protection 
Officer and are happy to answer any questions about how we handle your 
personal data or your rights under Data Protection law.  Please contact us in one 
of the usual ways.

Introducing our New Board Member: 
Graham Logan We would like to welcome Graham Logan to 

Caledonia’s Management Board.  Graham joined 
the Board as a co-optee in April 2018 and will 
be eligible to stand for election as a full Board 
member at this year’s AGM.  Graham is a former 
Vice President of Hewlett Packard Corporation 
and has extensive knowledge of business 
transformation and strategy implementation 
and his skills and knowledge will be a valuable 
addition to the Board.

As always a big thank you to everyone that 
completes our surveys. The lucky recipients of 
the shopping vouchers for our latest round of 
surveys include: 

Mr Millar, Perth Internet use survey

Mrs Campbell, Arbroath Rent increase survey

Ms Somerville, Alexandria Connect Self-
Service Pilot survey

SURVEY WINNERS 
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CALEDONIAN 
ROAD SCHOOL 
SCOTTISH HOMES 
AWARDS FINALIST
The Scottish Home Award Finalists 
2018 were announced in May with 
our Caledonian Road School in Perth 
development short listed as a finalist 
in the Large Affordable Housing 
Development of the Year (Social 
Rent) category.

The award ceremony took place in Edinburgh 
on the 14th June, and although the Andrew 
Heighton Court development at Caledonian 
Road School didn’t take home the trophy we 
were delighted to have been short listed.

COMING SOON …
New Flats for 
Pitlochry 

work is expected to begin this summer 
on our site at Elm Court on Atholl Road in 
Pitlochry. This development will have two 
3-storey blocks each containing six two 

bedroom flats for affordable rent.

Phase 2 of Burrleton 
Development Begins 
On the 25th June 2018 Campion Homes began 
work on Phase Two of our Burrleton housing 
development.  Phase Two of the popular site 
at Burrell Place in Woodside in Blairgowrie 
will consist of 12 new homes with eight two 
bedroom properties and four three bedroom 
properties, all for affordable rent.

This is the second phase of our three phase 36 

house development off the A94 Perth Coupar 

Angus Road, between Burrleton and Woodside. 

The first phase of 12 homes were completed 

in May 2011 with the third and final phase 

of affordable rent and shared equity homes 

currently in the early stages of planning. 

The new homes in phase two 
are expected to be completed 
by June 2019.

New homes for
Dundee’s Hilltown
In May we submitted a planning application to Dundee City Council to 
regenerate the former Maxwelltown Works on Alexander Street in the 
Hilltown area of Dundee.
We hope to transform the derelict site with a mixture of rented and low cost homeownership 
with 1, 2 and 3 bedroom flats and 3 and 4 bedroom homes.  The submitted plans have been 
created after public consultation to be sure the development meets the needs of the local 
community whilst being sympathetic to the site’s industrial past. 

In recent years the site has become an eyesore to the local community and we hope the 
proposed development will become an important part of the ongoing regeneration of the area 
with similar projects currently under construction on the opposite side of Alexander Street. 

If plans are approved it is hoped our approved contractor, Cullross Limited, can start on site in 
Winter 2018 with the new homes handed over to us by Spring 2020.

Families Delighted with their New 
Homes on the Newhouse Road
Janine and Darren (pictured) with our very own Linda Young 
were one of the final families to receive their keys following the 
completion of Phase One of our Newhouse Road Regeneration 
Project. Phase One has seen 12 blocks of flats on Newhouse Road 
in Perth refurbished. Feedback from the £2.6 million regeneration 
project, which started in February 2016, has included enthusiasm 
for the reduced heating costs and noise reduction within the 
flats. The overall visual transformation of the street has been 
commented on by residents and businesses within the community 
who have noted the positive change in the appearance of the 
blocks and the difference the bin stores have made.  

With Phase One complete we are now looking to Phase Two of 
the Project – lodging a demolition order with Perth & Kinross 
Council for 30 flats in the middle of the street. Once demolished 
we intend to consult with the local community on the look and 
type of high quality affordable homes for rent to be built and 
lodge a planning application. 
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NEW Rent Arrears Notifications
At the start of June we launched a new automated reminder system for the collection of late rent 
payments.  A feature of the system provides tenants, who miss a payment, with an automatic rent 
reminder via text, e-mail or letter that will ask them to contact us as soon as possible.

DEEAP DUNDEE  
Dundee residents: Now summer is here would 
you like to be shown how to use your heating 
system efficiently?  Would you like help to 
change electrical timers in your home?

If so, contact Dundee Energy Efficiency 
Advice Project (DEEAP) on 01382 434840 
for a home visit.
DEEAP offer a range of services including assisting with 
benefit, debt and money advice. Get in touch today and 
see how they can help you.

Rent
Alert !!



Remember to keep your rent payments up to date.
If your 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.

