CALEDONIA HOUSING ASSOCIATION TENANT NEWSLETTER

NEWS
Issue : Winter 2018

Team Cale Sleep
out at Slessor
Gardens
On 8th December, team Caledonia
were part of the hardy strong crowd
that slept in Dundee’s Slessor
Gardens in aid of Social Bite’s Sleep
in the Park.

Welcome to the festive edition of
Caledonia News! This edition is
packed full of news from across
our communities along with
seasonal health & safety advice
and information about when our
offices will be closed and contact
details during the festive period.

The mission of Social Bite’s annual event is to raise
awareness and funds as part of the movement to
help eradicate homelessness in Scotland within the
next five years.
Although cold the team raised an amazing £2,085.
Well done Team Cale!!!!

SIDEY TO START WORK IN KIRKINTILLOCH
In November we awarded Sidey a £488,000
building improvements contract for work at our
Harestanes properties in Kirkintilloch, marking the
start of our property improvement plans for the
former Antonine Housing Association properties.
The four and a half month contract will see windows
replaced in 53 properties, windows and doors
replaced in a further 31 properties and the doors
replaced in 10 properties. Work on the 94 properties
began on the 26th November and is hoped to be
completed by early April 2019.
Andrew Kilpatrick Caledonia Housing
Association’s Asset Director said “We are
delighted to have Sidey commence work on
the contract to upgrade the windows and doors

of our properties in the Harestanes area of
Kirkintilloch. Investing in homes was part of
our partnership pledge to the former Antonine
Housing Association tenants and it is fantastic to
be commencing work on these renovations just 9
weeks after the transfer was approved.”

As the year draws to a close we begin to
look forward to 2019. On page 4 we have
details of our rent consultation for the
upcoming year – please get in touch and
let us know your thoughts and views, they
really do shape our policies and decisions.
We also have information on Connect, the
online self-service portal launched this
year. Page 5 has details about how you can
sign up to Connect. Thank you to everyone
that has registered and used Connect. This
app and online portal has been a massive
achievement for us. During 2019 we hope to
continue to develop the ways in which you
can manage your tenancies and communicate
with us.
Last but not least a special mention to the
Caledonia team that braved Dundee’s sleep
out to raise money for Social Bite. Sleeping
in the park during a particularly cold and
frosty December is no small undertaking
and epitomises the values of the Caledonia
team’s social heart; working towards our
corporate goal of providing homes and
services that make life better including, in our
sleep out team’s case, supporting other social
enterprises in their objectives of tackling
homelessness – a subject close to us.

On behalf of the board and all the staff
at Caledonia I’d like to wish you and your
family a very merry Christmas and Happy
New Year.

Our Dundee, Perth &
Kirkintilloch offices are
closed over the festive
period from 1pm on
Monday 24th December
and will reopen at
9am on Thursday
3rd January 2019.

Julie Cosgrove,
Chief Executive
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CONVENIENT TRAVEL
AT A FRACTION OF THE COST

Caledonia are funding a
CoWheels electric car for Muirton.
What does it mean for you?
Free Car Club Membership
for Caledonia customers
Use of a car when you need it
No ongoing costs
Available to hire by the hour
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Green Light for New Homes in Dundee’s Hilltown

We were delighted in October to be granted planning permission for fifty seven new homes on Alexander Street in Dundee’s Hilltown, on the site
of the former Maxwelltown Works. The homes will be a mixture of flats and semi-detached houses. We hope to begin work on site early 2019.

Work starts at Burrelton

Construction began in September on the final phase of twelve houses of our thirty six house development off the A94 Perth Coupar Angus Road, between Burrelton and Woodside, in Perthshire. These homes will be ready for early summer 2019.

New Homes for Tenants in Slackbuie, Inverness
We have recently completed a further fifteen homes in Inverness. The homes, nine houses and six flats, are part of the Kirkwood
Homes Slackbuie development on the southern outskirts of Inverness.
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WE ARE CURRENTLY LOOKING AT OUR RENT SETTING
POLICY AND WOULD WELCOME YOUR COMMENTS
A full copy of our Rents Setting Policy is available on our website at www.caledoniaha.co.uk.
The policy sets out our approach to the rents and service charges we collect from residents.
The policy details the principles on which
rent charges are based, how rent increases
are calculated, what consultation is
undertaken when increasing rent charges
and how tenants and customers are
informed about what they have to pay.
The main aims of the current policy are:
•	Affordability - rents are affordable for
everyone;
•	Viability - enough income is generated
to meet all financial requirements
including the costs of managing and
maintaining the homes;
•	Fairness - there is a fair system of
setting rents for different types of
property;
•	Comparability - rents are consistent
with comparable rents charged by
similar social landlords in similar
circumstances; and
•	Fair and accountable service charges
- service charge costs are set and
collected in a fair and accountable
manner
We review the policy each year and it is our
view that it has delivered on these aims and
does not require any changes. This view is
based on:

