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Rent Update

W

ELCOME to the Spring edition
of Caledonia News – the first
newsletter of 2015!
Looking ahead into 2015, at Caledonia
we have identified a number of key
priorities taking into account tenants
priorities and views. Our focus will
remain on improving our customer
service. The recent tenants satisfaction
survey showed that overall we are
providing good levels of service and
value for money, but it also highlighted
some areas where tenants feel we can
improve and this is where we will seek
to focus our attention.
In addition to improving customer
service we recognise that there
continues to be a shortage of
affordable homes and we remain
committed to build new housing. But
we also acknowledge that investment
in our existing properties is a priority
for you and in the coming year we
will be investing substantial sums to
upgrade properties . As well as seeking
to enhance our customer service and
continuing to invest in your home, in
the current climate it is essential that
we ensure that the Association remains
financially stable and that we balance
our costs against the rent and service
charges we apply to ensure that our
rents remain affordable for you. This
has been reviewed by Caledonia’s
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How Are We Improving Your Estate?

Management Board and whilst no
one likes charges being increased, this
year we have worked to keep our rent
increase to a reasonable level. Both
our rent increase and our average
rent charge are less than other social
housing providers in the area. The
increase will allow us to continue to
invest in your homes and sustain the
services we provide.
Finally, I would like to say a big well
done to the Paddy Action Group
based in Padanaram in Angus who
have successfully secured £46,954
of Big Lottery Funding to replace the
existing play park equipment. The
money will provide a well-designed,
disabled friendly outdoor space for
the community.
Julie Cosgrove,
Chief Executive
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RENT &
SERVICE
CHARGES
APRIL 2015
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Y NOW you should have received notification of your rent and, if
applicable, your service charge due from April 2015.
Caledonia would like to thank those people who responded to
our consultation exercise and can confirm the winner of the £50 prize
draw is Ms M McHattie, from Dundee.
After due consideration the Management Board approved a rent
increase equivalent to 2.2%. They also approved the service charges
for our schemes. These specifically relate to the services provided at
each scheme, however, the overall average increase was 0.3%.
The Board is very much aware that the current economic climate is
challenging for many residents and any increase in charges may affect
their income. However, they felt that the increase for 2015 was fair and
struck an appropriate balance between ensuring the Association had
sufficient funds to remain viable and maintain current levels of service
and whilst trying to keep charges affordable.
This decision maintains Caledonia’s track record over the last few years
of ensuring that its charge increases are one of the lowest in Tayside
and considerably lower than the average across Scotland.
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Paying Your Charges:
Making Advice Work

W

E CAN HELP if you are experiencing difficulties
in maintaining your payments and have a
range of services that can provide you with
confidential support and advice regarding your income
and commitments. Caledonia has partnered with Shelter to
provide a discrete and confidential money and debt advice
service that can be tailored to meet your needs – Caledonia
Making Advice Work. The service is funded by a grant from
the Scottish Legal Aid Board and this has recently been
extended to run to September 2016 and will cover advice
to our residents in Perthshire, Dundee and Angus.
The following case study outlines just one example of the
good work we are doing to help tenants:
Case example: A Caledonia tenant was referred to
Shelter because they were not engaging with their
Housing Officer and were at risk of losing their tenancy.
Shelter was able to provide a range of money and debt
advice that resulted in:
• A back dated claim for housing benefit that reduced
the arrears by 50%
• Budget advice which meant they could afford
regular payments to reduce the remaining arrears
• Contact with the client’s energy provider to reduce
and manage an outstanding debt
• Additional child care stability through liaison with
Council support workers
If you are interested in getting more information about
the Making Advice Work service call Shelter on 0344
515 2536 or if you would like information about the rent
payment options provided by Caledonia please contact us
on 0800 678 1228.
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Benefits are changing
to Universal Credit (UC)

