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Welcome to
Caledonia News
I AM DELIGHTED to say that Caledonia 

was judged as the ‘Housing Association 
of the Year’ at a recent awards ceremony 

and whilst it is always good to receive 
recognition through such awards the 
most important feedback comes from 
you. This edition includes the results of the 
recent tenant’s survey conducted earlier 
in the year. The results show that overall 
we are maintaining a fairly consistent 
level of satisfaction and that this has 
remained high, but we have identified 
areas for improvement and will work to 
address these. As a result of feedback we 
have completely reviewed our caretaking 
service and are replacing it with a new 
estates service which will be introduced in 
the Autumn.

As well as feeding your comments back 
to us you will soon be able to assess how 
well we are performing in a number of our 
services, such as repairs and allocating our 
vacant properties. At the end of August 
our regulatory body, the Scottish Housing 
Regulator will be issuing the results of 
our Annual Performance Returns. These 
will be placed on the Regulators website 
and will allow you to compare us to other 
landlords. The details of the website are 
included in this newsletter. 

Following a recent selection process 
Caledonia has been appointed as the 
preferred partner for another social 
housing landlord, Bellsmyre. This 
organisation operates in the same location 
as our new Group partner, Cordale and if 
our partnership with Bellsmyre proceeds 
this will allow us to seek to make greater 

efficiencies across the Group and pass this 
onto tenants through containing future 
rent increases and improving our services. 

Finally, I would like to draw your attention 
to the article on fires. Unfortunately 
we recently experienced a fire within a 
common close in one of our properties 
which was caused by a discarded cigarette. 
Due to items being left in the common 
close the fire quickly caught hold and 
spread. Fortunately no one was injured 
and all residents were evacuated by the 
Fire Service whilst the fire safety features 
in our properties helped contain the fire. 
The outcome could have been much 
worse but was very frightening for those 
residents involved. I would stress that it is 
imperative that no items are stored or left 
in common closes as this can have serious 
and dangerous implications. Caledonia 
staff will be reminding everyone of this 
when visiting properties in future.

 Enjoy the rest of the summer and 
hopefully the lovely weather will continue.

 Julie Cosgrove, 
Chief Executive
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WE SCOOPED HOUSING ASSOCIATION OF THE YEAR AWARD!
CALEDONIA Housing 

Association is celebrating after 
winning ‘Housing Association 

of the Year’ category at the Scottish 
Home Awards 2014, held at the 
Edinburgh International Conference 
Centre.

Chair of the judging panel, Scottish 
property journalist, Kirsty McLuckie, 
commented, “We had a large number 
of contenders to consider with 
entries in their high hundreds again 
this year. This competition isn’t like 
other programmes. It’s clearly highly 
regarded, rigorously tested and really 
tough to win. Congratulations to all 
our winners.”

Julie Cosgrove, Caledonia’s Chief 
Executive, said: “We are absolutely 
delighted to be awarded Housing 
Association of the Year at the Scottish 
Home Awards 2014. We have an 
ongoing commitment to providing 
good quality homes and to expand 
the choices for our customers.”

Our business ethos is centred on 
people; those who deliver the services 
and those who receive Caledonia’s 
services. Our approach is both 
proactive and progressive, skilling 
and developing staff to deliver the 

highest standards.
Julie continued, 

“Caledonia works hard to do the 
things that matter most to its 
residents and boasts sector leading 
levels of customer satisfaction. 
Our core customers are those who 
access our range of social rented 
accommodation. We complement 
our housing services with a range 
of tenancy support and care related 
services. Added to this we operate a 
specialised Customer Services Centre; 
and provide welfare benefits advice; 
home help; housing with care; and 
factoring services. We also provide a 
Care and Repair Service that assists 
older and disabled homeowners. We 
are a successful developer with an 
ongoing programme of building new 
homes that continue to be in high 
demand.”

The Scottish Home Awards 
programme is sponsored by property 
management company, Ross and 
Liddell.

