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Included with your  
newsletter is a Tenant  

Satisfaction Survey
We hope that you find the 
time to fill out this survey. 

£50 Prize Draw up for grabs!

Welcome to
Caledonia News
I AM PLEASED to see that winter 

is behind us and with the lighter 
nights hopefully we can look 

forward to a good summer. Whilst 
many areas of the country were severely 
affected by the winter weather, for the 
vast majority of our tenants there was 
no significant damage caused and our 
repairs service and staff were able to 
cope.

We have now concluded our 
tenant consultation on the rents 
to be charged for the coming year. 
Following feedback from tenants, the 
Board acknowledged that the current 
economic climate meant that for 
hard pressed households an above 
inflation increase would be difficult 
to meet and therefore approved a rent 
increase of inflation only. To achieve 
this we have sought to make savings 
across a number of our overheads 
however this will not affect the front 
line services you receive. 

Your feedback and comments do 
influence decision making within the 
Association so it is important that 
you take some time to share your 
views with us. This year we will be 
undertaking a comprehensive survey 
of our tenants so that we have more 
information on who you are and what 
type of services you want or need. 
This will assist in shaping our services 

going forward. In the meantime we 
are seeking your views on our services 
and have enclosed a short tenant 
satisfaction survey, which I would 
urge you to complete.

As from 1st April we now have a 
new member of the Caledonia Group, 
Cordale Housing Association. Cordale 
is a community based housing 
association with around 550 tenants 
in Renton, Dumbartonshire. Recently 
the members of the Association 
voted to join the Caledonia Group. I 
welcome this new addition and look 
forward to working with them in the 
future for the benefit of all tenants.
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FOLLOWING an extensive business planning and budget setting process, we 
recently announced that our rents are to rise by an average of 2.7% for the 
rent year commencing April 1, 2014.

Speaking to Caledonia News, Operations Director, Tim Calderbank said, “By 
now every tenant will have received a letter confirming that our Management 
Board approved the increase at its meeting in February.”  

Tim continued, “We consulted on a proposal to increase rents by 3.7%.  This 
represented a rate equivalent to the September (CPI) rate of inflation plus 1%.  We 
received a variety of feedback however, which prompted the Board to think very 
carefully about what such a rise would mean for residents.”  

He added, “The Board particularly noted that whilst many household costs (such 
as fuel and food) had risen at levels much greater than inflation, residents had not 
experienced an increase in their income.  It also noted that whilst a high percentage 
of respondents agreed that their current rent represented good value for money 

(77%), a high percentage of respondents also said that 
they did not agree with the proposed rent increase 

(57% of those who made a comment did 
not agree).  Having weighed up 
all the issues, including the duty 
to ensure that the Association 
would remain viable and could 

maintain its commitments, 
the Board approved a budget 
which allowed for a lower 

level increase at 2.7%.” 

YOU SAID, WE DID – AVERAGE RENT INCREASE SET AT 2.7% 

Response Number %
Did not agree with rent 
increase

46 21%

Requested a lower figure 42 19%
Rent increase was  
fair/favourable

66 31%

No comment 64 29%
Totals 218 100%

Response Number %
Rents represent good value 
for money

168 77%

Rents are not good value 
for money

46 21%

No answer 4 2%
Totals 218 100%

Value for money survey response

Rent Increase survey response

218 responses were received to the information leaflet that was posted out to all 
residents.  The tables below show the answers given to the value for money and 
proposed increase questions.  Comments were also invited through our website 
and social media channels, while the issues were discussed in detail with our 
Scrutiny Panel.

Residents were sent formal notification letters at the end of February, including 
a breakdown of their service charges where appropriate, and advice about any 
payment adjustments. 
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Residents should contact their Housing Officer if they are unsure about 
their new rent and the adjustments that they are required to make. 