I

T IS EXPECTED that Universal Credit will
be rolled out across Caledonia later in
2015 in Dundee and early in 2016 in
Perth, Angus and Fife. Universal Credit is
a new benefit that affects working age
people and will replace the following:
• Income support
• Employment & support allowance
• Jobseekers allowance
• Housing benefit
• Working & child tax credits
Universal Credit can be claimed by people
in or out of work. It is paid monthly in
arrears and only into a bank account.
Most claims for Universal Credit have to
be made online. Allowances for housing
costs are included in Universal Credit, so
you have to pay your rent in full directly
to your landlord.
What can you do to prepare for the
changes?
Advice can be found on the UK
Government’s website: www.gov.uk/
universal-credit or by phoning their
helpline on 0345 600 0723.
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In brief you will need to:
• Find out about different bank
accounts, especially those that have
Direct Debit or Standing Order
facilities to pay bills
• Find out how you will manage your
monthly money
• Find out where you can access
computers or the internet
Caledonia is developing services to help
its residents to manage the move to
Universal Credit and additional advice can
be found on our web site or by contacting
us on 0800 678 1228.
Disability benefits are also changing
Disability Living Allowance (DLA) is being
replaced by a new benefit called the
Personal Independence Payment (PIP)
for people aged 16 to 64 years. If you are
in receipt of DLA you may be sent a form
to apply for PIP. You must return the form
within 4 weeks or your DLA payments may
end. Over the next few years everyone
within this age group will move over to
PIP. If you want more information about
this, advice can be obtained from the
Government’s general advice phone line
on 0345 850 3322.

We’ve Increased Security

A

T
CALEDONIA
Housing
Association we take the security
of data and other information
we hold very seriously and we have
a legal obligation under the Data
Protection Act (1998) to ensure we
protect the information we hold.
Following a recent review we have
tightened up our security procedures.
The Customer Services Team, who
answer over 40,000 calls per year, will
now ask specific security questions
to verify the identity of the caller and
to safeguard the giving out of any
information and data held.
When calling (either by phone or
coming into the office) the following
threemandatory questions will be
asked:
• Name
• Address Including postcode
• Date of Birth
You will then be asked 2 additional
questions: from the following list,

and it would therefore be helpful and
would avoid frustration if youhad
all the information to hand before
calling:
• Phone number
• National Insurance Number
• Rent account Number
• Weekly rent charge
• Year tenancy started
• Housing Benefit information
(where applicable)
A minimum of 5 questions must
be answered where information is
being sought or access to private
data is required. If the questions
are not answered then only general
information and advice can be given.
We hope that you understand the
reasons for our increased security
and continued compliance with
the Data Protection Act and for the
peace of mind that the data we hold
is safe.
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REMEMBER TO TELL US...
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.

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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HEALTHY START

H

EALTHY Start is a government
scheme which provides free
milk, fruit and vegetables, infant
formula and vitamins to certain pregnant
women and children.
Who can receive help from the healthy
Start Scheme?
People who are eligible include the
following:
• If you are pregnant, or have at least
one child under 4 years old, and you
or your family are receiving one of the
following:
• Income Support
• Income-based Jobseeker’s Allowance
• Child Tax Credit (with a family income
below £16,190)
• Income-related Employment and
Support Allowance
• Working Tax Credit (only if receiving
the 4 week run-on payment)
• If you are pregnant and are under 18
years old.
How does it work?
If you are accepted onto the scheme you
will have vouchers sent in the post every
4 weeks. Each voucher is worth £3.10.
Pregnant women and
children aged 1-4
years will receive
one (1) voucher for
each week. Babies
and infants up to I
year old will have

2 vouchers for each week. You will also
receive advice about healthy eating,
breast-feeding, infant feeding and how
to use the vouchers.
Many well-known supermarkets and
shops take part in the scheme. They
exchange the vouchers for:
• Fresh, plain cow’s milk, fruit and
vegetables, infant formula milk
suitable from birth.
• Many shops taking part have a
Healthy Start sticker in the window.
You should use the full value of the
vouchers, no change is given. In
addition, you can have free vitamin
supplements. Your midwife or health
visitor will let you know how these are
provided in your local area.
How do I apply for the vouchers?
You will need to fill out and send off
an application leaflet which can be
obtained from your midwife, health
visitor or doctor’s surgery, or by ringing
the Healthy Start helpline on 0845 607
6823. Once you have filled out the form,
your midwife or health visitor must
sign the form to confirm that you are
pregnant and /or have children under
the age of 4. The form should then be
sent to the address provided.
Further information is available on
www. healthystart.nhs.uk
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Our New
Rules:
You
Decide

T

HE ASSOCIATION is a registered
charity that is governed and
managed in accordance with
legal and regulatory requirements. The
Association also has its own Rules, also
known as its constitution, that cover
a range of issues relating to how it is
governed, including how to become a
member, how to join the Management
Board and how meetings of the Board
and the membership are arranged
and conducted. The Rules also detail
the main purpose of the Association’s
work.
Our intention is to adopt new Model
Rules, developed in 2013 by SFHA in full
with one exception, namely that our
maximum number of Management
Board members be amended from 15
to 12 for the following reason:
Our current Rules include a provision
for the Tenant Scrutiny Panel, as the
main tenant representative group,
to nominate three of its’ members to
8

