
Hello to all our tenants that haven’t 
received a paper copy of the tenant 
newsletter before. This issue has been 
done as a mass send out to remind 
you of the great information included 
within the newsletter, and this edition is 
certainly packed full of information.

I’m delighted to be able to share with 

you our business transformation plans, 

on the front and centre fold pages. I am 

really passionate that the changes we are 

making will modernise our services and 

products which will make your tenancies 

easier and better. 

This edition is also packed full of news 

about Connect, our online portal, along 

with lots of stories about new homes and 

developments we are working on.

Don’t forget to get in touch if you would 

like to receive a paper copy of the 

newsletter in the post every quarter. 

Have a fantastic summer everyone.

Julie Cosgrove,
Chief Executive

Our ambition is simple: 

Put customers first while providing homes 
and services that make life better. 
Across the Group we provide a diverse range 
of affordable housing options and services in 
Scotland.

We are aware that as a group of 
organisations it is important that we don’t 
stand still; we need to keep transforming 
and evolving to ensure our services keep 
pace with modern life and your expectations.

We are in the process of introducing a number 
of changes to how we operate.  We have been 
working on these for a while and are excited 

to now be able to share these plans and 
changes with you.

Inside, on the centre (pages 8 & 9), we 
have included articles on our plans and the 
changes you will see including smaller areas 
for Neighbourhood Officers to provide more 
personalised services, 24/7 access to your 
tenancy via Connect, with the ability to report 
and schedule repairs at times that suit you, 
and our plans for building smarter, energy 
efficient homes.

CALEDONIA GROUP 
FIT FOR THE FUTURE
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!!!!!! SPECIAL ONE OFF PRINT & POST !!!!!!
Our Summer 2019 newsletter has been printed and posted to everyone as a 
reminder of the great information included within our quarterly newsletters.
In 2017 we stopped automatically sending 
paper copies of the newsletter, making the 
electronic version on our website the default 
method for people to read it. This decision 
was made with best value for money and the 
environment in mind.

Since then lots of you have requested to 

continue to receive the paper copy, which 
we are happy to send each quarter. If you 
would like to receive the printed and posted 
newsletter each quarter please email 
communications@caledoniaha.co.uk, call 
0800 6781228 or use Connect to send us a 
message to request the paper copies.
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Homes and Services that make life better!

#connect-CHAGroup

24 hours 
a day

7 days 
a week

Make life easier
with Caledonia 

Repair Wizard 
launches on...
As you may know, we have launched our online digital self-service portal, Connect. Connect 
allows you to take full control of your Caledonia living experience, offering you seamless access to 
give us feedback, change your household details, register a complaint and much more.

We’ve launched 
our latest Connect 
feature, designed 
to make your 
life easier - 
Repair Wizard

Repair Wizard lets you report and request a new 
repair online, with no need to phone or email the 
Caledonia team – putting you in full control of 
your repairs. Your instruction will go directly to 
our trusted repair contractor and you can organise 
the best time for them to visit. This allows you to 
create your own repair appointment, which will go 
straight to one of our contractors and ensure that 
the repair is undertaken effortlessly and at a time 
that suits you.

Our website has a video showing just how easy it 
is to use Repair Wizard, go to 
www.caledoniaha.co.uk and click the Connect 
logo to view this and find instructions on how to 
set up your own Connect account. 

 

600 Connected 
Users for 
Caledonia 
Connect!
Connect, our online self-service portal 
and app, now has over 600 residents 
signed up.
Launched earlier this year, Connect provides 
tenants with an online self-service portal, 
allowing access to tenancy information from 
any digital device at any time of the day or 
night. Connect also enables tenants to make 
service requests, provide feedback and 
make payments.

Tim Calderbank Caledonia Housing 
Association’s Customer Services Director 
commented:

“I am really pleased that in less than one 
year we have over 600 residents who 
have registered to use Connect, our online 
digital portal.

Connect modernises our services offered 
to tenants, enabling them to manage their 
tenancies in ways which are convenient for 
them. We are delighted our tenants are signing 
up and finding Connect to be a more flexible 
way of keeping in touch with us.” 

To sign up for your own Connect account click 
the Connect logo on Caledonia’s home page 
www.caledoniaha.co.uk.  To download the app 
search #Connect-CHAGroup in your app store.

Follow the three simple steps to create your 
account. All you need is your tenancy number, 
which you can find on your rent statement. 