Put your rent account back 
into credit – put Rent First

Contact Us 
0800 678 1228
www.caledoniaha.co.uk
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OPENING OF THE GLADYS MILLAR LOUNGE
MONIFIETH

Tenants and staff came together on 16th May to mark 
the opening of the “Gladys Millar Lounge” at Servite 
House, 21a High Street, Monifieth.  Gladys lived at 
Servite House for eight years and died last year.  Gladys 
kindly left a sum of money in her Will to Servite House, 
Monifieth and the upstairs lounge was renovated and 
named in her memory for all the tenants to enjoy.  

Photographs show Bill Campbell, performing the 

official opening of the lounge and tenants who 
attended.  Bill commented “Many thanks to the 
association and especially to Linda for helping bring 
this about. I am sure Gladys would have approved of 
her money being used in this useful way and am glad 
that it has provided a lasting memory of her.”

Afterwards Bill joined tenants along with Scheme 
Manager, Linda Nairn for tea and cakes.
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Volunteering & Our Communities ...
Housing Support & Care at Home
We continue to provide Care and Support services to over 100 residents 
each week in our Sheltered and Very Sheltered supported housing 
developments.

We have been working with Local Authorities as we re-model our housing 
services to older people with our ‘Retirement Housing’ service model now being 
delivered to more than 500 tenants in Angus, Fife, Dundee and Perth & Kinross areas, ensuring we maintain staff on site to manage facilities 
and ensure tenants health and safety is looked after.

The HOPE Project supported 200 older people in Dundee achieving 
over 600 outcomes around: reducing social isolation, keeping safe and well at 
home and providing housing options advice and support.  The project workers 
Dawn & Maureen are our even National Housing Heroes – with the HOPE Project 
short listed, in April of this year, for Support and Care Team of the Year at the 
National Housing Hero Awards. The two key HOPE workers, Maureen & Dawn, 
had a fantastic night at the awards ceremony in June. Sadly the HOPE Project 
didn’t take home the award but both Maureen and Dawn were delighted to have 
been short listed for such a prestigious national award.

Well done ladies !

+4,000 
hours

of volunteer time
per year

different groups
per week throughout Dundee, 

Perthshire, Angus and Fife

19
gentle seated
exercise class

Our oldest volunteer is over 
70. Jan Goodall runs a weekly 

gentle seated exercise class 
at Muirlands, in Dundee, and 
has been volunteering with 

us over 4 years.

Our youngest 
volunteer is 
18 year old 
Cameron 

Snowden from 
Perthshire. 

Cameron will be helping tenants 
at Bowerswell to make use of 

their IT equipment. 

IT
guidance

Caledonia’s 
Volunteering Project 
supports over 20 activities each week 
with over 500 people taking part in a 
wide range of events and activities - here 
are some of our Volunteering stats ...
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VOLUNTEERS WEEK 2ND - 9TH JUNE 2018
Volunteers’ Week is a time to say ‘thank you’ for the fantastic 
contribution volunteers make in our communities. During the 
week, hundreds of events and celebrations take place across 
the country, saying thank you to 
volunteers and recognising their 
invaluable and diverse contribution 
to the UK. 

As a Voluntary Sector Organisation 
with a Volunteer Project, 
Caledonia was keen to give staff 
an opportunity to do something 
different and volunteer for a few 
hours during the working week.  
Twelve members of staff got 
involved and supported tenant 
activities, giving over 50 hours of 
volunteer time.

Volunteers’ week started on 
Monday with an ‘Afternoon Tea’ 
and live entertainment from the 
‘happy Ukes’ at our Bowerswell 
complex in Perth. This was a 
great afternoon shared with 
tenants from Gannochy sheltered 
Housing Complex. 

Wednesday saw the Garden Party 
and opening of the up-graded 
garden at Alexander Street. This 
project started with a Big Lottery 
funded 10 week placement for 
a design student (Sam Bell) to 
consult with tenants and identify 
what would encourage tenants to 
use the garden area. Funding was 
secured from the Dundee Partnership 
Regeneration Fund to carry out the 
garden up-grade.  Tenants have 
been involved in all aspects of 
this project including planting the 
garden, painting the summer house 

and archway, and producing decorative garden art.

Thursday evening was the ‘Dundee Annual Volunteer Awards 
Ceremony’. Caledonia Housing Association has sponsored the 

‘Lifetime Achievement Award’, one of 
the six awards given in recognition of 
the work volunteers do. 

On Friday staff helped clear over 
grown raise flowerbeds at Tayport 
complex. These overgrown flower 
beds were then covered in stone 
chippings allowing Tenants to put 
their plant pots on the chippings to 
reduce the maintenance needed. 