•	Last year 89% of our residents indicated
that our rents offered value for money,
the Scottish average was 83%.
•	Last year we collected 100.2% of the rent
that was due.
•	In 2017/18 we invested over £4 million in
maintaining our homes, we also built
133 new affordable homes for rent.
•	The Scottish Housing Regulator has
endorsed our approach to how we
assess that our rents deliver value for
money and how we consult with our
tenants on any rent increase.
•	We use an affordability tool developed
by the Scottish Federation of Housing
Associations. This is part of our Rent
Setting Policy and enables us to check
that the rents charged and proposed
increases are in line with an accepted
affordability measure.

However, we are constantly looking
to improve the services we provide to
tenants and customers and we want to
know what you think.
If you would like to forward a comment
about the Rent Policy please:
Rents2018@caledoniaha.co.uk
01738 474801
	Or write to the following
address:
RENT POLICY CONSULTATION
FREEPOST RSZT-LEYZ-JGAZ
CALEDONIA HOUSING ASSOCIATION
5 SOUTH ST JOHNS PLACE
PERTH PH1 5SU

Replies should be returned
by 3rd January, 2019 and
will be entered into a
£50.00 voucher prize draw.

•	Over the last seven years our
comparative rent increases have been
lower than other Associations and lower
than the national average.
•	Last year our rent increase was 3% and
the Scottish average was 3.2%.
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Introducing Lindsay our new PKC Housing Support Officer
Lindsay Grant, Housing Support Officer, has been seconded to Caledonia from Perth & Kinross
Council to work with new and existing Caledonia tenants to offer support with establishing
and sustaining their tenancies.
Lindsay will work with people from the time they are offered a tenancy providing referrals
to support agencies, helping to complete claims for various benefits/grants and supporting
tenants in attending any appointments they have, to help ensure sustainment of tenancies in
the Perth & Kinross area.
Lindsay will also work with existing Caledonia tenants in Perth & Kinross identified by our
Housing Officers as requiring assistance and support. This will include, for example, cases of
anti-social behaviour, rent arrears and/or addictions.
Lindsay is working with us from Monday 5th November for an initial period of 3 months but if
it proves to be a success it will be extended.

Do you know about
Connect?
Connect is our online self-service portal which allows
you to update your details, report repairs, make
payments and access your account 24/7.
Since launching in May we have 420 users signed up with
over 613 requests processed via the portal.
We have a short animated video describing how to set up
your Connect account and the ways in which Connect makes it
easier for you to manage your tenancy anytime, anywhere. To
view the video please visit www.caledoniaha.co.uk.
Connect is available via https://caledonia-live.panconnect.
cloud/sg/ssp/login/en-gb#tenant The website will work
from laptops, PCs, tablets and mobile devices.
Connect is also available as an app for IOS & Android devices.
To download the app please search Connect-CHAGroup in your
app store.

Make life easier with
Caledonia Connect
24 hours a day
7 days a week

Caledoniaha.co.uk

#connect - CHA Group
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Mission Christmas
Toy Appeal
This year we were proud to once again support Tay FM’s Mission Christmas campaign to provide Christmas presents for local
children living in poverty. As well as registering our Broughty Ferry office as a donation drop off point the Caledonia team
also raised £135 for Mission Christmas by taking part in Christmas Jumper day on 7th December.

Festive Tea Party
The Older Persons Festive
Tea Party- Take 2! was
held on Wednesday
28th November 2018 at
Menzieshill Community
Centre. The festive tea
dance was a cracker of a
Christmas party organised
for local elderly people at
risk of social isolation.
The free event was
organised as part of
the Helping Older
People Engage (HOPE)
programme and involved
organisations such as
Hillcrest and Caledonia
Housing Associations,
Dundee Voluntary Action,
Royal Voluntary Service,
Dundee Community
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Transport, Dial-OP and
Go, Dundee Third Sector
Interface and Dundee
Rotary Club.