Before doing so please remember:
• Direct debit – if you pay by direct debit this will be automatically adjusted.
• Housing benefit – if some or all your rent is paid by Housing Benefit this will be 

adjusted by your Local Authority.
• Allpay – if you pay using an Allpay card you will have to adjust your payment 

yourself.
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IN THE winter edition of 
Caledonia News we told you 
that we would be developing 

proposals for our new Business 
Plan 2014-19. The staff team 
and Management Board worked 
intensively on this over the winter 
months and the outcome was the 
approval of a new Business Plan by 
the Board in February.
The Plan covers the five-year 

period to 2019 and sets out our aims 
and priorities and the key actions 
that will be taken over the coming 
year to achieve these. 
A summary of the Business Plan 

is being drafted which will be 
available on our website and on 
request from our Perth and Dundee 
offices. The summary highlights the 
key priorities detailed in the Plan 
including: 

• carrying out a major survey 
to develop our knowledge and 
understanding of our customers’ 
needs and aspirations. 

• developing and implementing 
a new Older Persons Strategy 
that reflects national priorities 
relating to the provision of 
housing and support services to 
older people. 

• building 38 new affordable 
homes and purchasing sites for a 

further 40 properties.
• looking at ways of working 
in partnership with other 
organisations to develop and 
improve the services we provide.

• considering other income 
generating services that the 
Association could provide.

• progressing the partnership 
arrangements that we have 
been working on with Cordale 
Housing Association (see page 15).

• reviewing our financial 
management practices to 
reflect changes in our funding 
arrangements and also in the 
wider economy.

• reviewing the long term 
affordability of the Association’s 
rents for existing and future 
customers.

• providing learning and 
development opportunities for 
our Management Board, staff 
team and tenants involved in our 
participation initiatives. 

We’ll keep you updated over the 
course of the year in Caledonia 
News on the progress that we are 
making with these priorities.  In the 
meantime, if you would like to know 
more about our new Business Plan 
just contact us in one of the usual 
ways.

CHA Plans set for 2014-2019

Happy Ukes, Ukulele band provided an evening of entertainment at our 
Fintry Scheme. Following the event, the Happy Ukes took to their website to 
thank all the residents and staff for a fantastic night. They also said, “We had 
a great time and would like to thank everyone for singing and laughing along 
with us.”

HAPPY UKES, HAPPY RESIDENTS

FOR RENT, INFORMATION, 
REPAIRS & ADVICE:
CUSTOMER SERVICES TEAM

0800 678 1228
Available 9am – 5pm Monday to Thursday  

& 9am – 4pm on Fridays 
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HOW WE PERFORMED
(APRIL-DECEMBER 2013)

What We Measure… The result we 
achieved...

Our Annual 
Target is…

You might be interested to know…

Calls answered by the  
Customer Services  
Team within 30 seconds

95% ≥90% The team received over 32,500 calls in total.

Average completion time 
for non emergency reactive 
repairs

6.5 days ≤ 10 days 3285 non-emergency repairs were completed.  

Non-emergency repairs 
completed “right first time”

98% ≥90% These are repairs that were completed to the tenant’s 
satisfaction, within timescale and during the contractor’s first 
(or other pre-planned) visit.  

Repairs appointments kept 97% ≥90% We aim to ensure a convenient appointment is made for all 
non-emergency repairs.  As a minimum this can be a specific 
date and either a morning or afternoon time.

Repairs complete within target 
timescales

97% ≥98% A total of almost 6200 repairs were completed. 

Satisfaction with repairs and 
maintenance service

95.3% ≥95% We received a total of 1889 repairs customer satisfaction 
forms.  Over two thirds (67.6%) told us they were “very 
satisfied.” 89 customers told us they were not satisfied with 
the service they received.  We routinely follow up each and 
every issue raised as part of our commitment to improving 
the service.

Properties with current gas 
safety record

100% 100% We fully met our legal responsibilities - current gas safety 
certificates were in place for every property (1375) that 
required one.

Stock that became vacant 8% ≤12% 280 properties became available for relet.
Average relet time 19 days ≤20 days This is an improvement on the 20 day average achieved during 

April-September.