To thank new users for signing up to Connect we have a New User Prize 
Draw each month. The randomly selected winners receive a £20 voucher. 
Mrs McConville from Kirkintilloch won our April Connect prize draw
Mrs Robertson from Monifieth won May’s Prize draw
Mr Millar from Perth City won June’s Prize draw
Sign up to Connect today at www.caledoniaha.co.uk to be in with a chance 
to be this month’s winner!

New Connect User Prize Draw Winners!
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Caledonia is the First Scottish HA to embrace 
digital telecare
We have invested in 
Appello’s digital telecare 
solution to support our 
digital inclusion strategy 
for older people. Aiming 
to promote social inclusion 
and combat loneliness, we 
have introduced Appello’s 
Smart Living Solutions 
(SLS) in one of our flagship 
retirement housing 
developments in Monifieth.
Replacing the analogue call system, Appello’s 
digital solution gives tenants all of the 
modern benefits of apartment to apartment 
and resident to manager video calls, video 
door entry and Wi-Fi in communal areas. It 
also reduces connection times to Appello’s 
monitoring centre from minutes to just a few 
seconds, making a significant difference to 
emergency or life-threatening situations.

The integration of the Appello system with 
‘Connect’, Caledonia’s online self-service portal 
and app, gives tenants greater independence 
to maintain their tenancy with the ability to 
report issues, view bills, pay rent, schedule 
repairs and keep their details up to date from a 
user-friendly tablet.

Andy Dorrat, Team Leader for Older Person’s 
Housing Services at Caledonia Housing 
Association says, “We wanted to move on 
from the old fashioned ‘big red button’ and 
looked for an innovative solution with better 
functionality, improved security and faster 
connection times.

“The Appello system ticked a lot of the 
boxes for modernising our current system 
especially with the speed of Appello’s digital 
connection. The integration with Connect, 
our self-service portal and app, supports 
our digital inclusion strategy, empowering 
tenants to take control of their own requests 
and remain as independent as possible. Many 
tenants don’t have smartphones, so the larger 
screen on the Appello LivingHub is perfect for 
them to navigate.”

Linda Nairn, Scheme Manager at Caledonia’s 
Monifieth development says, “The quick 
response time from the Appello monitoring 
centre has been very impressive and has 
given me complete peace of mind that if I 
am offsite or supporting another resident, 
resident calls will go straight to the help they 
need in seconds.

“Appello’s SLS is so easy to use, giving me 
instant visibility across the development. 
The tenants are delighted with the attractive 

wristbands that have replaced the heavy 
cumbersome pendants, which most 
never wore. My new handset used during 
development visits is far more modern and 
never goes out of range. Importantly, the 
tenants are delighted at being able to contact 
one another socially via video call and are 
reassured by the extra security the cameras 
give via the video door entry.”

Tim Barclay, CEO of Appello says, “We are so 
pleased to see Caledonia’s Servite House in 
Monifieth become the first scheme in Scotland 
to embrace a fully digital telecare solution. 
Caledonia’s innovative approach to digital 
inclusion is forward thinking in an industry that 
still relies heavily on less safe and outdated 
analogue technology. We are proud that 
Appello Smart Living Solutions offer such great 
support to scheme managers whose time is 
often stretched across multiple developments, 
while improving the lives of tenants who can 
enjoy the benefits of digital inclusion.”

SERVICE UPDATE: DUNDEE VERY SHELTERED HOUSING
Due to changes in funding for our care and support in Dundee, tenants at Magdalen Yard Road and 
Dickson Avenue now receive a scheme based service from staff of Hillcrest Futures 
(formerly Gowrie Care) based on their needs.
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WORK STARTS ON NEW HOMES FOR DUNDEE’S HILLTOWN
The start of summer saw work begin on the former Maxwelltown Works on Alexander Street in the Hilltown area of Dundee.  With Cullross 
and the building firm Hadden we are transforming the derelict site by building a mixture of rented properties and low cost homeownership 
with 1 and 2 bed flats and 2, 3 and 4 bed homes.

The development is sympathetic to the site’s industrial past and the surrounding architecture; contributing positively to the ongoing 
regeneration of the area with similar projects currently under construction on the opposite side of Alexander Street.

With work now under way the team hope to begin handing over the new homes to Caledonia Housing Association by December 2020.

WORK COMMENCES AT CRIEFF ROAD PERTH
In July we signed contracts with Webster Developments for the £1.1 million development of our site at Crieff Road. This project will create 
six new build, one bedroom apartments, plus the renovation of an existing building to create another apartment, on the site at Crieff 
Road, Perth; all of which will be available for affordable rent. The signage is now up on site and work is expected to begin shortly with an 
estimated completion date of spring 2020.