The theme this year was
Keep Warm/ Keep Active
which was kick started
by Caledonia’s Volunteer
Co-Ordinator Gary
Flew who got everyone
involved in a 10 minute
seated exercise warm up
and ice breaker. Guests
tucked into sandwiches,
cakes and treats, and the
festivities also featured
a raffle and live music
courtesy of Wayne O’Hare
and a choir from St Paul’s
Primary School.
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ALYTH MARK THE
FIRST WORLD WAR
CENTENARY

Burnside Court in Alyth created some wonderful displays to mark the
centenary of the First World War.
In addition to the displays Ali, the Alyth librarian, and Rae Taylor, a local
WW1 researcher, loaned Burnside Court books and attended Burnside’s
coffee morning to chat about the Centenary.
One of the pics shows Rose finding a close relative of her husband in Rae’s
comprehensive register of ‘The People of Kirriemuir and District who served
during the First World War’

DOWN MEMORY
LANE – NHS
70TH BIRTHDAY
CELEBRATIONS

A special mention goes to Mo Simpson for
organising this event and also a Remembrance
Day brunch. Everyone who attended the
events had a fabulous time.
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BAD WEATHER
ARRANGEMENTS
Caledonia have made arrangements across all areas for
our grit bins to be topped up. We have also purchased
additional stocks of grit should we need to refill the
bins over the coming months. Whilst we don’t have the
capacity to grit all paths at each scheme, we hope that
there is sufficient supplies for use by tenants and visitors
to reduce the risks bad weather brings.

Please contact
our Customer
Services number
if supplies are
running low.

Winter Advice to keep you and your home safe
As it looks like we are set for a cold winter
this year, we wanted to share with you
some practical tips and advice to help you
to stay warm and safe in your home:

•	Keep your heating on at a low constant
temperature, rather than heating your home
up quickly allowing it to cool down again
•	If you can’t heat all your rooms, make sure
you keep your living room warm throughout
the day and heat your bedroom before
going to bed
• Close all blinds and curtains at night
•	Keep furniture away from radiators to allow
heat to circulate freely
•	Keep outside doors shut and report any
obvious draughts
•	Make sure to order repeat prescriptions in
good time, don’t wait until you run out
•	Stay at home in really bad weather, even
if that means re-arranging non-urgent
appointments
•	If you do have to go out in bad weather,
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ensure you have on the right clothing. Wrap
up in plenty of layers, and don’t forget your
hats, scarves and gloves!
•	A balanced diet will help keep you warm
and healthy in the winter. Make sure you
and your family eat at least one hot meal
a day. Soup is nutritious and warming, and
cheap to make or buy
•	Wearing the right kind of clothes can help keep
you much warmer. Layers are best - t-shirts
and under clothes keep the small of your back
warm and will heat you from the core
•	Staying active is good for your health. If the
weather prevents you from getting outside,
stay active indoors - catch up on all the
household tasks you’ve been putting off!
•	If you have older neighbours or relatives
who may struggle in the winter months due
to increased chances of isolation, illness
and an increased risk of injury - if you are
worried about anyone you can call the AGE
UK helpline on 0800 055 6112
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FIRE SAFETY AT CHRISTMAS
23

CLEAR FESTIVE CLOSES
At all times of the year, keeping you closes clear
is important, not just to prevent fires, but also to
ensure that everyone can escape from a building
safely in the event of an emergency.
With Christmas approaching we appreciate that people like
to decorate for the festive season, however we would like
to remind you to be mindful of the dangers of flammable
decorations that could potential obstruct the emergency
services access during an rescue situation. Firefighters are
regularly injured and slowed down by items in the closes
when smoke limits visibility.

Here are some recommendations for the close areas this
Christmas:
Where there are communal areas:
Wreaths on doors: Communal areas can be decorated by
residents placing a non-flammable wreath on their front door.
Decorations in communal areas: Decorations, such as tinsel
and electrical ornaments, should not be placed within the
shared area.
If any unsuitable items are put up in the communal areas we
will, unfortunately, have to remove them for the safety of all
residents within the block.

3% 7%

HOME FESTIVE
SAFETY TIPS
Candles: Don’t leave lit candles unattended and always make
sure they are extinguished at the end of the day. Make sure
they are not placed near anything flammable e.g. Christmas
tree, curtains, soft furniture, cushions. Always keep them away
from children and pets.
Christmas trees: Christmas trees are highly flammable.
Keep them in a well ventilated area and do not leave them
unattended with the lights on. Living trees should be watered
regularly to prevent them from drying out.
Decorations: If you use any tissue paper or cardboard
decorations remember they burn easily. Do not place
decorations around, on or above lights or heaters and keep
them away from any candles.
Fairy lights: make sure that they are in good working order
and replace any bulbs that have blown. Don’t overload sockets
and don’t place near anything flammable as they may get hot.
Turn off over night or when they are unattended.
Smoke alarms: make sure your smoke alarm is working and
tested every week, kept clean and free of dust. Don’t remove
batteries to use in presents!