Meet Gift : Our New
Project Scotland
Placement Volunteer

G
co-opted places on the Management
Board. The Scrutiny Panel has advised
that it wishes to be more independent
from the Board, given its’ focus on
challenging the performance of the
Association. The Panel is also satisfied
that the arrangements in place enable
it to have a good working relationship
with the Management Board whilst
maintaining its’ independent scrutiny
role. For these reasons, the Panel
no longer wishes to have specific
nomination rights to the co-opted
places.
The changes to our Rules have been
discussed with the Management
Board and the Tenant Scrutiny Panel.
The next stage will involve asking
the Members of the Association to
consider approving the new Rules.
This will now take place at the Special
General Meeting to be held on the
same day as our AGM in September.

ift is a student at Dundee
college on a volunteer
placement from Project
Scotland. Project Scotland is a
national scheme aimed at improving
the employability of young people
through volunteering.
Originally from Nigeria and 19 years
old, Gift has been with Caledonia
Housing Association for
almost 3 months. She
was previously with the
voluntary
organisation
‘Food Train’ Dundee, which
helps older and less
mobile people get their
weekly shopping. She
loves to volunteer and
her motivation comes
from the thought of
doing something good
and putting a smile on
peoples faces.

She is also very busy supporting
the volunteer project. Along with
administrative support she currently
handles a bingo group at Dickson
Avenue very sheltered scheme.
She has started a Computer &
Nails group at Monifieth sheltered
scheme and a Computer group in
Pennycook Lane, which is one of
Home Scotland’s sheltered schemes.
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Notice Board

Paddy Action Group Lottery Funding
Paddy Action Group based in Padanaram,
Angus was set up in 2012 to improve the
quality of the environment for all residents
in the local area. They applied to the
Big Lottery for funding in the amount of
£46,954.00 to replace the existing play
park equipment and have been successful
in their bid. The monies have provided a
well-designed, disabled friendly outdoor
space and additional funds from Angus
Council and the developer of St Ninians Road
development have provided a community
noticeboard and other items. Please contact
01307-466273 if you require any further
information.
LIKE US ON
FACEBOOK

FOLLOW US ON
TWITTER

The Tenants Scrutiny Panel

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.

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.

Montrose Makers Market
nia
Caledo lp
He
Home
Service

9 August 2D G0A1M5ES

PERTH HIGHLAN
dgames.co.uk
visit: perthhighlan

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

SPORT & LEISURE YMCA, 98 Murray Street, Montrose,
Angus, DD10 8JG
21 Mar 2015 - 12 Dec 2015
In keeping with Angus’ rich cultural heritage, each
month will feature a different selection of artists,
local producers and craftspeople from Angus and
further afield. You can shop, chat with the producers
or just explore the wonderful things that the people of
Scotland can produce.

www.visitscotland.com

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

We want your views!

WE
NEED
YOUR
VIEWS!

E

NERGY efficiency benefits households, businesses and the public
sector, by saving them money and by supporting more sustainable
business practices and lifestyles. It is the most cost-effective way to
support the move to a low carbon energy system.
Improving energy efficiency within Caledonia homes and across the
business is a major challenge, but the opportunity for Caledonia is
immense.
We are keen to address this challenge and set out actions to be taken
forward. Power to take action on energy efficiency is not fully devolved
to Caledonia, so our role is limited to the promotion of energy efficiency
while the regulation of energy efficiency rests with the UK Government.
We are developing a new strategy that considers not just Caledonia’s role
in driving this agenda but also the role of other organisations, businesses
and householders. For the last four weeks a proposed energy strategy has
been available online. In addition to this our Tenant Participation Officer,
Lara Allan, has been setting up a focus group to help develop our strategy.
If you would like to get involved then contact our customer services team
on 0800 678 1228 and ask for Lara.
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Volunteering – can you help?