Webster have previously worked with us in 2017, constructing five new build flats on what was an old garage lock up site at Wester 
Loan, in Milnathort.
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BURRELTON
At the end of May and start of July we welcomed new tenants to the 
12 new homes in Phase II of our Burrelton development in Perthshire. 

Feedback from tenants on the handover days was positive with people 
being impressed by the quality and size of their homes.  After a year’s 
hard work for our development team, staff commented how rewarding 
it was to see such happy faces on sign up day.  

CALEDONIA DOUBLES ITS PRESENCE IN ARBROATH 
We are delighted to be working with Stewart Milne Homes to more than double our presence in Arbroath. The homes, at Stewart Milne’s 
Monarch’s Rise development in Arbroath, will create 61 new homes; 47 for affordable rent and 14 for low cost homeownership. 

Work has already started on the Montrose Road site and we hope to have the homes completed by February 2021.

The Montrose Road development will more than double Caledonia’s properties in Arbroath where we currently have properties for affordable 
rent at the Herald Building development as well as in and around Convent Street, Barbers Croft and Stuart Street. 

MORE HOMES FOR INVERNESS 
Together with Robertson Partnership Homes we are building 71 new 
homes in Inverness at Morning Field Road. 48 will be affordable rent 
for Caledonia HA, 8 shared equity and 15 properties in conjunction 
with Highland Housing Alliance. 

The Development consists of 1 and 2 bedroom flats and cottage flats, 
2, 3 and 4 bedroom terraced and semi-detached villas. We are also 
building larger family houses for specific needs in this development. 
Specific properties in the development are designed to accommodate 
wheelchair users and family, in line with Scottish Government’s drive 
towards Homes for All.

Work began on the site in June this year and we hope to have the new 
homes completed for handover in January 2021.
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BIKE SHELTERS
In April 2019 we began rolling out a £25,000 investment in bike 
shelters.  The bike shelters are being, and have been, installed at 
11 locations across Caledonia’s housing stock identified by you, 
our tenants, and Housing Officers, as closes in need of storage 
facilities for bikes.

The bike shelters are a part of Caledonia’s

“Clear Closes: For Your Safety”
campaign, to remove items from closes to ensure you can escape 
easily in an emergency and so the emergency services have 
unobstructed access when it is needed most.  

The areas identified for bike shelters in this round of investment are: 

• Albany Terrace

•  Canal Street 
 (general needs properties)

• Culliven Court

• Grampian Court

• Haugh Road

• Newhouse Road

• Proudfoot Court

• South William Street

• Viewfield Place

• Wallace Court

• William Rodger Drive

If you would like to suggest storage solutions or 
nominate where you live for a bike shelter please get in 
touch via Connect or call your Neighbourhood Officer or 
the Customer Solutions Team on 0800 678 1228.

ASSET MANAGEMENT STRATEGY
The Caledonia Group is currently revising our Asset Management Strategy. 
This strategy sets out what we will do to ensure that all of the properties 
we own and build meet the demands of our customers, and deliver value 
for money for customers and the Group.

We’re really keen to hear your views on this strategy.

You can view the document on our website at the following link: 
https://bit.ly./CHAGroupAMS19, and there is a short 8 question survey 
which can be accessed at the following link:.  
https://www.surveymonkey.co.uk/r/Asset_Management_Strategy. 

If however you would prefer to receive a paper or emailed copy of the 
document and survey please contact our Customer Solutions team on 
0800 678 1228.
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GARDENING COMPETITION Thank you to everyone that has entered 
our gardening competition so far. There is still time to enter and win £30 
of Garden Centre vouchers.  Photographs must be submitted by 19th August 
2019, with judging taking place week commencing 9th September 2019.

OUTSIDE SPACE MAINTENANCE CONTRACTORS 

P7 Outside Space Maintenance Contractors  
{I’ve copied below the information required – this was part of larger branded image/poster that 
went out in April. Happy for you to use this or reformat as you want.} 

 
P7 Gardening Competition 
Thank you to everyone that has entered our gardening competition so far. There is still time to enter and 
win £30 of Garden Centre vouchers.  

Photographs must be submitted by 19th August 2019, with judging taking place week commencing 9th 
September 2019. 
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CALEDONIA FIT FOR THE FUTURE

CALEDONIA GETS CONNECTED WITH TECH

We have been working on a number of plans to enhance the way we provide our services, making access to your tenancy and our 
teams simpler and easier. We also want to make our homes more efficient using smart technology, materials and building practices.