To become a Volunteer with 
Caledonia contact Gary Flew, 
Volunteer Co-ordinator by email 
gary.flew@caledoniaha.co.uk 
or call him on  
01382 237179
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Scrutiny Panel “the voice of tenants”
 

 

 

A voice for 
tenants

Excellent 
experience

as a
volunteer

Training is provided

Expenses
are paid

Housing
Qualifications

offered

There are now 11 of us on the Scrutiny panel and we are all Caledonia Housing Association tenants. We live in 
different localities within Dundee, Angus and Perthshire and meet monthly to discuss Caledonia business.  Our aim 
is to make a difference for tenants.

What have we achieved? Two new 
investigations last year 
We reviewed Caledonia’s Older Person 
Strategy following substantial funding cuts. 
New simplified leaflets are now in place and 
information is much easier to understand.  

Complaints about ground maintenance 
& contractors received.   
Our report and recommendations were presented 
to the Asset Management Director. Our proposals have 
been accepted and are soon to be implemented.  

What did we do as part of the 
investigation?  
  Sent out some questionnaires to tenants asking for feedback on 

grounds maintenance 

  Looked at the tendering process for contractors to be appointed to 
carry out works

  Have set out proposals to go out in the summer and assess if there is 
improvement to the grounds maintenance

  We identified that tenants need to know what service they 
should receive and should be provided with a copy of the grounds 
maintenance schedule

  Asked for clarification of the role of the clerk of works that inspect 
ongoing works

We are confident that tenants will see improvements with grounds 
maintenance and we wish to thank Caledonia Housing Association for 
listening to our recommendations and making changes.  

Our next investigation
Our next investigation is about Planned Maintenance.  We welcome 
feedback from tenants and if this is of interest to you please get in touch.  
You can email us at tenantparticipation@caledoniaha.co.uk

Achievements
This year we were proud to receive a Best Practice award 
at the annual TPAS  (Tenant Participation Advisory Service) 
conference recognising our work in tenant’s scrutiny. 

This year (2018) three of the panel have completed a 
qualification, Chartered Institute of Housing, Level 2 in 
Housing Practice.  The panel also attended training by TPAS 
on Tenant Scrutiny. 

To join us/find out more
We meet monthly at Perth or Dundee. All travel expenses reimbursed

All welcome - no experience necessary - training given

Contact us: tenantparticipation@caledoniaha.co.uk or 0800 678 1228

4

4

4

4

4

Best Practice 
award

Qualification
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SKYGUARD 
We have recently rolled out lone 
worker devices, Skyguard, for staff 
who are working on their own in the community or driving.

The devices are small so you may not notice them but are 
invaluable if one of our team is in a car accident, is assaulted 
or slips, trips or falls. A simple button push button on the 
device connects to a call centre and gets help to them quickly. 

Hopefully this won’t happen but as part of our duty of care 
we want to make sure we are able to get help to our teams 
quickly when needed. 

PASSIVE SMOKING – 
HELP US HELP YOU 
The law requires us to protect our 
staff and anyone acting on our 
behalf from second-hand smoke 
from both cigarettes and electronic 
cigarettes, whilst at work. This 
means that they can refuse to carry 
out services in your home if you smoke or vape  during their 
visit or the air is still polluted by smoke.

Prior to a scheduled meeting or repair please create a 
smoke free environment by:

✓  Not smoking or vaping in the property for AN 
HOUR prior to any prearranged appointments

✓ Air your home – open some windows

In return we also promise not to smoke in your property! 
It is in everyone’s interests that we deliver to you any 
services which have been agreed and we appreciate your 
cooperation and understanding on this policy to help keep 
our teams safe.

If you would like to receive a paper copy of 
the newsletter please call 0800 6781228 or 
email info@caledoniaha.co.uk

5 Canal Street 
Guest Room
It has just had a makeover and looks fab. 
To enquire about booking please call 
01382 237155.

DID YOU KNOW 
OUR CANAL STREET 

COMPLEX IN PERTH 

HAS A GUEST ROOM 
YOU CAN HIRE? 
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How Did
We Do?
A Summary of our Performance 
between January and March 2018

741
EMERGENCY

REPAIRS

4.52
HOURS

Average
completion

time

Target time

< 4.5 hrs

2003
NON

EMERGENCY
REPAIRS

5.66
WORKING DAYS

Average
completion

time

Target time

< 5 days 84.8%
of non-emergency repairs were 
completed “Right First Time”

(Our target is >92%) 

89.6% 

(feedback received from 308 te
na

nt
s)SATISFACTION  

WITH REPAIRS  
SERVICE

96.4% 
OF REPAIRS 

APPOINTMENTS 
KEPT

107
PROPERTIES

VACATED 

20.2 
days 
Our average

relet time

Target

>96%

56 new social rented properties provided
(taking our total for the year to 103) 100.2% of rent due collected

(including payment of arrears)

116
EMPTY PROPERTIES 

RELET 
3% 
of our 

total stock

We recently completed our Annual Return on the Charter (ARC) for 2017/18 and submitted this to the Scottish Housing Regulator.  This contains a range 
of performance information covering our services and activities over the past year.  We’ll provide further details in the next edition of Caledonia News 
but in the meantime a full copy of our ARC is available to download from www.caledoniaha.co.uk

VALUE FOR MONEY – 
LEGAL FRAMEWORK   
We have run a serious of articles on Value for 
Money and how we constantly strive to work more 
efficiently. In this issue Of Caledonia News we are 
highlighting the new legal framework agreement 
we have put in place. 