C

ALEDONIA’S volunteer project is
looking for new volunteers who
would enjoy supporting older
people living in Dundee. This could
be in a group setting, helping with
social activities in a sheltered housing
scheme. It could also be one-to-one
companionship in a befriending role,
visiting someone who may be isolated
and needing more social contact.
We are looking for people of all ages.
Volunteering can help those looking
for employment or thinking about
changing career. It is a good way
to gain practical work experience,
increase employability and help to

build that all important CV.
There is also no upper age limit to
being a volunteer and particularly
in the befriending role, more life
experience often helps develop a
lasting befriending relationship.
Volunteering with a vulnerable
group does require you to complete
a Disclosure Scotland criminal record
check. So whatever your age, if you
are reliable, creative and friendly,
with 2 hours a week to share, why not
contact our Volunteer Coordinator
to find out more, Gary Flew, email:
gary.flew@caledoniaha.co.uk or call
Gary direct on 01382 237179.
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ARE YOU COVERED?

A

S 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 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.

Please note, that there are
a large number of home
contents insurance products
on the market and you are free
to pick your own.
14

Tenants help
to drive new
Business Plan

B

ACK IN January we sent information to
all Caledonia tenants that set out the key
proposals for our new Business Plan for
the 2015-16 financial year. These included our
Management Board’s intention to continue
with our focus on delivering excellent services,
providing new homes and services, making
our Association stronger and investing in skills
and knowledge. We are grateful to all of the
tenants who got back to us with their thoughts
and comments – all of which were reported to
our Management Board when they formally
considered and approved the Plan in February.
Also, well done to Evelyn Pearson from Dundee
who was the winner of the £50 voucher in our
prize draw for the feedback we received on the
proposals.
We are presently working on a summary version
of the Business Plan that will be available on our
website and also on request from our Perth and
Dundee offices. We’ll also keep you updated
over the course of the year in Caledonia News on
the range of projects and initiatives that we will
be working on. In you would like to know more
about our new Business Plan in the meantime
though just let us know by contacting us in one
of the usual ways.
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Creating vibrant communities through investment

L

AST YEAR you were invited to the annual “inspect your estate” walkabout
with your Maintenance and Housing Officers. We would like to express
our thanks to everyone who gave up their time and accompanied our staff
during these walkabouts. The visits were designed to check that your estate
was well maintained, and also to give you the opportunity to suggest small
improvements. Last year a budget of £30,000 was set for our developments in
Tayside and Fife. So how did we spend this money?
Angus
• Herald Building, Arbroath – Improved the signage and rearranged car
park lighting.
• Don Street, Forfar – Installed additional fencing to prevent refuse bins
from damaging parked cars.
• Lisden Court, Kirriemuir – Created a ‘wild garden’ which will be
maintained by the tenants.
• Servite House, Monifieth – Replaced window blinds in the common
areas and installed a covert CCTV system.
• Standard Close, Montrose – Provided additional public seating, created
a new outside drying facility and repainted the lines in the car park.
• William Rodger Drive, Montrose - Renewed car park signs.
• Servite House, Birkhill – Provided garden benches.
• Birkhill – New slabbed areas to accommodate additional bins by Angus
Council.

Fife
• The Maltings, Ladybank - Created a new patio and seating area.
• Kilmany Road, Gauldry – Erected ‘No Dog Fouling’ signs.
• Redcroft Place, Leuchars – Installed new bike racks.
• Queen Street, Tayport – Installed a new communal light.
Dundee
• Vincent Court, Linlathen – Installed new rotary clothes driers which
replaced existing drying poles.
• Servite House, Alexander Street – Installed outdoor seating (a bench
and 2 carver chairs)
• Magdalen Yard Road – Installed new bike storage for the amenity
tenants.
• Servite Court, Magdalen Yard Road – Improved garden seating area
for very sheltered tenants.
• Servite House, Fintry – Improved the scheme signage.
Perth & Kinross
• Burnside Court, Alyth - Baffle rail erected to stop children cycling
through the walkway, as this had recently been recognised as a
potential danger for tenants living there.
• Created drying greens in two out of town centre developments.

Freshly painted
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The following case studies are examples of complaints that
Caledonia Housing Association has investigated in the past:
Complaints Case Study A
A plumbing repair was not completed and the tenant had understood the plumber
would be returning later that day to complete the repair.
Customer’s Expectations: Contractors should make it clear to tenants that parts are
required to complete a repair.
Investigation: Checked our contractor on their procedures for updating tenants
where parts are required
Outcome: Contractors will now hand a card to the tenants where a return visit is
required with a spare part. This informs the tenants of an expected return date and
a contact number for the contractor. It will also help the contractor keep track of
outstanding jobs so they can communicate with the tenants if parts are taking longer
than anticipated to arrive.
Learning: The Association needs to work closely with contractors to ensure tenants
are kept informed.
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COMPLAINTS
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KNOW YOUR RIGHTS
Every year we take the opportunity to remind our tenants of a
number of rights they have. Did you know, for example…

We aim to ensure all our services are
accessible to everyone and ensure all our
tenants, residents and other customers
are treated fairly and respectfully. If there
is anything we can do to better meet your
needs, please let us know.