A large part of our 
current change focuses 
on technology.   We 
are creating more ways 
for customers to get in 
touch with us, providing 
flexibility in the ways staff 
and customers can access 
tenancy information to 
increase efficiency and reduce 
administration. Basically 
using technology to make 
everyone’s life easier!

The way in which you can 
interact with us will be 
quicker, easier and suited 
to you.  You can switch 
between face to face, phone 

and digital services without 
having to repeat yourself to 
different people.

We are using the best of modern 
technology to develop our customer self-
service portal & app, Connect. This allows 
you to access your tenancy information 
and manage your tenancy from repairs to 
rent at any time of the day or night. More 
information on Connect can be found in the 
articles on page 2.

The technology we have developed, and 
continue to develop, also enables our 
teams to work from anywhere so they 
don’t have to go back to the office to 
process your requests; they can just 
tap in to give you instant decisions and 
information. 

So even if technology isn’t for you, the 
technology we are embracing means your 
Neighbourhood Officers can give you 
answers, quickly and more effectively.

The other big benefit is that the technology 
we have put in place reduces the burden 
of “paperwork” for our Neighbourhood 
Officers and Frontline staff, freeing up time 
to spend on the things that matter to you.

What does

this mean
for you? 
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TECH HOMES
We are exploring the best of building and 
construction technology and practices 
to make building new homes easier, 
more environmentally friendly and 
importantly cheaper for you to live in!

Along with solar panels and insulation 
we have also been exploring using 
mechanical ventilation heat recovery 
systems and air source heat pumps. 
These will keep you cosy and make 

our homes as close to zero energy as 
possible, in line with passive house 
technology that our Development Team 
are very excited about!

We are also talking to various building 
companies about offsite manufacturing. 
This allows us to create homes quicker in 
a more controlled environment meaning 
the building sites are safer and for you 
there are less likely to be building 
defects in the new homes we 
hand over to you.

www.caledoniaha.co.uk

HOW WE HAVE CHANGED THE AREAS
We have streamlined your Housing Officer, Maintenance Officer, 
Benefits Officer and Sustainment Officer into one, more easily 
accessible Neighbourhood Officer. 

The Neighbourhood Officer gives you a single point of contact, 
empowered to deal with your housing needs quickly and efficiently 
as they are dealing with a smaller area.

This will make the services we provide more understanding of your 
needs and ensure consistency in your tenancy.

For tenants in retirement or sheltered housing you will still have 
access to a Scheme Manager as well as a Neighbourhood Officer.

To achieve this we have reduced the number of properties each 

Neighbourhood Officer looks after.  Each area varies in its needs, 
so we haven’t created the areas perfectly geographically but have 
tried to localise them as much as possible.

First point of contact for all enquiries and 
support will be provided by a dedicated 
Customer Solutions Team using the 
same 0800 678 1228 number and  
info@caledoniaha.co.uk email. The 
new Customer Solutions Team will 
provide and take responsibility for 
ensuring that all customers receive 
an effortless service and contact 
experience.

CALEDONIA FIT FOR THE FUTURE
We have been working on a number of plans to enhance the way we provide our services, making access to your tenancy and our 
teams simpler and easier. We also want to make our homes more efficient using smart technology, materials and building practices.

On the pages belowwe have put together information on the changes you can expect to see as we make Caledonia better, stronger and more
efficient for you.

In our Autumn
edition of the newsletter we will be able to 

share with you the different areas and the Neighbourhood Officers for each area.

30800 678 1228 to request posted newsletters in the future! 9



27.2%

29.3%

43.5%
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Upheld 27.2% (52 out of 191)
Partially upheld 29.3% (56 out of 191)
Not Upheld 43.5% (83 out of 191)

Stage 1 Complaints received 192
Stage 2 Complaints received 4 
including escalated stage 1 complaints

3.2 days 

STAGE 1 
AVERAGE 

TIMESCALES

20 days 

STAGE 2 
INCLUDING 
ESCALATED 

COMPLAINTS 

Total complaints responded to on time:  176 (92.4%)

44.4%
3

COMPLIMENTS

received regarding 
the level of service 
provided by staff and 
the quality of homes 
provided by CHA.

192

4

196
TOTAL NUMBER 
OF COMPLAINTS 35.4%

Unhappy with service 20.9% (40 out of 191)
Repairs & Maintenance 64.9% (124 out of 191)
Equality, Policy and Process 7.9% 15 out of 191)
Staff Attitude 6.3% (12 out of 191)

64.9%

20.9%7.9%
6.3%

Stage 1 complaints responded  188
Stage 2 Complaints responded 3 
including escalated stage 1 complaints

191

TOTAL
COMPLAINTS

RESPONDED TO

3

188

TOTAL NUMBER 
OF STAGE 1 & 2
COMPLAINTS...