As an organisation we have a variety of legal requirements many 
of which can be very costly. After a comprehensive procurement 
exercise the Caledonia Group have formalised a Legal Service 
Framework Contract with two of the biggest legal firms in Scotland, 
Harper Macleod LLP and Thorntons Law. Combining all our legal 
requirements into one framework will give us cost savings through 
reduced legal fees and free training for staff and governing body 
members on a variety of legal issues.

We are now in the third and final stage of our formal 
consultation with Antonine Tenants on their proposed 
transfer to Caledonia.

Stage 3 is when a ballot is held for Antonine Tenants 
to vote for or against the transfer. The ballot opened 
on the 16th June and closes on 9th July. If the 
outcome is a yes we then need to ask the members 
of Antonine to vote on it at a Special General Meeting. 

We will keep you updated with the results.
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Total Complaints 633

Stage 1 complaints received 610

Stage 2 Complaints received 23 
including 16 escalated stage 1 
complaints

52% 332 Unhappy with service 

38% 241 Repairs & maintenance 

7% 40 Policy and Process

3% 21 Staff Attitude 

Total number of Stage 1 & 2 
complaints upheld 41% 262 out 633

Partially upheld 22% 137 out of 633

Not Upheld 37% 234 out of 633

3.1 days 

STAGE 1 
AVERAGE 

TIMESCALES

17.9 days 

STAGE 2 
INCLUDING 
ESCALATED 

COMPLAINTS 

Total Complaints responded to 
on time 90.4% 572 out of 633 

61%
very or fairly satisfied with 

complaint handling
77 out of 127 

21
COMPLIMENTS

received which related to a variety of services provided by 
us and our contractors such as the quality of our homes, and 
upgrading of facilities; our contractor’s performance in relation 
to repairs; approach taken by our staff to address anti-social 
behaviour, and providing advice to tenants on a number of 
issues including financial matters, heating and repair requests.

610

23

38%
52%

3% 7%

41%37%

22%

LARGE SCALE SURVEY: OUR TENANT SATISFACTION SURVEY RESULTS 2017-18

This is a brief snap shot of the feedback received from tenants as the questionnaire covered a wide range of topics such as satisfaction with the various 
services we provide, tenant priorities, value for money in terms of rent charges and levels of internet access.
We would like to thanks all our tenants who took part in the survey, either through face –to-face interview or postal questionnaires. This feedback helps 
us to shape or services and deliver on the things that matter the most to you.

We had a fantastic response to our large scale survey earlier this year with over 1,000 tenants taking part. We are 
still analysing the information provided but we do have a few highlights to share with you:

Tenants believe 
they receive 
value for 
money in the 
rent they pay

89%
Tenants are 
very or fairly 
satisfied with the 
overall services 
provided by the 
association. This 

is equal – this figure is equal 
to the Scottish average for 
registered social landlords (RSL)

are satisfied with 
the opportunities 
to participate in the 
Association’s decision 
making process. This is 
higher than the Scottish 
Averages for RSLs

88%

SERVICES 90%
Tenants believe Caledonia 
is either very good or 
fairly good at keeping 
them informed. This is 
higher than the Scottish 
Averages for RSLs

81%
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Contact the tenant scrutiny panel direct to find out 
more or to get involved: 
tenantparticipation@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.

member

Ina Simpson had a fabulous birthday party to celebrate her 100th birthday in 
Dunkeld in April.  Over 50 friends and family attended, travelling across the country 
to celebrate with her.  40 school children from the Royal School of Dunkeld started 
the party by singing happy birthday and handing over cards they had made. 
Happy birthday Ina!
Happy birthday to Caledonia’s oldest resident Jessie Sinclair who was 108 on 
6th April. Jessie is an amazing inspiration to us all and is the oldest lady in Perthshire

Easter Fun 
Birkhill Easter Celebrations: Pictured is the 
winner of the Easter bonnet competition 
from the Easter Eggtravagnza at Birkhill

Lovely pictures and thanks from PKAVS Third 
Sector and Volunteering Hubs thanking our 
residents for the Easter Eggs they gave to the 
Young Carers

Birthday Corner
Special mention to two of our 
residents that have recently 
celebrated “big birthdays”

108
TODAY

100
TODAY

WINNER