Andrew Cunningham, Director, 
commented: “The Scottish Home 
Awards continues to go from strength 
to strength. Ross and Liddell are very 
happy to support this important 
programme which recognises the 
hard work and achievement of 
individuals and teams across the 
industry. Congratulations to all our 
winners this year and we wish them 
continued success.”
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Lord Provost joins David Beedie’s 100th 
birthday celebrations at Dickson Avenue

Dundee’s Lord Provost 
Bob Duncan joined 
David Beedie’s 100th 

birthday celebrations at 
Dickson Avenue last month. 
The Lord Provost, later 
updated his blog that day, 
“I was delighted to visit Mr 
David Beedie on his 100th 
Birthday yesterday at Servite 
House, Dickson Avenue 
Lounge.  He looks absolutely amazing 
for his age and delighted I could share this special day with him and the 
lovely people at Dickson Avenue.”

NEW ESTATES SERVICE TO REPLACE 
OUR CURRENT CARETAKING SERVICE

HERE AT Caledonia we aim to 
maintain clean, attractive and safe 
neighbourhoods for our residents.  

At present, this is achieved through 
various means. In central and Perth town 
centre we have a Caretaking Service 
which delivers traditional caretaking 
duties. In Dundee, we provide a mobile 
caretaking service which is part of our 
Home Help Service. Static services are 
provided in Crieff by another member of 
the Home Help Service and in Pitlochry 
by a member of the Caretaking Service. 
A private cleaning contractor provides a 
caretaking service at two developments 
in rural Perthshire. Finally, we have been 
piloting a Mobile Caretaking Service in 
Highland and East Perthshire which in 
addition to these duties provides a small 
repairs service.

Whilst the existing services are generally 
well received, it has been recognised that 
there are key challenges ahead including 
increased expectations from residents, 
the need to ensure that we are providing 
value for money and 
the implications of the 
Factoring Bill.

We undertook a 
tenant consultation 
to review our pilot 
Mobile Caretaking 
service project which we 
launched back in April 

2013. You said that you wanted a better 
and more responsive service as well as a 
more consistent standard of services.

We can now announce that a new 
mobile and flexible estates service 
will be launched in the Autumn. 
Incorporating both west and east areas 
of the organisation; almost 70 housing 
developments will now be covered.

This will result in consistency in service 
delivery to better meet the needs of our 
residents. We will have 6 vans on the road, 
all managed by our Estate Supervisor who 
will co-ordinate and manage 12 Estate 
Operatives. As part of this new service, 
we will also be introducing a small repairs 
service which will include tasks such as 
fence and gate repairs, minor repairs to 
doors and windows, weed clearance, 
removing graffiti as well as other small 
repairs. 

So watch out for our new vans on the 
road – this new service is coming soon!
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8SIMPLE WAYS TO  
PAY YOUR RENT

Post Office/Paypoint/ Payzone/ E-Pay Outlet – using your Allpay card. 
Your nearest outlet can be found at www.allpay.net

 24/7 Telephone – Allpay on 0844 557 8315. It has secure and authorised 
payment processing and you can make payments by telephone 24 hours 
a day, 7 days a week. You must have your Allpay number. 

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

 Allpay App – Download to make payments by your Android phone. 
To download the app visit the iTunes or Android app store. 

 Mobile Telephone Text Messaging – you must register with Allpay first 
before text payments can begin. Register a UK registered mobile, your 
debit or credit card and your Allpay number at www.allpayments.net

 

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

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

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

247365

What is an Annual General Meeting?
An Annual General Meeting (commonly 
known as AGM) is a meeting that we 
are required by our Rules to hold every 
year within six months of the end of 
our financial year.  The AGM is held for 
our shareholders (members) to receive 
and approve the past year’s accounts, 
conduct elections to the Management 
Board and to appoint Auditors for the 
coming year.

If you are interested in attending 
the AGM you must first become 
a shareholder (member) of the 
Association.  Further information and 
application forms can be obtained by 
contacting our Executive Officer, Jenny 
Dalton on 01382 484533 or email:  
jenny.dalton@caledoniaha.co.uk. 

AGM 

www.caledoniaha.co.uk

This year Caledonia’s AGM is being  
held on Tuesday 16 September 2014  

at McDiarmid Park, Crieff Road, Perth

7
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HOW DID WE DO? 
PERFORMANCE SUMMARY 2013/14

We’re committed to keeping you up to date on how we’re performing in 
carrying out our key activities. Here’s a summary showing some of our 
results for the period April 2013 – March 2014, compared against the 
targets we set. 