COMPLAINTS, COMPLIMENTS
& COMMENTS3       ‘s for Quarter 4 2018/19

very or fairly 
satisfied with 
complaint 
handling

(8 out of 18)

87.6% 
SATISFACTION  
WITH REPAIRS  

SERVICE

98% 
OF REPAIRS 

APPOINTMENTS 
KEPT

17.1 
days 
Our average

relet time

Target

>97%

91
EMPTY PROPERTIES 

RELET 

Target time

< 17.5
days
in an 
average 
time of 
21.5 days

818
EMERGENCY

REPAIRS

4.5
HOURS

Average
completion

time

Target time

< 4.5 hrs

2134
NON

EMERGENCY
REPAIRS

5.38
WORKING DAYS

Average
completion

time

Target time

< 5 days 87.9%
of non-emergency repairs

were completed 
“Right First Time”

(Our target is >92%) 

A Summary of our Performance between 
January and March 2019How Did We Do?

medical adaptations 
completed70

Target

>90%

74 PROPERTIES 
BECAME VACANT

95.1%
ASB cases resolved 

on time
(Our target is >92%) 

5
NEW 

PROPERTIES 
COMPLETED

100.4% of rent collected 
(in full year, including arrears paid)

£834,032 rent owed by current and former tenants 
as at end March (including outstanding Housing Benefit 
payments). Equal to 4.85% of total annual rent due.   
(Target < 4%)

£60,248 in rent lost due to properties being 
empty (as at end March) Equal to 0.35% of rent due.   
(Target < 0.5%)

Money Matters…

TYPE OF 
COMPLAINTS

Please note that our annual complaints report covering the period from 1 April 2018 to 31 March 2019 is now available 
to download from the About Us section on our website, or you can pick up a paper copy in our Dundee or Perth offices.  
Alternatively, you can request a copy of the report by contacting our Customer Solutions Team on 0800 678 1228.
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Our Engagement
The Scottish Housing Regulator regulates social landlords in Scotland 
in order to protect the interests of tenants, homeless people and 
others who use the services provided by them.

Each year we have to submit a range of information to the Regulator 
that is used to monitor and assess our performance and determine 
the level of engagement that the Regulator will have with us that 
year.   This year the Scottish Housing Regulator has assessed that 
it will require a medium level of engagement with the Caledonia 
Group.  A copy of the Engagement Plan is available on all Group 
members’ websites and is also available on the Regulator’s website 
at www.scottishhousingregulator.gov.uk.

The Regulator also publishes an annual Landlord’s Report for 
every social landlord based on its’ performance against the Social 
Housing Charter.  The Landlord’s Report for each housing association 
within the Group is available on the associated website and on the 
Regulator’s website.

Revised Regulatory 
Framework

The Scottish Housing Regulator requires social landlords to work to 
certain standards to make sure they are well managed, financially 
strong and deliver good outcomes for their tenants and other 
customers.  The standards are set out in a Regulatory Framework 
document.  This document has recently been updated with a number 
of changes made.  One change is the requirement to prepare and 
publish an Annual Assurance Statement on how well the standards 
have been met.  The standards themselves have also been updated 
and promote the importance of involving tenants and other 
customers when considering our performance. The new framework 
also promotes equalities and human rights issues and the need to 
ensure that everyone is treated fairly, with dignity and respect.

We have been reviewing our current governance arrangements 
against the requirements of the framework document, looking at 
how we can strengthen our existing practices and systems.  This 

should be completed by September so that we can send our first 
Annual Assurance Statement to the Regulator in October. A copy of 
the document will also be available to tenants and customers on our 
website. If you would like to know more about our governance 
review and/or have ideas or thoughts on this, just contact our 
Director of Strategy and Innovation, Garry Savage who would 
be happy to talk these through with you. You can also find 
information about the Regulatory Framework on the Regulator’s 
website – www.scottishhousingregulator.gov.uk

Reviewing our Approach
The Scottish Social Housing Charter was introduced by the Scottish 
Government in 2012 and sets out the standards and outcomes that 
social landlords have to achieve through the provision of their 
housing services.   Every year we assess our performance against 
the standards by considering how well we are delivering our 
services, the level of performance we achieve, tenant satisfaction 
feedback on our services and how our performance compares to 
other social landlords. Our approach is based on an assessment 
system that was developed by the Chartered Institute of Housing.  
Caledonia’s Tenant Scrutiny Panel were also involved in developing 
the assessment system.  