Rent lost as a result of 
properties being empty before 
relet

0.41% ≤1% This amounted to just over £47,200 of the £11.4m due during 
April-December.

New tenancies sustained for 
more than a year

95% ≥94% This was 466 out of 493 tenancies.

Anti-social behaviour cases 
resolved within target

92% ≥90% We handled 384 cases.

Stock meeting Scottish 
Housing Quality Standard

91.6 ≥98% We’ve completed a number of property improvements this 
year and now have only 285 properties that do not yet meet 
the Standard.  Further improvement work is underway, and 
should mean these remaining properties meet the Standard 
during 2014.

Outstanding rent owed by 
current tenants

3.5% ≤3% We achieved a significant improvement during October – 
December, and are working hard to bring the figure closer to 
target by the end of March.

REGULAR readers will know that in 
each edition we provide some facts and 
figures to show how we’re performing in 

carrying out our key activities.  

We’re now three quarters of the way through 
our reporting year and are pleased to report 
that we’re continuing to meet most of our 
targets. We have again seen improvements 
in some of our results during recent 
months. The information in the table 
relates to the period April-December 
2013. 

Very soon we will be putting together 
our formal performance summary 
for the whole year, ready to send to 
the Scottish Housing Regulator.  
This will contain all the facts and 
figures that we collect as part of 
our commitment to meeting 
the Scottish Social Housing 
Charter. Watch out for further 
information on this in the 
next newsletter.
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New telephone number? 
New mobile phone number?

Changed your email address?
Changes to household details?

IT’S REALLY important that we have the right details for you in case we 
need to get in contact for any reason. We have had a few instances lately 
where we haven’t been able to get in contact with tenants. 

Please remember to inform us of any changes in your household i.e. 
family members moving out or a new baby in the family! This keeps our 
records up to date. You must get our written permission if you want to 
take in a lodger, sub-let part or all of your house, re-assign your tenancy 
(pass on the tenancy to someone else), carry out a mutual exchange or 
change your tenancy to a joint tenancy. If you need any advice on changes 
to your tenancy, please do not hesitate to contact your Housing Officer or 
our Customer Services Team on 0800 678 1228.

REMEMBER TO TELL US...

In our Autumn newsletter, we let you know that we 
would be rolling out a refurbishment programme 
in all our scheme guest rooms by standardising 
the furnishing and bedding.  This work has 
started with our guest rooms at our Fintry 
development in Dundee being first to receive 
a make over. Caledonia has 24 sheltered 
housing developments throughout Angus, 
Dundee, Fife and Perthshire and our housing 
staff will be aiming to have all the guest rooms 
upgraded within the next year.
You can book any of our guest rooms for  
visiting friends and relatives. Call our 
Customer Services Team on 0800 678 1228 
for more information. 
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Included with your  
newsletter is our Annual 

Tenant Satisfaction Survey
We hope you find the time 

to fill out this survey - 
£50 Prize Draw up for grabs!

Scheme 
Guest Room 

Refurbishment



Notice Board

Make Payments the 
Smart Way

Download the allpay App 
onto your Apple or Android 

phone now to make easy 
Rent Payments. For more 

information contact allpay on 
0844 225 5729 or visit their 

website: www.allpay.net

LIKE US ON 

 FACEBOOK

DeafAction

Need advice on hearing loss? 
Courses run throughout April 
in Perth, Dundee & Montrose. 

Call 0131 556 3128 for  
more information or  
to book your place.

Repairs Customer Satisfaction Draw Winners
November - Mrs Galoway, Dundee
December -Mr P ithers, Perth
January -Mrs Cameron, Bridge of Earn
February -Mrs Parker, Fife Hear our Newsletter

You can download an MP3/
Audio version of our newsletter. 
Visit the download section of our 
website: www.caledoniaha.co.uk

Thursday 15 May 2014 

Breakthrough Breast Cancer Ladies Day

Visit:  www.perth-races.co.uk

The Tenants Scrutiny Panel
The Tenants Scrutiny Panel meet  

on the first Tuesday of each month.  
To contact them please email:  

scrutinypanel@caledoniaha.co.uk

Your feedback on tenant participation 
issues highlighted maintenance as a priority 

therefore, the team will be focussing on this at 
their next meeting. Please take time to  

share your views with them.

