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Caledonia Housing Association Group Clean
up at Scottish Home Awards

Julie Cosgrove, Caledonia’s Chief Executive said

“I am absolutely delighted that Caledonia
has been named Large Housing Association
of the Year. Winning the award in 2014 was
wonderful and to be awarded it twice is a
great honour. We are so proud of the work
we do at Caledonia to create a strategy that
allows us to provide homes and services that
make life better.
To win both the large and small Housing
Associations of the Year within our Group
of Housing Associations is a tremendous
achievement given the high quality of work
Scottish Housing Associations are doing across
Caledonia Housing Association scooped Large
the board. Cordale’s journey over the last 4
Housing Association of the Year Award at the Scottish Home Awards years has been remarkable and we are proud
Gala Dinner on Thursday 15th June, for the second time in 4 years. that the Caledonia Housing Association Group
has been able to assist their journey and
To make a great night even better Cordale Housing Association,
facilitate their tenacity for change.
part of the Caledonia Housing Association Group, were named Small I would like to thank all the staff for their
Housing Association of the Year.
continuous efforts to deliver the best possible
services for our customers. Thanks go to
These industry awards are excellent accolades for both Cordale and Caledonia who were up
the sponsors of our awards Aareon and CIH
against strong competition in both categories.
The award is recognition of the high quality services Caledonia and Cordale provide along with a Scotland as well as the other main sponsors,
progressive strategy in ensuring the Housing Associations stay modernised and relevant and the and of course thanks to the Scottish Home
Awards themselves.”
continued commitment of all staff to deliver the highest standards.

We Won!!!

EPAS Award for Tayport
Caledonia Housing Association’s Servite House in Tayport
has won a Gold Award at the Elderly Accommodation
Counsel (EAC) Awards 2017.

Pamela Marshall Scheme Manager at Servite House said

“We’re thrilled to have won this award. It’s such a
great accolade to receive as it was voted for by the
public and we are delighted our residents and visitors
and members of the wider Tayport community took
the time to vote for us. Thank you so much.”

Servite House in Tayport is one of 32 to have won a top prize out
of almost 25,000 retirement housing schemes or developments
nationwide. The EAC Awards were celebrated at Edgbaston Cricket
Ground, Birmingham on 16th May 2017 where the bronze, silver and
gold awards winners were announced.
The awards, now in their 7th year, celebrate the best specialist
housing for older people. They aim to help shape the future of
housing in later life through engaging over ten thousand residents,
staff, visitors and volunteers who were all able to vote for their
favorite scheme out of the 1,180 nominated between 15 November
2016 and 28 February 2017.
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Big Lottery Funding
Our Volunteer Project received a massive boost
in June with confirmation of £149,788 of grant
funding from the Big Lottery Fund over the next
5 years.
This award will provide funding for a further
five years for our Volunteering and Befriending
programme enabling the project to continue and
expand its existing activities and befriending work
aimed at reducing isolation and loneliness amongst
older people.
The Volunteering project has grown from strength
to strength over the last 5 years with 100 volunteers
providing on average 4,000 hours per year of
Volunteering across Tayside, Perthshire, Fife and
Angus. Projects include seated exercise classes, bingo,
carpet bowls, coffee mornings and computer help
sessions. Befriending work offers opportunities for
older people to have closer relationships and perhaps
explore activities outwith the home setting.
Gill Donoghue Head of Support Services said
“We are over the moon that our bid to the Big
Lottery Fund has been successful. Over the last 5
years we have developed a successful Volunteer
project, delivering great outcomes in our
communities with the support of our amazing
volunteers!

This funding will allow this to continue and more
importantly grow. We’d like to thank The Big Lottery
Fund and the National Lottery Players that create the
fund that make all of this possible – thank you.”
Big Lottery Fund Scotland Chair, Maureen McGinn,
said: “I am delighted that Caledonia Housing
Association has been successful in securing a Big
Lottery Fund grant. The funding will make a big
difference where it is needed most and I wish
Caledonia Housing Association every success as it
goes on to develop and expand its project for the
benefit of their local community.”