This year we are reviewing our approach to make sure that we 
consider our Charter performance in the best way possible.  We will 
again be involving Caledonia’s Tenants Scrutiny Panel to get their 
thoughts on whether our approach could be improved.  It is also 
important that we get the views of other tenants and customers and 
we would really like to hear your thoughts on how best to participate 
in assessing our performance; how to make information on our 
assessment approach available to you and the format and method 
we should use for our Charter Performance Report. 

 If you have thoughts or ideas on this just contact us in one 
of the usual ways.  If you would like to talk these through 
in a bit more detail, please contact our Director of Customer 
Solutions, Tim Calderbank or Director of Strategy and 
Innovation, Garry Savage.

www.caledoniaha.co.uk

&
Meeting our requirements
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YOU SAID, WE DID 
Earlier this year we were out and about in Union Street and Kinnoull Street, Perth to hear about the 
things that matter to you. Here is an update on what we found out, and what we’ve done since.

You said: You commented on the condition of 
gutters and the staining of walls at 
37-39 Kinnoull Street and 1 & 3 Union Street
We did: We have now instructed various roof 
repairs and the gutters to be cleared.

You said: You commented on the standard of 
cleaning at Union Street & Kinnoull Street.
We did: We discussed this with the Estates Team 
and extra resources have been allocated to increase 
the cleaning in the stairwells, you should hopefully 
see an improvement over the next few months.  Estate 
Operatives attend on a Thursday each week.You said: You commented that the door entries 

to various blocks are not very secure and 
more substantial doors are needed.
We did: We organised new door entry upgrades, 
including new doors, to aid the security of the 
closes at the following addresses:-

• 32 Kinnoull Street (A-H)

• 39 Kinnoull Street (A-H, front and rear doors)

• Block 1 Union Street (A-H)

• Block 3, Union Street, (A-H).

You said: You commented on the poor 
condition of the walls and the paintwork in 
the communal closes. 
We did: : We plan to decorate the communal 
closes between April 2019 & March 2020.  All other 
external paintwork such as the handrails & railings 
will be attended to at this time. 

All graffiti will be removed immediately however 
should you spot this please report it to Customer 
Solutions 0800 678 1228.

UPDATED PRIVACY NOTICE
Our Privacy Notice explains how we process the 
personal data of our customers, from when we 
collect it until we dispose of it.  It also explains 
how we use personal data, when we will share 
it with others and how we will keep it secure.  
We have recently reviewed our Privacy Notice 
to check it adequately covers everything we do.  
As a result we have made some minor changes.  
None of these significantly alter the content 
of the notice and instead have mainly been 
made for clarification purposes and to improve 
transparency.  For example, you may wish to note 
we have:

•  Provided details about the dedicated mail 
box for contacting our Data Protection 
Officer (DPO).

•  Added to the list of information we may 
hold about customers, members of their 
household, their representatives and next of 
kin or emergency contacts.

•  Noted we may hold information if customers 
have a disability or impairment which means 
they have specific service requirements.

•  Listed the Equalities Monitoring information 
we may ask customers to provide.

•  Described the information we may collect 
from prospective Governing Body members 
as part of the recruitment process.

•  Acknowledged the existence of our Connect 
self-service portal and describe the personal 
data that may need to be provided by those 
who use this.

•  Recognised that people who enquire, or ask 
us for information, about us are a distinct 
customer group.

•  Added to the list of other bodies who we 
may, in certain limited circumstances, share 
customer information with and the reasons 
for this.

Please take a few minutes to read through 
the updated Privacy Notice.  If you have 
any questions about this or would like 
further information, please email 
caledoniaDPO@caledoniaha.co.uk

We are committed to protecting and 
respecting the privacy of all customers.
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Remember to keep your rent payments up to date.
If you’re struggling with paying your rent call us today.

 The last thing we want to do is evict tenants, but if we have to WE WILL.

Put your rent account back 
into credit – put Rent First

Contact Us 
0800 678 1228
www.caledoniaha.co.uk

If you think you will be affected 
by this change and would like 
more information, call us on 
0800 678 1228 for a benefits 

advice referral.

Later this year Caledonia, along with all 
other Scottish Registered Social Landlords, 
will be required to comply with Freedom 
of Information laws.  This will give tenants, 
members of the public and other individuals 
a right to ask for information about our 
activities, performance and decisions.