DID YOU KNOW?
We provide a flexible, personalised  

and professional Home Help  
Service to you, your community,  

your friends and your town.
If you, or someone you know, would 

like to find out more, contact our  
Home Help Co-ordinator, Maureen 

Menzies on 01382 484 542.

Caledonia

Home Help

Service

You’ve all won a £10 
voucher – well done!

FOLLOW US ON 
 TWITTER

Dundee World  
Village Market

Taking place in Dundee City Centre. 
Street food, crafts, stalls, clothing, 

accessories, music and performance 
area and children’s entertainment.

1-5 May, 2014 
9am everyday except  

Sunday which starts at 10am 



Week Number Start Date Comments

1 07/04/14

2 14/04/14

3 21/04/14

4 28/04/14

5 05/05/14

6 12/05/14

7 19/05/14

8 26/05/14

9 02/06/14

10 09/06/14

11 16/06/14

12 23/06/14

13 30/06/14

14 07/07/14 * RENT HOLIDAy

15 14/07/14 * RENT HOLIDAy

16 21/07/14

17 28/07/14

18 04/08/14

19 11/08/14

20 18/08/14

21 25/08/14

22 01/09/14

23 08/09/14

24 15/09/14

25 22/09/14

26 29/09/14

Week Number Start Date Comments

27 06/10/14

28 13/10/14

29 20/10/14

30 27/10/14

31 03/11/14

32 10/11/14

33 17/11/14

34 24/11/14

35 01/12/14

36 08/12/14

37 15/12/14

38 22/12/14 * RENT HOLIDAy

39 29/12/14 * RENT HOLIDAy

40 05/01/15

41 12/01/15

42 19/01/15

43 26/01/15

44 02/02/15

45 09/02/15

46 16/02/15

47 23/02/15

48 02/03/15

49 09/03/15

50 16/03/15

51 23/03/15

52 30/03/15

2014-2015 RENT CALENDAR
PULL O

UT

* If you pay by direct debit this will have been set up to take account of this and you should not have to make any adjustments. If your rent is paid by Housing Benefit, this will also be 
adjusted by your Local Authority. If you pay by any other means, bank standing order or Allpay card, you will have to make your own alterations or adjustments. If residents have fallen 
behind with their rental payments we would expect that they continue to pay agreed amounts throughout these periods as this will help to reduce the amount they owe.
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AS YOUR landlord we’re 
responsible for insuring the 
building you live in, but not 

your belongings or contents within it.
Home contents insurance is a way 

of protecting your belongings against 
events such as fire, being burgled or 
burst pipes. You can also usually pay 
a little bit extra to protect against 
accidental damage. A home contents 
policy covers almost everything you 
would take with you when you move: 
electrical appliances, household goods, 
furniture and furnishings, kitchen 
equipment, personal effects, clothing, 
computer equipment and much more.

Most policies will cover loss or 
damage while in your home by: theft 
or attempted theft, fire, explosion, 
lightning or earthquake, escape of 
water from burst pipes, boilers or 
tanks, storm and flood, subsidence, 
heave or landslide and more.

The sum insured is the total amount 
of money for which your contents are 
insured. To work out the full value of 
your possessions, go from room to 
room writing down what it would cost 
to replace each item, new, at today’s 
prices. Suitable cover might not be as 

Please note, that there are 
a large number of home 

contents insurance products 
on the market and you are free 

to pick your own. 

expensive as you think. Most insurers 
have a range of different ways to pay 
for example by monthly direct debit 
or payment cards if you do not have a 
bank account.

