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Welcome to the festive edition of
Caledonia News! This edition has news
from across the Caledonia Group along
with seasonal health & safety advice,
information about when our offices will
be closed and contact details for during
the festive period.
2019 has been a year of change in
Caledonia as we’ve reviewed, adapted and
implemented a new structure and systems
to maintain and strengthen our customer
focused approach to delivering affordable
homes and services. Moving into 2020
we continue this vision and are excited to
be in talks with our subsidiary, Bellsmyre
Housing Association, about a Transfer of
Engagements to Caledonia, to allow further
investment and regeneration in Bellsmyre.
As 2019 draws to a close I would like to
wish you and your family a very merry
Christmas and happy new year on behalf
of the board and all the staff at Caledonia.

Changing our Approach
to Rent Setting
We’re thinking about changing our approach
to rent setting. We are committed to providing
homes at affordable rents that are fair and
reflect the services received. We believe that the
rent and service charge set for each of our homes
meets these aims but we want to be sure that
our charges reflect your views and priorities.
We have appointed consultants North Star
Consulting & Research to review our rent
structure and to help us develop a fair and
transparent rent system. We also want to give
you the opportunity to influence how future
rents will be set and calculated. This review
is not about us making more money from our
rents and the total amount we collect in rent will
be the same. It is about ensuring our charges are
easier to set, to understand and to explain. Any

change to the rent structure will not increase our
rental income, although individual tenants’ rents
may change.
During November we opened a consultation
on our rent and service charges to understand
what you think are the most important things
to consider when we set our rent and service
charges. Thank you to everyone that took the
time to complete the survey – across the Group
we had a 15% response rate which was great. The
consultants are now compiling and analysing
these responses and they will go to all three
Committees in January for consideration.
We will keep you updated on this consultation in
our next newsletter in Spring 2020.

PLANNING PERMISSION GRANTED FOR
BONHILL HOMES
Julie Cosgrove,
Chief Executive
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We were delighted in November to be granted planning permission by West Dumbarton
Council for a new development of homes at Bonhill in Bellsmyre.
This development by AS Homes includes 44 houses and 4 flats providing a mixture of
homes for affordable rent and for sale as shared equity properties. Work on this site is
expected to start early in 2020.
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Bellsmyre Regeneration and
Transfer of Engagements
Consultation has taken place this year with the tenants of our subsidiary
Bellsmyre Housing Association about a Transfer of Engagements to
Caledonia Housing Association.
Why is this necessary?
What is happening?
Bellsmyre Housing Association
currently operates as a subsidiary of
the Caledonia Housing Association
Group. In order to completely
transform the Bellsmyre estate,
Bellsmyre Housing Association plans
to merge with Caledonia. This is called
a ‘Transfer of Engagements’ and
tenants will be asked to vote on the
proposals early in 2020.

Bellsmyre Housing Association does
not have the capacity to deliver a
£30m regeneration project. A Transfer
of Engagements is necessary to
deliver a regeneration programme
of this size and significance. The
process will enable the regeneration
proposals to be delivered in full, while
strengthening the ability to invest
in the service improvement and
maintenance priorities that can meet
the needs and aspirations of tenants.

What is proposed?
A major regeneration will bring better
living conditions and higher quality
housing to the area. Our proposals
centre on the construction of 150 new,
two-storey homes to replace 225 more
traditional, but less popular, flats. We
are currently consulting with tenants
to shape the final business plan
submitted for the transfer – basing it
on the areas that Bellsmyre customers
and residents tell us are important.

What stage are we at in the process?
December 2019 Consultation with residents continues with TIS, Tenants’ Forum and drop in sessions.
January 2020

Formal consultation starts in advance of the tenants ballot

February 2020 Tenants vote on proposal to merge with Caledonia (Transfer of Engagements)
March 2020

Call and hold Special General Meeting (SGM) to approve ballot results

It’s an exciting time for Bellsmyre and Caledonia; we look forward to keeping you
updated as the Transfer of Engagements process progresses.
PROVIDING homes and services that make
life better THROUGHOUT SCOTLAND

0800 678 1228 to request posted newsletters in the future!
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Important Changes to Your Rights as a Tenant:
Important
to2014
Your
The Housing Changes
(Scotland) Act

Rights as a Tenant:

The Housing (Scotland) Act 2014 has introduced important changes to the rights of
The
Housing
20142019.
all social housing
tenants
which have(Scotland)
come into effect Act
throughout
The last of these changes happened from the 1st November, and are detailed below.
CHANGES
NEW RULES
The Housing
(Scotland) Act 2014 introduces important changes to the rights
of all DATE
social
EFFECTIVE
housing
tenants
which
come
into
effect
in
2019.
Assignation Anyone who wants to be assigned to a tenancy must have been living in the property as
1st November 2019
their principal home for at least 12 months before the date of application.