We already publish much of this information on our 
website but are currently considering what other 
information we should make publicly available. 

We have also always been happy to provide a 
range of other information on request.  Over 
the next few months we will be putting in place 

new formal arrangements for responding to 
such requests, to ensure we will be able to meet 
the Freedom of Information legal requirements 
when the time comes.

Further details on how we are preparing for 
Freedom of Information will be provided in our 
autumn newsletter.  In the meantime, if you 
have any questions please contact us in one of 
the usual ways. 
Alternatively, you may find what you’re looking for 
by visiting the Scottish Information Commissioner 
website:  
http://www.itspublicknowledge.info/home/
ScottishInformationCommissioner.aspx

COMING SOON… 
FREEDOM OF INFORMATION
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My week started with a visit to our 
retirement complex in Montrose for their 
Coffee Morning and fundraiser which is 
run by a group of volunteers consisting 
of tenants, ex-tenants and long-
standing volunteer Ann Howe, who also 
runs the weekly gentle seated exercise 
group.  It was a really well attended 
event with a raffle and cake sale with all 
monies raised going towards some new 
garden furniture. 

This year I offered the opportunity to 
some of our Retirement Complexes to 
help an individual, who was having 
difficulty, with a decoration makeover.  
Out of the hat came a bedroom 
makeover in Perthshire.  The lady 
concerned is not in the best of health 
at the moment and it was thought this 
would be a good way to cheer her up.  
She has been the main carer for her 19 
year old daughter, who has complex 
and multiple needs.  One of our newly 
recruited volunteer’s, John McIntyre, 
and myself plastered and painted the 

bedroom.  It was a really enjoyable 
couple of days and something we may 
well do again.

The Happy Ukes Ukulele band once 
again provided an evening of music 
and fun at our Scone complex, with 
a great range of 1950’s and 1960’s 
music. It was a great evening which 
was very well attended by tenants 
and family members, raising over 
£100 for local charities.

On Thursday we were invited to the 
charity ‘Deaf Links’, to provide their 
service-users with the opportunity to 
experience a gentle seated exercise 
class.  It was a great afternoon 
introducing them to seated exercises 
and learning a few dodgy hand-signals 
– which we were reliably informed were 
used in universal sign language.

The week finished with another visit 
from the Happy Ukes band to our 
Muirlands complex, where tenants from 
our Monifieth Complex got together to 
restart their weekly coffee morning.

Volunteer Week is all about shining 
a light on the amazing work and 
difference volunteers can make and 
so I’d like to say a massive thank you 
in particular to Jan Goodall who has 
volunteered with Caledonia Housing 
Association for 5 years. Jan has a 
number of different volunteer roles with 
other organisation’s and committee’s, 
which support and promote older 

people and their rights. Jan originally 
started her volunteer life for Caledonia 
at Pennycook Lane sheltered scheme, 
providing gentle seated exercise. 
She now runs a weekly group at our 
Muirlands complex, off the Perth Road 
in Dundee and she is always willing to 
stand in and help out when needed. 
Many thanks Jan, you are a star.

Also, a thank you to the Big Lottery 
who’s funding makes our volunteering 
possible.  If you’d like to volunteer or 
know someone who would, please get 
in touch. Volunteering is an amazing 
way to give something back and make 
a difference. 

Gary

TENANT SUMMER EDITION NEWSLETTER 2019

National Volunteers Week Blog
by Gary Flew, Our Volunteer Co-ordinator

National Volunteers week in 
June is a time to thank our 
volunteers for their continuing 
support and to promote the 
volunteering opportunities 
available.  The focus this year 
has been to encourage tenants 
along with their families and 
friends to consider the benefits 
of becoming a Befriender/ 
Companion and break down 
some of the myths around it.
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IN AND AROUND CALEDONIA’S RETIREMENT LIVING

D-DAY MEMORIES On 6th June staff at Canal Street decorated the 
lounge and laid on an afternoon tea for our tenants to commemorate 
the significant events of the D-Day landings during WW2. 

JOAN BARTLETT 
HOUSE’S BIG BREAKFAST 
A snap shot of Joan 
Bartlett House’s weekly 
Big Breakfast and get 
together for tenants 
which was held in May. 

EASTER EGG DONATIONS On the 19th April, Canal Street 
tenants and staff handed FIFTY EASTER EGGS donated 
by tenants and staff, over to Raymond Jamieson, 
manager of the Young Carers Hub in North Muirton, 
to be distributed to young carers in the local area. 
Pictured are Mo and Anne (part of the Caledonia Canal 
Street team) Isobel Paul, Eileen Ross and John Spence 
along with Raymond.