We have special relationships with 
insurers to make sure tenants get the 
best possible insurance cover at the best 
possible price. For example, the SFHA 
Diamond Home Contents Insurance 
or the THIS Tenant Contents Scheme 
both offer an easy and affordable 
way of insuring household goods 
to all tenants and owner occupiers 
of member housing associations in 
Scotland. 

To pick up a leaflet either pop into 
our offices in Broughty Ferry or Perth 
or simply call the Customer Services 
Team on 0800 678 1228 to have one 
sent out in the post.

A SPECIAL General Meeting of 
Cordale Housing Association 
was held on Thursday, January 

30, 2014, in Alexandria where 90 
members of the Association attended.

The purpose of the meeting was to 
consider a proposal to adopt new Rules 
which would enable Cordale to enter a 
partnership with Caledonia Housing 
Association.

Following presentations, members 
gave their strong backing for the 
proposed partnership, with almost 
93% voting in favour of the proposal.

Cordale worked hard on securing 
the remaining consents required to 
conclude the legal partnership with 
Caledonia. All the required lenders’ 
consents and financial information 
were submitted to the Scottish Housing 
Regulator (SHR) and we worked 
closely with them to obtain the final 
consent from the Financial Conduct 
Authority (FCA). The partnership 
was approved by the FCA and was 
registered on 1 April 2014.

Through the partnership:
• Cordale’s serious 

financial problems 
will be addressed, 
allowing Cordale to remain as a 
registered social landlord. 

• Cordale will continue to provide all 
its services through locally based 
staff in Renton.

• Caledonia will provide support and 
training to Cordale’s Management 
Committee to strengthen the 
governance and accountability of 
Cordale. 

• The Partnership will also unlock 
Cordale’s current development sites 
in Alexandria and Renton. This will 
enable new houses to be provided, 
and the regeneration of the area to 
continue.

Cordale and Caledonia will ensure 
that tenants and members are kept 
fully informed. We will continue to 
provide regular, detailed information 
through our  newsletters,  websites and 

Facebook pages.

WORKING IN 
PARTNERSHIP

ARE YOU 
COVERED?
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8 WAYS TO PAY YOUR RENT
1. Post Office/Paypoint/ Payzone/ E-Pay Outlet – using your Allpay 

card.  Your nearest outlet can be found on http://allpay.net/
outlet

2. Telephone – Allpay on 0844 557 8315.  You must have your 
Allpay number. 

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

4. Allpay App – Download to make payments by your Android 
phone.  Contact 0844 225 5729 or www.allpay.net

5. Mobile Telephone Text Messaging – register a UK registered 
mobile, your debit or credit card and your Allpay number with 
www.allpayments.net. Once registered text 81025 to make a 
payment.

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

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

8. Direct Debit - contact us on 0800 678 1228 to arrange this, 
having your bank details to hand.

16 17

Remember to keep all receipts given for payment!

SINCE the last newsletter we have been working hard on both reducing the 
amount of complaints we receive and ensuring we are able to resolve them 
swiftly and to your satisfaction. During the period 1 October  to 31 December 

2013 we received 108 complaints. This  was around one third less than the same 
period in the previous year.

Looking at the specifics of each complaint we know that the quality and standard 
of our repairs and maintenance services has caused some concern. As a result of 
these complaints we have introduced fortnightly meetings with our contractors  
which we use to review their performance. This new approach to managing our 
contractors reminds them of our expectations and those of our tenants.

The real benchmark of our success is the level of satisfaction expressed by our 
tenants, residents and other service users. The Repairs Satisfaction Questionnaires 
feedback has shown very high levels of satisfaction expressed by customers 
recently, with 96% (517 tenants) saying they were fairly or very satisfied with the 
service they received. 