Going away from your home while the weather is cold
If you are likely
to be away for
a SHORT PERIOD
please leave
your heating on

I f you are likely to be away for
a LONG PERIOD, your house
will be safer if you drain down
the water pipes and switch off
your heating and water. Please
contact a reputable plumber or
your Maintenance Officer if you
require advice about this

Ask a friend or neighbour to
check the house and
LEAVE A SPARE KEY
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SCOTTISH SCRUTINY PANEL FORUM
The end of October saw Caledonia’s Tenant Scrutiny Panel
host the first Scottish Tenant Scrutiny Panel Forum in our
Broughty Ferry boardroom. The event saw Tenant Scrutiny
Panel Members from Housing Associations across Scotland
gather together to share ideas and practices on tenant

scrutiny and engagement and how the industry can work
more collaboratively to encourage Tenant Participation.

The event was deemed a success with another meeting
scheduled in six months with another Housing Association
hosting the event.

BABY SHOWER AT CANAL STREET
Residents and staff gathered at Canal Street at the end of November to celebrate
Scheme Manager, Sandra Robertson’s pregnancy with a baby shower.
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COMPLAINTS, COMPLIMENTS
& COMMENTS for Quarter 2
10
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9.1%

TOTAL
COMPLAINTS
RESPONDED TO

TOTAL
COMPLAINTS
RECEIVED

OF STAGE 1 & 2 39.2%
COMPLAINTS
47.9%
24.7%

176

176

37.1%

36% TOTAL NUMBER

186

185

5.9%

Unhappy with service
39.2% (73 out of 186)
Stage 1 Complaints responded 176 Upheld
Stage 1 Complaints received
176
Repairs & maintenance
Stage 2 Complaints responded 10 Partially upheld 24.7% (46 out of 186)
Stage 2 Complaints received
9
Equality, Policy and Proces
including escalated stage 1 complaints including escalated stage 1 complaints Not Upheld
36% (37 out of 186)
Staff Attitude

STAGE 2
INCLUDING
ESCALATED
COMPLAINTS

STAGE 1
AVERAGE
TIMESCALES

3 days

6
COMPLIMENTS

17.1 days

Total complaints responded to
on time: 169 (90.9%)

How Did We Do?
553
EMERGENCY
REPAIRS

Average
completion
time

1751
NON

Target time

< 4.5 hrs

4.33

Average
completion
time

ants)

(feed

ba

ten

(10 out of21)

A Summary of our Performance
between July and September 2018

89%

Target time

< 5 days

WORKING DAYS

SATISFACTION
WITH REPAIRS
SERVICE
kr
413
ecei
ve d f ro m

47.6%

very or fairly satisfied with
complaint handling

Target time

4.01

HOURS

86.7%

EMERGENCY
REPAIRS

received regarding
the level of service
provided by staff,
assistance with
allocation & sign
up process and the
new rent arrears
notification service

37.1% (69 out of 186)
47.9% (89out of 186)
9.1% (17 out of 186)
5.9% (11 out of 186)

of non-emergency repairs
were completed
“Right First Time”

(Our target is >92%)

86

EMPTY PROPERTIES
RELET

in an
17.1
average
time of
days
17.9 days
Our average
relet time

53 property adaptations completed

96%

OF REPAIRS
APPOINTMENTS
KEPT

< 17.5
days

Target

c

>97%

100.2%

of rent due collected
(including payment of arrears)
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& A HAPPY NEW YEAR
from all at

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

member

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.
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FESTIVE PERIOD REPAIRS SERVICE
Please note that when our offices are closed, we provide
an EMERGENCY repairs service only.

This means over the festive period (from 1pm on 24th December until 9am on
3rd January) we will only respond where a repair is needed: to remove a safety
hazard; to make a property fit for habitation; to prevent serious damage or further
serious damage to our property. Emergencies include incidences of fire, flood, water
ingress or emergency repairs to heating and hot water systems.
Utilities firms should be contacted when mains supplies of electricity, gas or water
are affected.

TO REPORT EMERGENCY REPAIRS PLEASE CALL:
ALL PERTHSHIRE, ANGUS, FIFE, TAYSIDE & WEST DUMBARTONSHIRE REPAIRS
PLEASE CALL 0800 783 7937
ALL INVERNESS EMERGENCY REPAIRS PLEASE CALL 0800 990 3405
ALL EAST DUNBARTONSHIRE & NORTH LANARKSHIRE REPAIRS PLEASE CALL
0333 123 1011 (McDougalls) or 01294 468113 (Frews - Gas Central Heating)
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