BIRKHILL’S 
EASTER 
BONNET 
COMPETITION

BURNSIDE COURT IN ALYTH 
had a great day of Easter 
themed competitions with 
lots of laughs and too much 
chocolate.

ALYTH’S REGULAR NURSERY 
VISITORS are ready to start 
new adventures in pre-school 
nursery and primary school, 
so in June they had a treasure 
hunt and picnic at Burnside 
Court to say thank you for the 
happy times they have shared 
with them.

Canal Street 
Turned

20   

BIRTHDAY 
CORNER

Belated birthday wishes to Isabel 
Ness, a Martingale Garden’s resident, 
who turned 90 on Boxing Day!

OUR VERY SHELTERED HOUSING DEVELOPMENT AT CANAL STREET, PERTH celebrated its 20th 
anniversary in April with an Easter egg-travaganza of cakes, chocolate, celebrations & fabulous 
balloon art.

There is never a dull moment in Caledonia’s retirement living developments. Thank you so much for all your pictures. Here’s a snap 
shot of some of the lovely activities and pictures that have been sent in – sorry if we haven’t had space for them all. 
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Happy belated birthday to Mrs Jessie Sinclair, who celebrated her 109th 
birthday in April. Jessie is our oldest Caledonia resident and also holds 
the title of the oldest lady in Perthshire. There is no stopping Jessie who 
is also one of our regular’s at Dunkeld’s seated exercise class each week. 



 Please contact us for a translation.

This is the newsletter of Caledonia Housing Association. 
Caledonia Housing Association is the trading name of Caledonia Housing 
Association Ltd.  Registered Office – 5 South St Johns Place, Perth PH1 5SU.

Caledonia Housing Association Ltd is a registered society under the 
Co-operative and Community Benefit Societies Act 2014 – Reg. No. 2343R(S).

Scottish Housing Regulator Reg. No. HEP 224. 
Scottish Charity No. SC013988. Care Inspectorate (No. SP2003001618).
Property Factor Reg. No. PF000222.

Contact Us
Dundee Area Office Perth Area Office
118 Strathern Road 5 South St John’s Place
Broughty Ferry, Dundee Perth
DD5 1JW PH1 5SU

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

By Email: info@caledoniaha.co.uk

www.caledoniaha.co.uk

Out of Hours Emergency Service: 0800 783 7937

ALL PERTHSHIRE, ANGUS, FIFE, TAYSIDE & WEST  
DUMBARTONSHIRE 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).

ALL EAST DUNBARTONSHIRE & NORTH LANARKSHIRE 
REPAIRS
PHONE 0333 123 1011 (McDougalls) or 01294 468113 (Frews - 
Gas Central Heating)
PLEASE NOTE: DO NOT CALL THIS NUMBER TO 
REPORT A ROUTINE OR OTHER
NON-EMERGENCY REPAIR.

member

Reminder to request a paper copy
This newsletter has been done as a one off printed and posted issue to all 
tenants to keep you up to date with the latest exciting developments that are 
happening in Caledonia.

Our quarterly newsletters are available online ONLY unless you sign up for a 
postal copy. To sign up to receive your newsletter in the post each quarter please 
call 0800 678 1228 or email communications@caledoniaha.co.uk 

CALEDONIA TENANT SCRUTINY 
PANEL “THE VOICE FOR TENANTS” 

Did you know there are lots of different 
ways to get involved with being a part of our 
Tenant Scrutiny including taking part in: ·

• Online or telephone surveys 

• Being a part of our focus groups

•  Participating with one of our registered 
tenant organisations / groups or start up 
your own local registered tenant group. 

•  Going to a retirement scheme meeting 
where you live

•  Becoming a Tenant Scrutiny Panel 
Member

The Tenant Scrutiny Panel has several key 
roles but mainly to act as a challenge to the 
Association for tenants and make sure we 
are doing things right.  The panel is informal, 
welcoming and looking for tenants to help 
and make a difference.  

Caledonia Scrutiny Panel would like to hear 
from you if you:

•  Want to challenge, have your say and 
help influence how we provide services

•  Would like to volunteer, learn about our 
services and work with others 

•  If you can spare a few hours per month 
to attend meetings and help with group 
investigation.

We pay your volunteer expenses and as part 
of our Tenant Scrutiny Panel we can assist you 
with undertaking housing qualifications, if 
you are interested.

To find out more contact

0800 6781228
or email

tenantparticipation@caledoniaha.co.uk 
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