5 Years of Volunteering Celebration

On the final day of Volunteer Week 2017
Caledonia Housing Association hosted an
afternoon celebrating 5 successful years of
volunteering paying tribute to our Volunteers
and Volunteer Partners.
Gary Flew, Volunteer Co-Ordinator, presented
certificates and awards to Caledonia’s Volunteers who
put in nearly 4,000 hours of volunteering each year.
Gill Donoghue, Head of Support Services, commented

“We are delighted to be celebrating 5 years
of our successful Volunteer project

which has delivered great outcomes in
our communities with the support of our
amazing volunteers! We are hopeful that
given the positive impact the project has
achieved that we can secure funding to
further develop the project going forward.”
For further information on how you could volunteer
with Caledonia Housing Association please get in
touch with Caledonia’s Volunteer Co-Ordinator Gary
Flew via email gary.flew@caledoniaha.co.uk or call
01382 237179. Alternatively you can find out more on
our website by visiting https://www.caledoniaha.
co.uk/334_VolunteeringwithCaledonia.html

Anne Barrowman
Honoured at
Dundee Awards

We are delighted that Anne Barrowman,
one of our Volunteers from our Fintry
sheltered scheme, won an award at
the ‘2017 Dundee Volunteer of the Year
Awards’ held at the Apex Hotel in Dundee
on 7th June.
Anne won the ‘Kathryn Mackenzie, Make a
Difference Award’ which is designed to recognise
the contribution from volunteers in Dundee who
‘go above and beyond’. The award is given to an
individual who has given a little bit extra and made a
real difference to a person or group.
The three Finalists were selected because their
commitment to supporting people shines through and
they are considered a role model for other volunteers
and we are so pleased and proud that Anne’s
exemplary volunteering efforts were recognised as
being the best in Dundee.
Anne Barrowman certainly works hard to make a
difference to the lives of other tenants at the Fintry
Sheltered Scheme. Anne received the award with June
Wallace, another key volunteer at the Fintry Scheme.
After receiving the award Anne said, ‘this award is for
all the Fintry tenant committee members and tenants
who help organise and deliver the social activities, it is
a team effort’.
Gill Donoghue, Head of Support Services for Caledonia
Housing Association said ‘Caledonia are so pleased
that The Dundee Volunteer Award have recognised
and provided our volunteer Anne with this accolade
who consistently ‘goes above and beyond’ as a
volunteer in making a difference to her community.
Over the years Anne has contributed an amazing
amount of her time and energy into ensuring her
neighbours have a range of activities and events
to take part in and look forward to at their housing
development in Fintry, Dundee. She has also taken
the time to link with other schemes providing
housing for older people and regularly visits
Caledonia’s Care Home in Leuchars for some knitting
and a chat with the residents. Well done and well
deserved Anne!’
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Home Safety
I’m sure like me you’ve watched the news reports about Grenfell Tower in London with absolute horror
that such a tragedy could happen. I would like to reassure you that as a Housing Association we are never
complacent about the safety of your home.

Julie Cosgrove,
Chief Executive

As an organisation we have over 4,000 properties varying in type, size and age. All our properties are built to meet all relevant
building safety standards to provide you with a safe and secure home.
To keep you informed we have included information on this page about our building material types and the risk assessments recently
conducted as well as some essential safety reminders and advice.
Feeling safe and secure in your home is important – hopefully this information will assure you that your Caledonia home is, as much
as possible, both safe and secure from such tragedies. If you have any questions or concerns please get in touch with the Customer
Services Team who will be delighted to help.