In order to help us provide a better complaints handling service, we would be 
grateful if those who receive our Complaints Satisfaction Questionnaire could 
complete the form, as your feedback will help us improve the way in which we 
handle your complaints. One common feature of the feedback we receive from 
customers who have completed this questionnaire was they were not aware 
they had made a complaint. However, to ensure we have a consistent approach 
to complaints handling at Caledonia we define a complaint as any statement of 
dissatisfaction by a customer.

So if you do receive the Complaints Satisfaction Questionnaire, please complete 
the questionnaire as your feedback (good or bad) is valued by us. We use all 
feedback to help us further improve what we do and how we do it, so please take 
time to share your views with us. 



• If you leave your home you can be compensated, for any good quality 
improvements that you’ve carried out during your tenancy. Compensation is 
limited to certain types of improvements and we must have given our written 
permission for work to be carried out.

• There’s also a scheme called ‘Right to Repair’ which means we must carry out 
certain types of repair within a set time period. If we fail to do so, you can ask an 
alternative contractor to carry out the work, and we would pay you compensa-
tion for the inconvenience involved. There are various conditions attached to 
the scheme and we are happy to provide more information on request. You can 
also download this information from our website.

• We are required to give you information about various matters relating to you 
and your tenancy. This includes information about:

• Setting rent and service charges

• Applying to the housing list and how houses are let

• Exchanging homes

• Transferring tenancies

• Repairs and maintenance

• Our tenant participation strategy

• Arrangements for taking decisions about managing your home and the 
services we provide.

• We’ll always ask for your views before we change any of our Housing Management 
and Maintenance policies and our Tenant Participation Strategy. We’ll do the 
same if we propose changing the standards of our housing management and 
repairs services. 

• Tenants can come together to form a Registered Tenants Organisation. Such 
an organisation has further rights in relation to our activities. We’re happy to 
provide further information about this on request. 

• You may have heard of the Data Protection Act. If so, you’ll perhaps know that 
it aims to protect your right to privacy. It does this by giving you certain rights 
in relation to how your personal information is gathered, used and recorded 
and shared by companies and organisations, including Caledonia Housing 
Association and local councils. We have procedures relating to these to ensure 
that we work in accordance with the Data Protection Act. We have a leaflet 
explaining more about Data Protection and how this affects you, which is freely 
available from our offices and our website. 

• A small number of tenants living in Perth and the surrounding area have the 
Right to Buy their home (they are tenants who were previously tenants of Scottish 
Homes at the time of localised stock transfers, which took place during the mid-
1990s). You will probably know if this applies to you, but please contact us and 
we’ll be happy to confirm your situation. If you do qualify and are interested in 
buying your home, we will provide further information and assistance. Please 
note, with the exception of this small number of tenants, all other 
Caledonia tenants do not have the right to buy their home.

• We aim to ensure all our services are accessible to everyone and ensure all our 
residents have equal rights. If there is anything we can do to better meet your 
needs, please let us know. 

Every year we take the opportunity to 
remind our tenants of a number of rights 
they have. Did you know, for example…

18 1519

KNOW yOUR RIGHTS
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KEEPING PETS & 
MOTABILITY SCOOTERS

The Association 
will also look to provide equipment and 
materials for voluntary groups who may be willing to offer 
assistance. A snow clearing service will be considered where residents 
agree that the service is required and agree to fund its provision through their 
service charge. 

Parking: the current policy of operating all parking areas on a “first come first 
served” basis will be maintained. Specified disabled parking bays may be provided 
but only after the completion of a consultation exercise with residents.

The new Estate Management Policy will be available on our website once it has 
been approved by our Board. We will also write to all tenants advising them of the 
changes in terms of their tenancy agreements.

UPDATE ESTATE MANAGEMENT

IN THE Autumn edition of Caledonia News we advised residents that we were 
reviewing our Estate Management Policy. This policy refers to the general 
management of our housing stock, the areas in which these are located and 

the other services we provide which will ensure that these are kept clean and safe 
and are pleasant environments in which to live. The Estate Management Policy 
applies to all rented, shared ownership and mixed tenure developments owned or 
managed by the Association.