It will be important to let us know about changes to who lives in your home as it may affect
* 12-monthyour
qualifying
period
note below.
right
to applies.
make See
changes
to your tenancy agreement.

Joint Tenancy The proposed joint tenant must have lived in the property as their principal home for at least 1st November 2019
Short Scottish
Tenancy
- If you have a SSST the changes detailed for ending the
12 monthsSecure
before making
an application.

tenancy by
Order,
Recovering
Adapted
Subletting,
and Joint
We Court
must have
been notified
of them becoming
partProperties,
of the household.
If we have notAssignation
been
Tenancies also apply.
notified we will have grounds to refuse the joint tenancy.

Thisbe
includes
civil partners,
husbands. In the meantime, for more
We will
writing
to youco-habiting
shortly partners,
about wives
theseandchanges.
information
please period
visit https://www.gov.scot/Publications/2015/03/2580/6
*12-month qualifying
applies. See note below.
Subletting

You must have been the tenant for at least 12 months before making an application to sublet. 1st November 2019

Succession

*12-month qualifying period applies. See note below.
All successors must 0800
have been
living in the •property
at the time of the tenant’s death.
1st November 2019
6781228
info@caledoniaha.co.uk
Other than partners/co-habitees,www.caledoniaha.co.uk
family members and carers, the person wishing to succeed
must have been living in the house for the previous 12 months before the tenant’s death.

*12-month qualifying period applies. See note below.
*The 12-month qualifying period only starts when we have been notified in writing that there has been a change to your household.
More information on the Housing Scotland Act 2014 can be found at https://www.gov.scot/Publications/2015/03/2580/6 or by
speaking to your Neighbourhood Officer.
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IT Upgrades

We have been doing some upgrades to our IT systems recently and we have experienced a
few glitches along the way. Apologies for any text messages that you may have received in
error. We hope this didn’t cause you any inconvenience

Connecting 1,000 Tenants
to their Caledonia Account
We are delighted to be close to having 1,000 users signed up to
Connect! Sign up today & be in with a chance of being our 1,000
Connect user for a special prize draw.

Sign up today at www.caledoniaha.co.uk
or search for the app #connect-CHAGroup.

New Connect User Prize Draw Winners

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

To thank users for signing up and using Connect we have a User
Prize Draw each month. The randomly selected winners receive a
£20 voucher.

William Granger from Perth won October’s prize draw
Laiman Bin Hamid from West Dumbarton won
November’s prize draw
Sign up to Connect today at www.caledoniaha.co.uk to be in with
your chance to be this month’s winner!

Sign
up
& ge
t

£25 DRIVING CREDIT
with code SCOTLAND25
Free Membership

No monthly charge

www.co-wheels.org.uk

Located in
MUIRTON &
throughout
Scotland

0800 678 1228 to request posted newsletters in the future!
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FIRE SAFETY AT CHRISTMAS
3% 7%

CLEAR FESTIVE CLOSES

HOME FESTIVE SAFETY TIPS

At all times of the year, keeping your 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.

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.

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 potentially obstruct the emergency
services access during a 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.

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!

Shopping List

Christmas

Christmas is a fun time, but the bills don’t stop
& A HAPPY NEW YEAR
from all at

just because it’s December, look after yourself
and PAY DECEMBER’S RENT and any payment
arrangements you have in place.
THERE IS NOT A RENT FREE PERIOD IN
DECEMBER

Presents 3 Tree 3 Food 3 Rent 3
3
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BAD WEATHER ARRANGEMENTS

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

Roads adopted by local councils are gritted and cleared by the Council. 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 Customer Solutions on 0800 6781228 if supplies are running low.

Keep cosy for less this winter
TOP TIPS
With winter just around the corner, here
are a few top tips from Home Energy
Scotland to help keep you cosy for less.

5.	A quick shower uses less water
and energy than taking a bath. For
every minute you shave off your
daily shower, you’ll save £7 a year
on your energy bills.
1.	Set your heating controls to manage
the temperature of your home.
6.	Use heavier curtains during the
Remember to use the weekday and
winter months and make sure you
weekend settings.
close them when it gets dark to
keep the heat in and the cold out.
2.	By regularly bleeding your radiators
you will avoid cold spots and get the
most out of your heating system.
3.	Keep your radiators clear and
avoid putting furniture against
them. Drying your washing on
the radiator can make your house
colder, and can also encourage
condensation and mould growth.
4.	Your room thermostat should
be set to the lowest comfortable
temperature (typically between
18°C and 21°C ) Turning down the
room thermostat by one degree can
save up to £80 a year.