Our House Type
Materials and Facts
You Need To Know
Following the fire at Grenfell Tower Caledonia Housing
Association conducted a rapid response exercise and can
confirm that NONE of our housing stock has the same
type of cladding fitted at Grenfell Tower.
We would like to reassure you that all materials used in
the construction and/or major refurbishments of Caledonia
properties have been specified by qualified professionals
to the relevant building standards, including fire
requirements. Although we are confident these claddings
are safe and durable we intend to review the specification
of these as part of our fire safety risk assessment work
over the coming months. We will keep you updated on
the outcomes.

Top 5 Safety Tips
one smoke alarm on
1	Fiteveryat least
level of your home, test
them WEEKLY and remember
to always replace batteries

	Make a Fire Action Plan so that
everyone in your house knows how
to escape in the event of a fire and
make sure exits are kept clear

2

	Never leave cooking or open flames
including candles or oil burners
unattended

3

cigarettes are completely
4	Ensure
stubbed out, are disposed of carefully
and are never smoked in bed

overload power points and
5	Never
switch off appliances when not in use

The Scottish Fire and Rescue Service offer free home fire safety visits to provide
useful fire safety advice and to help minimise the risk of fire. If you would like a visit,
please call 0800 0731 999, text “FIRE” to 80800 from your mobile or fill in a form
online at http://www.firescotland.gov.uk/your-safety/hfsv-form.aspx.
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Digital transformation
We had over a thousand responses to our Internet
Use survey – thank you so very much for everyone
that took the time to tell us about how they do or
don’t use the internet. Over the next few weeks we
will process all the responses and selected a winner
at random for the £50 voucher.
Your responses will help inform and shape our digital
processes going forward – so again thank you.

We are currently doing a proof of concept exercise with
our mobile working applications that we hope to roll
out relatively soon as a trial for our move over to digital
working; to enable us to make quicker decisions on the
move and be more efficient.
As always we will keep you updated as we move this
exciting project forward.

Bowerswell Strawberry Tea
To celebrate its 25th anniversary Bowerswell Memorial Home hosted a strawberry tea for over fifty
elderly residents, friends, staff and board members in June. Two special celebratory cakes were
commissioned and ceremoniously cut by resident’s Helen Illingworth, Elsie Mackay and Eileen Brown
as pictured with Scheme Manager Joanne Lawrie.
The Strawberry tea was the finale of months of fund raising by the residents to support the Cornhill
Unit at PRI. In January tenants started to raise funds by doing various tenant activities, from the
weekly Gentle Exercise class to coffee afternoon’s and Fish Tea nights. The joint celebration for the
25th Year of the flats opening with the Strawberry Tea raised £340 on the day which was more than
enough to hit the total fund raising target of £1,000.
The money will go to the Cornhill Unit, PRI and the remaining balance of £170 has started them off
for the next chosen charity (Air Ambulance Scotland).
Well done to all involved.

Martingale Turns 30
The Lord Provost of Dundee, Ian Borthwick, joined residents of
Caledonia’s Martingale Gardens in Dundee for an afternoon tea to
remember on 30th June to mark its 30th anniversary.
The Lord Provost of Dundee said “It was a great pleasure to come here today, to meet the
residents and meet Marion, an original resident.
It was lovely to see and catch up with so many residents that I have worked with at the
council over the years, and some residents that I had been at school with.
The care at Martingale Gardens is exceptional from what I can see and I wish Caledonia
Housing Association another 30 years of continued success at Martingale Gardens.”
Irene Handy, Scheme Manager said “Martingale Gardens is a lovely place; I’ve been
happy working here for 21 years and have seen a lot of changes over the years. It’s lovely
to have such a fantastic turn out today to celebrate our anniversary.”
Marion Montgomerie, a resident at Martingale Gardens, said “I’ve been very happy here.
I’m thankful I applied to live here. It’s been a great 30 years.”
The event was topped off by Harry McFagen from Music in Hospitals igniting a fantastic
singalong to ‘Caledonia’ by Dougie MacLean from all residents and guests at the event.