What We Measure… The result we 
achieved…

Our Target 
was…

You might be interested to know…

Calls answered by the Customer 
Services Team within 30 seconds

95.5% ≥90% The team received over 42,500 calls in 
total.

Average time to complete 
emergency repairs 5.65 hours ≤6 hours 2302 emergency repairs were completed.  

Average time to complete non-
emergency repairs 6.5 days ≤ 10 days 6418 non-emergency repairs were 

completed.  

Non-emergency repairs 
completed “right first time”

87.6% ≥90% These are repairs that were completed to 
the tenant’s satisfaction, within timescale 
and during the contractor’s first (or other 
pre-planned) visit.  

Repairs appointments kept 97.5% ≥90% We aim to ensure a convenient 
appointment is made for all non-
emergency repairs.  As a minimum this can 
be a specific date and either a morning or 
afternoon time.

Stock that became vacant 10.14% ≤12% 342 properties became available for relet.

Average relet time 19.6 days ≤20 days We relet 345 properties.

Rent lost as a result of properties 
being empty before relet

0.61% ≤1% This amounted to just over £93,000 of the 
£15.3m due during the year.

New tenancies sustained for 
more than a year

90% ≥94% This was 297 out of 330 tenancies.

Outstanding rent owed by 
current tenants

3% ≤3% We collected over 98.1% of the total rent 
that was due.

We have recently put together our formal performance report for the whole year, 
which we are required to send to the Scottish Housing Regulator.  This contains all the 
facts and figures that we collect as part of our commitment to meeting the Scottish 
Social Housing Charter.  Our “Charter Special” feature contains more information on 
this and how you can find out more about our results for the year.
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BELLSMYRE & CALEDONIA IN TALKS  
OVER POTENTIAL PARTNERSHIP

FOLLOWING a thorough selection 
process, Caledonia Housing 
Association has been selected 

as the preferred partner for another 
housing association, namely 
Bellsmyre HA. Our selection means 
that Caledonia is now entering into 
more detailed discussions on how 
the partnership would work and the 
development of our Group structure 
to include Bellsmyre as a subsidiary 
of Caledonia, much the same as our 
partnership with Cordale Housing 
Association. Although a subsidiary, 
Bellsmyre would continue to act as 
an independent Registered Social 
Landlord, retaining its local office and 
staff and Management Committee. 

The inclusion of Bellsmyre and 
the development of our Group 

would strengthen our long term 
position within a very challenging 
environment and will allow us to 
continue to support and deliver 
our services across a wider range of 
tenants and other customers. 

Both organisations are committed to 
delivering excellent customer service 
and place this at the core of what we 
do. The partnership would allow us 
to share good practice and continue 
in this vein. We are still in the early 
stages of talks with Bellsmyre which 
will involve exploring the benefits 
for both organisations of forming a 
partnership. 

Our discussions will continue 
over the coming months and we 
will provide further updates in the 
newsletter as matters progress.



Congratulations Gemma! 
A massive congratulations goes to our modern apprentice, Gemma 

McFadyen who  has successfully achieved her SVQ Admin Level 2 SVQ. 
Gemma has moved on to pastures new and is now seeking employment 

in Tyneside. Good Luck Gemma!

What are the new developments with the Charter >>>>>>

Scottish Social 
Housing Charter

UPDATE

10 11

Be in the know & find out first, connect and follow us...

LIKE US ON 
 FACEBOOK

FOLLOW US ON 
 TWITTER



Charter Chat - who, what, where, how, when?
WE’VE BEEN keeping you informed about the introduction of 

the Scottish Social Housing Charter – often referred to as the 
“Charter”. In this special edition, we will bring you up to speed 

with some of the new developments that are due to take place over the 
next few months.

As you will know the Scottish Social Housing Charter was implemented 
by the Scottish Government in April 2013 and applies to all of Scotland’s 
Housing Associations and local authorities. The Charter consists of 16 
outcomes all of which are focussed on the needs of tenants such as:

•	 the standard of homes that we provide
•	 providing a quality service that is value for money
•	 providing opportunities for tenants to communicate and 

participate in decisions that affect them
•	 standards relating to the advice, assistance and support that we 

provide to our existing and future tenants

In essence, the Charter will enable you as a tenant – as well as other 
service users, and the Scottish Housing Regulator (SHR) – to assess 
whether Caledonia is living up to your expectation as a social landlord 
in terms of the homes and the quality of the services we provide to our 
tenants. 