The ‘Right to Repair’
means we must carry
out certain types of
repair within a set time
period. If we don’t, you
can ask an alternative
contractor to carry out
the work, and we would
pay you compensation
for the inconvenience
involved. There are
various conditions
attached to the scheme.
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The Data Protection Act aims to protect
your right to privacy. It gives you
certain rights in relation to how your
personal information is gathered, used,
recorded and shared.

We are must 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.

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.

TENANT INFORMATION

A small number of tenants living in Perth and
the surrounding area have the Right to Buy
their home . You will probably know if this
applies to you, but please contact us and we’ll
be happy to confirm your situation. Please not:
the Right to Buy ends for all Scottish social
housing tenants on 1 August 2016.

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.

For more information on any
of these rights please contact
us. See back page for details.
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Have a Break... Caledonia’s Guest Rooms
If you are a tenant in one of our sheltered housing
developments and feeling in need of a short break, but
money is tight, why not consider staying in one of our recently
upgraded guest rooms in another scheme? We have some
great properties, in great locations, and for a fraction of the
cost of a hotel, only £10 per room per night or £12.50 per room
per night where there are en-suite facilities.
Perthshire
Cameron Court in Comrie is located near the village centre. This conservation
village sits in beautiful Perthshire countryside to the west of Crieff. Comrie has
a range of local shops with places to eat out. There is one twin-bedded guest
room on the ground floor. The guest room has en-suite facilities including a
level access shower. Bedding and towels are supplied along with tea and coffee
making facilities. Contact: Margaret Stewart Scheme Manager on 01382 237156.

22

Fife
If you like peace and quiet and to get away from the hustle and bustle of
city life, then Servite House in the pretty village of Newport overlooking the
River Tay, is the place to go. There are two twin-bedded guest rooms with
an adjoining shower room. Bedding and towels are supplied along with tea
and coffee making facilities. Contact: Gwen Galligan , Scheme Manager on
01382 237171.
Angus
Servite House is situated in the centre of Monifieth with easy access to
shops, cafes and the sea front. There are two twin-bedded guest rooms
with en-suite facilities. Bedding and towels are supplied along with tea and
coffee making facilitiesContact: Linda Nairn, Scheme Manager on 01372
237167.
For a complete listing of our guest rooms, please ask your Scheme Manager
for a copy of our Guest Room Facilities leaflet. Alternatively, you can call
our Customer Services Team on 0800 678 1228 for a copy, or download one
from our website www.caledoniaha.co.uk.

Performance Summary
(APRIL-DECEMBER 2014)

The end of our reporting year is just around the corner and very soon we’ll be
putting together our formal performance summary for the 12 month period
from April 2014 – March 2015. This will contain all the facts and figures that
we collect as part of our commitment to meeting the Scottish Social Housing
Charter. Known as the ARC (Annual Return on the Charter), this will be sent to
the Scottish Housing Regulator. Later in the year the Regulator will publish our
results, along with those of all other social landlords, on its website.
In the meantime, the information in the table provides some of our results in
key service areas for the period April-December 2014.
What We Measure…

Telephone calls
answered within 30
secs
Average time to
complete emergency
repairs
Average time to
complete nonemergency repairs
Non-emergency repairs
completed “right first
time”
Repairs appointments
kept
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The result
we achieved
during April to
December…

Our
Annual
Target
is…

98.0%

≥93%

4.1 hours

≤6
hours

4.64 days

≤8 days

91.5%

96.7%

≥95%

≥90%

What We Measure…

Satisfaction with repairs
and maintenance
service

Properties with current
gas safety record

The result
we achieved
during April to
December…
91.7%

Our
Annual
Target
is…
≥95%

100%

100%

Stock that became
vacant
Average relet time

6.9%

≤12%

18.5

≤20 days

Rent lost as a result of
properties being empty

0.53%

≤1%

New tenancies
sustained for more
than a year
Anti-social behaviour
cases resolved within
target
Stock meeting Scottish
Housing Quality
Standard

96.5%

≥94%

92.4%

≥90%

98.8%

≥98%

Rent collected

99.1%

≥98%

Outstanding rent owed
by current tenants

2.89%

≤3%

You might be interested to know…

The Customer Services Team
received over 28,500 calls in total.
Just over 1600 emergency repairs
were carried out. 97% were
completed within our target time.
Almost 4800 non emergency
repairs were carried out. 97% were
completed within our target time.
These are repairs that were
completed to the tenant’s
satisfaction, within timescale and
during the contractor’s first (or other
pre-planned) visit.
We aim to ensure a convenient
appointment is made for all nonemergency repairs. As a minimum
this can be a specific date and either
a morning or afternoon time.