Pictured l to r: Irene Handy, Scheme Manager, Dundee’s Lord
Provost Ian Borthwick and Marion Montgomerie Martingale
Gardens Resident of 30 years.
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Caledonian Road School
Site Visit by the Board
Development
News
Spring into summer has been a busy
time for Caledonia’s development
team who are rapidly progressing our
mission to build 1,000 new affordable
homes. As well as the existing
developments the team are working
on completing we have some exciting
new projects to report on.

June saw Caledonia’s Board reaching for the hard hats and high vis vests to take site tours
around three of our Perth construction developments; the historic Caledonian Road School
conversion, the final phase of the Muirton development and the regeneration project at
Newhouse Road.
Penny Coburn, Vice Chair of the Board at
Caledonia, said “Myself and members of
the board were delighted to visit all three
construction sites in Perth. It is fantastic to see
the transformation of these sites from paper
plans and proposals and to building sites and
eventually new homes.
The sites are all very different but showcase
fantastically the excellent work Caledonia is
doing to provide and extend our ability to
provide more high quality affordable homes.”

In April we received planning approval
for 28 new homes in Morgan Street in
Dundee. With planning approved we hope
to start work on these in the autumn.
We have also purchased two sites in the
Slackbuie area of Inverness for the next
phase of our affordable homes in the
North. We anticipate building 15 units for
rent and 3 shared equity homes on these
sites. More information to follow in later
editions of the newsletter.

Newhouse
Road
The Newhouse Road Community Flat
hosted a coffee morning in conjunction
with the adult and family learning
team from PKC to discuss the learning
opportunities available at the Letham
community learning centre and in the
wider North Perth area.
It was well attended with tenants signing
up for courses in creative writing, cooking
on a budget and bead creative. Great fun
was had by all with lots of cake eaten,
plenty of chat and we even had some
lovely art work drawn for us by Dakota and
Serena, pictured here.
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Caledonia Launch Shared Equity Properties for Sale:
Helping you on the Property Ladder
Caledonia are delighted to be able to offer nearly 30 brand new
Shared Equity Homes for sale in both Perth and Angus as part of
our drive to provide 1,000 new affordable homes by 2022.

Anderson Street development in Carnoustie overlooking the world famous golf
course.
Full details on the shared equity properties including information on the NSSE
scheme and the property layouts and specifications are available in the new
homes section of our website here www.caledoniaha.co.uk/newhomes

The shared equity homes are part of Caledonia’s drive to enable people to
make their first step on to the property ladder working in conjunction with the
Scottish Government’s New Supply Shared Equity (NSSE) Scheme.

To apply and see if you are eligible to buy a shared equity homes please
complete the brief online passport application form here https://www.
caledoniaha.co.uk/passport.form.php

In the final phase of our Muirton development in Perth there are 12 two
bedroom houses and 9 three bedroom houses available to purchases under the
NSSE Scheme with a further 8 two bedroom flats available to purchase at our
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Rent First
CHA wants to make all tenants aware of the help and support
available to them when it comes to paying their rent.
However, as a responsible landlord, CHA must ensure that tenants understand
it is their responsibility to make sure their rent is paid - either through
physically making the payment or by making sure any Housing Benefit or
Universal Credit application is valid.
If some tenants don’t pay their rent, all of CHA’s tenants suffer as money won’t
be available to provide and expand the services everyone enjoys and have
come to expect.
It is extremely important that any tenant who may be experiencing difficulties
in paying their rent, contacts their housing officer as soon as possible. Staff are
trained to support tenants in this respect but if housing officers don’t know
then they can’t help. The worst thing to do is to wait until a large debt has
built up. Get in touch immediately there is a problem.
We will do all we can to help tenants who are having difficulties paying their
rent, however if any tenant continues to ignore attempts to contact them and

fails to maintain repayment arrangements, as a final resort, court action will
be taken to evict that tenant. We evicted 12 tenants in 2015/16 and 7 in 2016/17
– DON’T BE NEXT!
Failure to pay rent breaks your tenancy agreement with CHA and you must
remember that every penny paid in rent goes towards maintaining and
improving the Association’s housing stock, building new houses, protecting
and enhancing the estates you live in and providing the best possible services
to tenants.