We are also now required to report our 
Charter performance to tenants and the 
SHR – these results will be available in late 
August 2014. You will be able to review 
our – plus the other 182 social landlords 
– Charter performance for 2013/14 on the 
SHR website: 

www.scottishhousingregulator.gov.uk

New Charter Developments
As mentioned, there are a number of new developments relating to 

the Charter that will be introduced over the next three months that are 
specifically geared towards tenants needs. These new developments 
include the following:

•	 on 31 August 2014 the SHR will publish a short, simple, 
interactive report about landlords’ performance which will 
be available on their website: 
www.scottishhousingregulator.gov.uk

•	 the SHR interactive report will provide you with information 
relating to eighteen key performance indicators that will 
be included in the report which you will be able to use to 
compare our 2013/14 Charter performance with all of the 
other Scottish social landlords. 

•	 we will also be producing the first ‘Charter Report to 
Tenants’ on 31 October 2014 that will provide a detailed 
review of how we performed during 2013/14 against the 
Charter outcomes and key performance indicators

•	 during August and September 2014 we will be seeking 
input from our tenants in helping us develop the ‘Charter 
Report to Tenants’ so that its style and format reflects 
tenants’ needs.

>>>

UPDATE

http://www.scottishhousingregulator.gov.uk
http://www.scottishhousingregulator.gov.uk
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Landlord Interactive Report Performance Indictors
The 18 indicators that you will be able to use to assess our – and other 
social housing providers - performance through the SHR interactive report 
that will be available on their website from the 31 August relate to the 
following:

•	 Percentage of tenants satisfied with the overall service
•	 Average length of time taken to complete emergency repairs
•	 Percentage average weekly rent increase to be applied
•	 Total rent due in the year
•	 Percentage of tenants satisfied with the opportunities given to 

them to participate in their landlord’s decision making processes
•	 Average length of time taken to relet properties in the last year
•	 Total number of houses
•	 Total number of each apartment size and average weekly rent for 

each
•	 Percentage of tenants who feel their landlord is good at keeping 

them informed about their services and outcomes
•	 Number of cases of anti-social behaviour reported in the last year 
•	 Number of cases resolved within locally agreed targets in the last 

year
•	 Percentage of stock meeting the Scottish Housing Quality Standard
•	 Average length of time taken to complete non-emergency repairs 
•	 Percentage of reactive repairs carried out in the last year completed 

right first time 
•	 Percentage of repairs appointments kept 
•	 Percentage of tenants who have had repairs and maintenance 

carried out in the last 12 months satisfied with the service
•	 Percentage of rent lost through properties being empty in the last 

year 
•	 Rent collected from tenants as a percentage of total rent due in the 

reporting year

Next Steps & Queries
Hopefully this article has provided you with a really good 
understanding of the new developments with the Charter, and how 
you will be able to assess whether Caledonia is a charter-focussed 
social housing provider.
If you do require any further details regarding the Charter or 
would like to contribute to our ‘Charter Report to Tenants’, please 
contact us by any of the below. Similarly, please contact us if 
you believe you may need some assistance with access the SHR 
website to get more information about the Charter or to use the 
interactive reporting tool when it becomes available in August.

Tel: 0800 678 1228
Email: info@caledoniaha.co.uk
Website: www.caledoniaha.co.uk

Useful Website:
www.scottishhousingregulator.gov.uk

UPDATE

http://www.scottishhousingregulator.gov.uk


AS YOUR landlord we’re 
responsible for insuring the 
building you live in, but not 

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

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

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

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

Please note, that there are 
a large number of home 

contents insurance products 
on the market and you are free 

to pick your own. 

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

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

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

ARE YOU 
COVERED?

17

We are based in your community.

To find out where we are visit

www.dundeecity.gov.uk/welfarereform
or call 01382 431205

  

 

Benefit cap

  Managing 
money

Other benefits Debt

DLA
PIP

Form filling

Universal      
         credit

Under occupancy

Community outreach neighbourhood  

networkers encouraging change team

What does it                mean?
Are you ready?