You might be interested to
know…
We received a total of 1684
repairs customer satisfaction
forms. 85 customers (5%) told us
they were not satisfied with the
service they received. We follow
up each and every issue raised
as part of our commitment to
improving the service.
We fully met our legal
responsibilities - current gas safety
certificates were in place for all
1610 properties that required one.
242 properties became available
for relet.
This is an improvement on the 20
day average achieved during AprilSeptember.
This amounted to just over
£61,500 of the £11.5m due during
April-December.
This was 445 out of 461 tenancies.
We handled 144 cases.
As many of our properties as
possible now meet the Standard.
A small number are currently
exempt from the Standard,
meaning we cannot reach 100%
compliance.
This was £11.4m of the £11.5m
due.
We achieved a significant
improvement during October –
December, and are working hard
to ensure we remain within target.

‘Digital on the Move’
Project Launched
T

HE INTRODUCTION of benefit
changes has and will change the
welfare system for working age
adults. The introduction of Universal
Credit will be “digital by default” meaning
that the majority of claimants will make a
claim online and then personally manage
their claim directly through an online
account.
While the Department of Work and
Pensions (DWP) hope this will help prepare
people for work it will have considerable
implications for people who do not have
a computer or have never used one, who
do not have online access or who cannot
use online services.
The ‘Digital on the Move’ project has
been set up to help people in Dundee
who have limited, or no existing IT skills.
• The scheme will also help with
training/ employability and assisting
people to get online to complete
their job searches and build a
Curriculum Vitae (CV) in order to
avoid sanctions.
• People will work in small groups
(with coaching one to one) offering
support and tuition in basic IT skills.

The
classes
will
be tailored to the needs of the
individual.
•
It is hoped that people will gain
enough skills and confidence to
carry this on independently, or join
one of the ‘Job Shops’. Referrals can
be made to the IT4Work classes for
further support where appropriate.
• The classes will run Monday
Afternoons, 2.30-4.30pm at the
Dundee Hub. They will run for 6 to
8 weeks.
• Training is carried out by volunteers
who have received training from
Dundee City Council’s IT 4 Work team.
If you would like more information
about the ‘Digital on the Move’ project
please contact your Housing Officer or
Laura Fairlie (Shelter Advice Worker) on
0344 515340.

23
27

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

FOLLOW US
ON
TWITTER

ON
LIKE US
OK
FACEBO

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.

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

HELP US TO RE-LET HOMES QUICKLY

E

ACH 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
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, ensuring 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.
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Contact Us

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 Phone
0800 678 1228
Customer Services Team
available Monday to
Thursday, 9am – 5pm
and Fridays, 9am – 4pm

Caledonia
HOUSING ASSOCIATION

Website
www.caledoniaha.co.uk

@
By Email
info@caledoniaha.co.uk

Contact the tenant scrutiny panel direct to find out more or to get involved:
scrutinypanel@caledoniaha.co.uk
OUT OF HOURS EMERGENCY SERVICE – 0800 783 7937
PERTHSHIRE, ANGUS, FIFE & TAYSIDE INCLUDING RESAURIE GARDENS, INVERNESS

Available outside our office hours (see above). Our out of hours calls are handled by one call handler
BR24. When contacted BR24 will make arrangements for contractors to attend to emergency repairs.
BR24 will also contact Caledonia Housing Association staff if the situation is serious.
PLEASE NOTE: DO NOT CALL THIS NUMBER TO REPORT A ROUTINE OR OTHER NON-EMERGENCY REPAIR.

ALL REPAIRS – WEST HEATHER ROAD/ASSYNT ROAD, INVERNESS

All repairs for our residents at West Heather Road & Assynt Road, Inverness are
reported to Cairn Housing Association on 0800 990 3405 (free from landlines)
& 0300 456 1245 (local rate from mobiles).

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.