That is why
it’s Rent First
every time.

Put your rent account back
into credit – put Rent First

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.
Contact Us

0800 678 1228
www.caledoniaha.co.uk
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allpay will be upgrading their app (mobile application) on Monday 3rd July to provide increased
functionality.
You will need to download the new version of the app to continue using the app. The new version will
be available from 7:00am on Monday 3rd July.
If you have issues accessing the app please ensure you have downloaded the latest version from your
app store. Should you continue to experience difficulties after downloading the new version of the app,
please contact appsupport@allpay.net.

TPAS Training for the Tenant Scrutiny Panel
Our Tenant Scrutiny Panel regularly come along to meetings
and training sessions to ensure they are up to date as possible
with housing policies, legislation and requirements to ensure
they are keeping us on our toes.
Over the summer the Scrutiny Panel attended TPAs Training
(Tenant Participation Advisory Service) in our offices in Perth
& Broughty Ferry and in August they will be attending CIH
training to achieve a level 2 in Housing.
All of this training aids the Scrutiny Panel in comprehensive
investigations of Caledonia’s practices and policies. In our
autumn newsletter we will publish an update on the Scrutiny
Panels latest investigation findings.

Pictured here are some members of the Tenant Scrutiny Panel with the
Volunteering Certificates. Presented to them during Volunteering Week
by Lara Allan as recognition of the work they do.

To find out more about joining the Scrutiny Panel please contact
Lara Allan on 01382 484510 or email lara.allan@caledoniaha.co.uk

You Said, We did
As part of our ongoing maintenance and improvement program we regularly
complete inspections which include door knocking to chat with Tenants and
residents to see what they think of the area. Recent visits to McManus Court and
speaking with the tenants highlighted the need to create some improvements to the
bin stores, external lighting and communal stairs.

We listened to their comments and we actioned it. Here are the
before and after photos from the recent improvements.
BEFORE

BEFORE

AFTER

AFTER

BEFORE
AFTER

9

TENANT SUMMER EDITION NEWSLETTER 2017

Sometimes though it is not always the ‘big
issues’ like procurement that we work on
when trying to use our resources to best
effect. Our approach is all about embedding
value for money across the Association – this
includes where we can sometimes make
small changes to help make better use of
our resources. Recent examples of value for
money improvements we have made include:
•	Introducing new video conferencing
facilities linking our offices that will allow
us to save on travelling time and costs
•	New electronic ways of providing
information for Management Board and
team meetings, saving on working time
and printing and postage costs
•	Providing our customer satisfaction
survey forms on our website, saving on
working time and printing and postage
costs
•	New IT systems for our Human Resources
Team that will enable us to save time
and money on a range of tasks that they
carry out
We are also looking this year at moving to
a digital format for our Tenants Newsletter
to help achieve savings on design, printing
and postage costs. We would like to hear any
views you have on this before we do. If you
have any thoughts on this, or value for money
more generally, just contact us in one of the
usual ways.
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3 ‘s

Complaints, Compliments & Comments
In this edition of 3C’s we will focus on
complaints handling performance over
the 2016/17 reporting year (1 April 2016 to
31 March 2017) along with details about
compliments received and satisfaction
feedback on the way in which we handled
your complaints.