The article advised that we had held a consultation event and that over 40 
residents had given us their views on a range of estate management issues, 
including: Pets, Parking, Snow Clearance & Motability Scooters. The article 
encouraged all residents to contact us if they had any views on these subjects. The 
Association has now completed the review of the policy and this will be reported to 
our Board for approval at their next meeting in April. The new policy is proposing 
to change a number of matters, principally:

Pets: all residents will be permitted to keep domestic pets provided they obtain our 
approval in advance. The Association reserves the right to designate certain blocks 
as being “pet free” and permission will not be granted under any circumstances. 

Motability scooters: all residents will be required to obtain our permission before 
being allowed to store a motability scooter on our premises. The permission will not 
be withheld if the scooter meets specified criteria and can easily be stored within 
the residents’ home. The Association will work with residents who already have a 
scooter and provide advice and support to help them comply. 

The new policy also proposes to maintain our current procedures and levels of 
service on a number of matters, including:

Snow clearance: the current procedure of only clearing snow and ice in 
extreme and prolonged circumstances will be maintained. The 

Association will continue to provide grit and salt 
which residents are free 

to use. 
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Anna Davie with Caledonia Home Helps

New Welfare Advice Project 
for Social Tenants in Angus

ANGUS Council’s Housing and Welfare 
Rights Service have gained funding from 
the Scottish Legal Aid Board’s Making 

Advice Work  (MAW) Initiative. 
Due to the pressure on household incomes, caused 

by benefit changes and welfare reforms, there has 
been an increased demand for advice, information 
and social housing throughout Angus.  
The Council’s Welfare Rights and Housing Options 

Service have set up a project, through the Making Advice Work initiative, 
called The Angus Welfare Reform Advice Project (WRAP). The project is 
designed to meet the needs of social tenants in Angus who are struggling 
with changes to their benefits and reduced incomes. 
As part of the Council’s Welfare Rights Service, the projects aim is to 

ensure that tenants in social rented accommodation have access to welfare 
advice when required.
Tenants will be helped to deal with debt and financial problems, to enable 

them to sustain their tenancies.  However, where this is not an option, they 
will be given help to explore other housing options to avoid homelessness.
If you are a social tenant living in Angus and are feeling under pressure 

due to reduced income or change in your circumstances then WRAP could 
help you.
Contact the Angus Council Accessline on 08457 777 778 for further 

information or by email: wrap@angus.gov.uk
We also have a Dundee and Perthshire MAW project. For more information 

contact our Customer Service Team on 0800 678 1228.

THE Caledonia Volunteer, 
Dundee-based, Project aims 
to increase the opportunity 

to socialise and reduce isolation and 
loneliness. Our volunteers already 
support many social and activity 
groups. Since the project began 
volunteers have provided over 3,500 
hours of their time to support group 
activities. We are always looking for 
volunteers, particularly Caledonia 
tenants who would like to support 
other tenants in either a group setting 
or on a one-to-one basis. 

The Befriending Project can offer 
support to some of the most isolated 
or lonely people. Befriending can 

have a very positive outcome for a 
befriendee, through regular social 
visits with a trusted volunteer 
companion, but equally it can provide 
a befriender with the same benefits, 
as well as a high level of intrinsic 
reward.  

Tenants within Caledonia HAs 
sheltered housing schemes are 
providing peer support,   forming   
social committees, organising 
activities and supporting their fellow 
tenants. If you would like to find 
out more about volunteering please 
contact Gary Flew, Volunteer Co-
ordinator on 01382 237179 or 0781 
727 9946.

BEFRIENDING BENEFITS

GET INVOLVED
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EACH YEAR we re-let over 300 existing homes to new tenants. An 
important part of our work is getting the homes ready for them to move 
into – we have a new target of 18 days to turn empty homes around. The 

majority of residents leave homes in a reasonable condition but a minority 
leave them in a poor state – both inside and out. We expect all tenants to put 
right any damage caused, remove rubbish and clean the house before they 
leave. If this is not done, it delays the new tenants moving in and we incur 
costs to put things right. As a result, we need to recover any money lost and 
we can do this through the courts if necessary. We are putting this procedure 
in place so please make sure you are not one of those affected by leaving your 
home and garden in good order. 