Welfare Reform

Act now! Contact

    What do you need to know?
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Notice Board

Make Payments the 
Smart Way

Download the allpay App 
onto your Apple or Android 

phone now to make easy 
Rent Payments. For more 

information contact allpay on 
0844 225 5729 or visit their 

website: www.allpay.net

LIKE US ON 

 FACEBOOK

Repairs Customer Satisfaction Draw Winners
March – Mrs Donald, Montrose, Angus

April – Mr & Mrs Webster, Montrose, Angus

May – Ms Brooks, Pitlochry, Perth

June – Mrs Brand, Alyth, Perth
Hear our Newsletter

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

Homecoming Scotland 2014: 
Atholl & Breadalbane Highland 

Gathering
Traditional Scottish Highland 

games. Aberfeldy. 9 Aug 2014.

Home Help Satisfaction 
Survey Prize Draw Winner:

Janie Welsh
DID YOU KNOW?

We provide a flexible, personalised  
and professional Home Help  

Service to you, your community,  
your friends and your town.

If you, or someone you know, would 
like to find out more, contact our  

Home Help Co-ordinator, Maureen 
Menzies on 01382 484 542.

Caledonia

Home Help

Service

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

FOLLOW US ON 
 TWITTER

Pirates Fun Day
Games, storytelling, music and more.

In Dundee City Centre.  
There is an entry fee for adults, 

but kids under 16 go FREE!

9 August, 2014
check out Visit Scotland 

website for more 
information. 

Well Done - you’ve won 
a £20 voucher

Moncreiffe Tea Dancers,  
Moncreiffe Church Hall,  

Glenbruar Crescent, 1.30-3.30pm 
Tuesday 19th August

Tuesday 16th September
Tuesday 14th October

Tuesday 11th November
Tuesday 9th December



NEW WELFARE ADVICE PROJECT 
FOR SOCIAL TENANTS IN ANGUS 

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

Due to the pressure on household incomes, caused by benefit changes and 
welfare reforms, there has been an increased demand for advice, information 
and social housing throughout Angus.  

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

As part of the Council’s Welfare Rights Service, the projects aim is to ensure 
that tenants in social rented accommodation are connected to welfare advice 
at the appropriate time.

Tenants will be helped to deal with debt and financial problems, to enable 
them to sustain their tenancies.  However, where this is not an option, they will 
be given help to explore other housing options to avoid homelessness.

If you are a social tenant living in Angus and are feeling under pressure due to 
reduced income or change in your circumstances then WRAP could help you. 
Contact the Angus Council Accessline on 08457 777 778 for further information 
or by e-mail to: wrap@angus.gov.uk.

For tenants living in Dundee and Perth,  we have our own making Advice 
Work project in partnership with Shelter Scotland. For private, impartial and 
confidential advice, email: maw_tayside@shelter.org.uk

21

CORALBANK CRESCENT 
COMMON CLOSE FIRE

CALEDONIA’S Housing Officers regularly inspect all common closes and 
request that residents remove any of their personal items being stored 
in communal areas.  Incidents such as this one at Coralbank, Blairgowrie,  

should serve as a warning to residents and encourage them to work with 
Caledonia’s staff to ensure communal areas are kept clear.

Operations Director, Tim Calderbank, said, “We believe, the fire at Coralbank 
Crescent, which has resulted in significant damage to the flats communal area, 
began when a discarded cigarette ignited items stored within the common 
close. The fire crews worked extremely well to tackle the blaze and quickly 
get it under control. Although no one was injured as a result of the fire, Fire 
Officers made clear the incident could have been more serious and should 
make everyone realise the danger posed by discarded cigarettes and leaving 
items in common closes.”

mailto:wrap@angus.gov.uk
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Focussing on Complaints If you’ve ever complained about  one of our services 
you’ve played a significant role in ensuring we 

assess our services and learn from our mistakes.

REPORTING PERIOD

98.3% of your complaints were 
resolved within their respective 

timescales (5 & 20 days)

98.3%

1 April 2013 to  
31 March 2014

397 Complaints  
Recorded

•	 68.3% (271 complaints) were in relation 
to the repairs and maintenance service;

•	 23.9% (95 complaints) regarding 
dissatisfaction with the quality of 
services provided by us; and

•	 the remaining 7.8% (31 complaints) 
covered a mixture of complaints that 
related to our policies, our processes 
and staff attitude.