Complaints
•	316 complaints received in total during the
2016/17 reporting year. 298 Stage 1 complaints
& 18 Stage 2 complaints (2.2% increase in
complaints received compared to 2015/16);
•	85.4% of total complaints were resolved within
the stipulated SPSO timescales (5 or 20 days)
just short of our own performance target of
96%. We have recently developed an improved
IT system for handling complaints to improve
our resolution performance;

•	the average timescale for complaints resolution
was 3.3 days for Stage 1 complaints (5-day
target) and 17.5 days for Stage 2 complaints
(20-day target);
•	63% of total complaints were upheld or partially
upheld during the reporting period a 4.5%
reduction on the previous year’s performance
and well within our target (no more than 70%
of total complaints are upheld/partially upheld);
•	the repairs and maintenance services has the
highest amount of complaints recorded against
it with 50% of total complaints for 2016/17 with
quality of services receiving the second highest
number of complaints (37%)

Complaints Handling Satisfaction
Results
•	we received 50 complaint handling satisfaction
questionnaires over the reporting year. Thank
you for taking time out to complete these
satisfaction questionnaire, the information you
provided is really useful to us.
•	56% of those who responded stated that they
were satisfied with the way in which their
complaint was handled and 30% advised us
that they were dissatisfied

•	50% stated they were satisfied with the
outcome of their complaint and 32% of
respondents stated they were dissatisfied;

Compliments
•	In terms of compliments received during the
reporting year, we recorded 41 compliments
from customers which related to the quality
of the houses we provide, the professionalism
of our staff and our contractors, and the
effort displayed by staff in trying to provide
excellent services…these compliments
demonstrate our commitment to living up to
our business vision of providing ‘Homes and
services that make life better’.
Hopefully this article has provided you with a
good understanding of how well we performed
with managing your complaints over the
2016/17 reporting period; however, if you would
like further details regarding our complaints
performance, our 2016/17 Annual Complaints
Performance Report which will be available for
you to read at the end of July 2017 (the report
will be available to download from our website
or you can pick up a copy from our offices in
Dundee or Perth).

Crichton Lang Court are
Keeping Scotland Beautiful
Last year Andy and some residents
at Crichton Lang Court decided the
courtyard looked dull so set about
giving it a face lift. Planters were
made out of reclaimed wood from the
local sawmill and broken pallets as
well as upcycling some other items
with a bit of paint, with the addition
of some colourful plants and seeds and
bulbs planted the court yard started
to look great. Especially with the help
from our younger helpers!

To show our support in bringing the
residents together, Caledonia has fitted
an outside tap to allow the residents
easier access to watering their plants and
also donated £100 towards their efforts
to improve the courtyard but also help
towards the competition.
Well done to all involved – it looks fab.

Crichton Lang Court decided to enter Keep
Scotland Beautiful and won a 1st place
trophy for the local garden community.
With more competitions entered the group
at CLC also won £100 in vouchers from the
Co-operative which enabled them to get a
picnic table to be used by all for barbeques
and gatherings.
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Contact Us
Dundee Area Office
118 Strathern Road
Broughty Ferry, Dundee
DD5 1JW

Perth Area Office
5 South St John’s Place
Perth
PH1 5SU

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

Belated birthday wishes to Jessie Sinclair
who celebrated her 107th birthday in April

Congratulations to Mr & Mrs Patterson, tenants in Comrie,
who recently celebrated their golden wedding anniversary

Well done to Joan Robertson from
Monifieth our prize winner from the
recent Tenancy Engagement

Comrie Residents enjoying the new garden
furniture with tea, strawberries and scones in
the lesser spotted Scottish sunshine

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

Well done to Anne Marie Gray from
Tayport who raised £180.82 for Down’s
Syndrome Scotland with a coffee
fundraising morning in April

Scone Tenant Easter Eggstravaganza & leaving party for
Jenny Burns, cook for 9years pictured with leaving gift

V&A Museum of Design visit Muirlands
member

Please contact us for a translation.

Tenants at Muirlands Sheltered Scheme received a visit from Mr Peter Neurick Community
Presenter from the new V&A Museum of Design Dundee who provided an interesting and
engaging overview of the amazing V&A museum due to open in Dundee in 2018.

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.
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