Our main aims when re-letting our homes are:
•	 To re-let properties as quickly as possible with a target of homes not 

being empty for longer than 18 days. This is to keep costs down and 
make sure we help those who are in desperate need of housing.

•	 To make sure all newly re-let homes meet the tenancy standards. This 
means that we have carried out our statutory safety checks on the gas 
and electrical services, making sure heating and hot water services 
work properly and are safe to use. For added reassurance, we provide 
copies of safety certificates to incoming tenants. 

•	 We also make sure the home is secure, safe, clean and free from leaks. 
We assess the condition of kitchens and bathrooms, carrying out any 
repairs needed while the property is empty. 

•	 We will leave ceilings and walls  in a sound condition, ready for our 
new tenants to decorate. 

•	 We leave a welcome pack for new tenants and provide decorating 
vouchers or packs where required. 

As a not for profit landlord, any money that we spend on damage left by 
tenants means that there is less money to spend on the improvements that 
tenants need. If you have any questions about leaving a Caledonia property, 
please contact our Customer Services team on 0800 678 1228.

HELP US TO RE-LET HOMES QUICKLY
WE’RE SO SOCIAL!

FOLLOW US ON 
 TWITTER

LIKE US ON 

 FACEBOOK

Be in the know and find out first. Connect with us and 
become a fan on Facebook or follow us on Twitter – or 
do both!  The best way for you to find out what were 
are doing on a day-to-day basis is to get connected 
with us. 

Also, you can find out more 
about our new partner, Cordale 
Housing Association by visiting 
their website: 
www.cordalehousing.org.uk, 
they also have a facebook page 
too!

You can also download our App, which 
is free to download on smartphones 
such as iPhone and Android phones. Our 
App allows you to report a repair, report 
issues of anti-social behaviour, set rent 
reminders, calculate under occupancy 
and allows quick access to contact 
Caledonia.
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Please contact us for a translation. 
This is the newsletter of Caledonia Housing Association. Caledonia Housing Association Ltd is registered with The 
Scottish Housing Regulator, Reg. No. HEP 224. Registered as an Industrial and Provident Society, Reg. No. 2343R(S). A 
Scottish Charity No. SC013988. Registered Office: 5 South St John’s Place, Perth, Scotland, PH1 5SU.

Contact Us

Website
www.caledoniaha.co.uk

By Phone
0800 678 1228

Customer Services Team 
available Monday to 

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

By Post or Visit
Area Office, Perth

5 South St.John’s Place
Perth, PH1 5SU

Area Office, Dundee
118 Strathern Road

Broughty Ferry, Dundee
DD5 1JW

By Email
info@caledoniaha.co.uk

@

OUT OF HOURS EMERGENCy SERVICE – 0800 783 7937 
PERTHSHIRE, ANGUS, FIFE & TAySIDE INCLUDING ASSyNT ROAD, INVERNESS

Available outside our office hours (see above). Our out of hours calls are handled by one call handler 
BR24. When contacted BR24 will make arrangements for contractors to attend to emergency repairs. 

BR24 will also contact Caledonia Housing Association staff if the situation is serious.
PLEASE NOTE: DO NOT CALL THIS NUMBER TO REPORT A ROUTINE OR OTHER NON-EMERGENCy REPAIR.

ALL REPAIRS – WEST HEATHER ROAD, INVERNESS
All repairs for our residents at West Heather Road, Inverness are 

reported to Cairn Housing Association on 0845 224 1754.

ALL REPAIRS – ASSyNT ROAD, INVERNESS
All defects/repairs for our residents at Assynt Road, Inverness are reported  

to Caledonia Housing Association via the Customer Servcies Team (number above).