Complaint Breakdown, of the 397:

As a result of our complaints handling 

process being customer-focussed, thorough 

and consistent in the way we handle 

complaints, the number of complaints 

that were subject to Stage 2 investigation 

was one of the lowest numbers for RSL’s 

in Scotland with only four complaints being 

escalated to Stage 2.

54.4% Complaints 
Upheld

16.5% Partially 
Upheld

29.1% Not  
Upheld

EARLY RESOLUTION

Average Timescales
Stage 1 | 3.4 Days

Stage 2 | 19 Days

We intend to improve 2014/15 
timescales so customers will receive  
an even quicker resolution service. 

Your feedback from the complaints received 
during 2013/14 provided some insight into 

levels of satisfaction with the way complaints 
were handled however, we are keen to obtain 
even more information in order that we can 

continue to improve our services.

The association’s 2013/14 Annual Complaints Handling 
Report is available to download from our website 
as well as being available in the reception area at 

our Dundee and Perth offices. Further information 
regarding our complaints handling performance, 

including the 2013/14 results for the SPSO
self-assessment complaint indicators is also available.
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NHS 24, Scotland’s provider of telephone and web based health advice and 
information, is now available on a new, free to call number: 111.

The new telephone number was launched at the end of April and means that 
people throughout Scotland can contact the service free of charge from a 
landline and mobile. 
If you need help at night, or over the weekend and you can’t wait until your GP 
surgery reopens, you can call NHS 24 free on 111. NHS 24 will direct you to the 
right care for you or the person you are calling for. This may be to your local out of 
hours services, Accident and Emergency department, or the Scottish Ambulance 
Service. If appropriate, they may recommend some steps you can take to look 
after yourself at home.
If it is an emergency you should dial 999.
NHS 24 Chief Executive John Turner said: “NHS 24 has been serving the people 
of Scotland for more than ten years now and the move to a freephone number 
represents the next stage in the development of the country’s provider of 
telehealth and telecare services”
By dialling 111 patients will receive the same high quality, trusted service that 
has been delivered by NHS 24 for over 10 years.  NHS 24 is there to help if it can’t 
wait until your GP surgery reopens.

New free 
phone 

contact 
number 

for NHS 24 CALEDONIA TO MEET 
SHQS IN 2014

PROPERTIES owned and managed by Caledonia must meet a number of 
basic standards set out in the ‘Scottish Housing Quality Standard’ (SHQS) 
by March 2015, and over the last few years we have been investing in our 

housing to ensure that this standard is met.

This investment has included such items as central heating upgrades; kitchen 
and bathroom upgrades; energy efficiency improvements; new door entry 
systems; and environmental improvements. As at the end of June 2014, 94.4% 
of our properties meet SHQS, 2.8% currently fail SHQS and 2.8% are exempt 
from meeting the standard.

The final phase of works is now underway to ensure that the 2.8% of properties 
currently failing SHQS will pass by the end of the year. If you have any queries, 
or would like further information on the Scottish Housing Quality Standard, 
please call 0800 678 1228 and ask for a member of the Asset Management 
Team.
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Please contact us for a translation. 
This is the newsletter of Caledonia Housing Association. Caledonia Housing Association Ltd is registered with The 
Scottish Housing Regulator, Reg. No. HEP 224. Registered as an Industrial and Provident Society, Reg. No. 2343R(S). A 
Scottish Charity No. SC013988. Registered Office: 5 South St John’s Place, Perth, Scotland, PH1 5SU.

Contact Us

Website
www.caledoniaha.co.uk

By Phone
0800 678 1228

Customer Services Team 
available Monday to 

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

By Post or Visit
Area Office, Perth

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

Area Office, Dundee
118 Strathern Road

Broughty Ferry, Dundee
DD5 1JW

By Email
info@caledoniaha.co.uk

@

OUT OF HOURS EMERGENCY SERVICE – 0800 783 7937 
PERTHSHIRE, ANGUS, FIFE & TAYSIDE INCLUDING ASSYNT ROAD, INVERNESS

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

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

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

reported to Cairn Housing Association on 0845 224 1754.

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

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

CaledoniaHOUSING ASSOCIATION