WARM HOME
DISCOUNT OPEN NOW
– DON’T MISS OUT!
Call HOME ENERGY SCOTLAND
to check if you’re eligible

Good news! The UK Government’s Warm
Home Discount scheme has opened,
which means that if you are eligible,
you could benefit from a one-off
discount from your energy supplier of
up to £140.
If you have qualified in the past, now is
the time to re-apply as not all energy
suppliers automatically renew their
customers’ special discounts each year.
Home Energy Scotland can check if you
are eligible for the latest discount. If
you are, a friendly advisor can help you
apply, and also see if there is any other
support available for you.
To speak to a Home Energy Scotland
advisor free of charge call
0808 808 2282, or email
adviceteam@sc.homeenergyscotland.
org and they’ll call you back.

0800 678 1228 to request posted newsletters in the future!
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COFFEE
WITH A COP

We have been teaming up with local
community Police Teams to host a
number of Coffee with a Cop events.
First up was Muirton in Perth at the
Community Flat followed by an event
at the Tulloch Institute in Perth at the
end of November.
The events, organised by the
Neighbourhood Officers, give tenants
the opportunity to pop in and speak
to their local community Police
Officers and Neighbourhood Officer
about anything that matters to them
in the local community.
Lola Ross the Neighbourhood Officer
that organised the Tulloch event
was delighted with the turnout. She
commented “It was fantastic to see
so many tenants on the day. It was
a fantastic opportunity to be able to
talk about how we can all support
each other to make our communities
stronger.”
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Neighbourhood ALERT - Scotland is a secure, partnership based community
messaging system which allows service providers to send localised, targeted
information ALERTS on issues of crime, safety and resilience to all communities.
Register at:

www.neighbourhoodwatchscotland.co.uk
There is no requirement to join or set up a neighbourhood
watch - simply follow the registration instruction. By signing up
you control your personal information, contact details and also
decide what information providers you want to
receive ALERTS from.

If you think your community would benefit from a Coffee with a
Cop event please get in touch with your Neighbourhood Officer
about organising an event.

Caledonia NEWS
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HOPE’S DAYS GONE BY FESTIVE TEA PARTY
The HOPE (Helping Older People Engage) Project
in partnership with Royal Voluntary Service
Home from Hospital, Community Cars, Dial-Op,
Mid-Lin At Home Service, Dundee Volunteer and
Voluntary Action, hosted a Festive Tea Party for
their service users with over 90 older people
at risk of isolation this Christmas attending the
festive event.
The Days Gone by Festive Tea Party, which
was free to attend, was held on Tuesday 10th
December at Coldside Parish Church in Dundee.
Party guests tucked into sandwiches, cakes and
treats, with the festivities also featuring a raffle
and entertainment from Erin, the storyteller and
music from Ray the DJ.
Neil Paterson, from the Central Library, created
brilliant talking points for the party guests
taking old photos of Dundee and laminating
them to make unique and personal placemats

for everyone attending alongside the lovely
cards made by Rosebank Primary School for the
party goers.
Dawn Balfour, Caledonia Housing Association
Community Engagement Worker commented
“Winter time can be a challenging time for our
older communities. The HOPE annual festive
event is fantastic to bring everyone together to
create new memories with new friends and to
reduce that isolation. We can’t thank our local
communities and the businesses that support
this event enough – it really is the highlight of a
lot of our service users’ month”
The HOPE (Helping Older People Engage)
Project is a free service for people living in
Dundee who are aged over 55. The project,
funded by Dundee Health & Social Care
Partnership, aims to remodel support to older
people in the city and is a coalition between

HOPE AT DUNDEE DERBY
Every home game, the Dundee
Football Community Team reach out
to different charities across the city of
Dundee. In the first week in November,
our HOPE Project (Helping Older
People Engage), were lucky enough to
receive eight free tickets to the Dundee
derby match.

Hillcrest and Caledonia Housing Associations
ensuring a citywide approach is taken.
The two key HOPE workers, Maureen McLay
& Dawn Balfour, have built a reputation for
providing a fantastic community support and
engagement service to the over 55s giving
practical advice and guidance on a range of
support options including safety & adaptations
for the home, housing options, benefit and
financial support services and options and
health support.

Pictured are Maureen Hillcrest’s HOPE Coordinator & Dawn Caledonia’s
HOPE Coordinator with the Dundee community Team Representatives

These tickets were gifted in pairs
to our HOPE service users enabling
them to participate in more social
activities in our local community.
They all had a great but cold time
and thoroughly enjoyed the match.
Thanks again to Dundee Football
Community Team for thinking of
HOPE.

0800 678 1228 to request posted newsletters in the future!
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COMPLAINTS, COMPLIMENTS
& COMMENTS for July to September 2019

10

2.1% 5.6%

9

TOTAL
COMPLAINTS
35.4%
RESPONDED TO

TOTAL NUMBER
OF COMPLAINTS

36.1% TOTAL NUMBER 44.4%

OF STAGE 1 & 2
COMPLAINTS...

144

151

Stage 1 Complaints received
141 Stage 1 complaints responded 135 Upheld
44.4% (64 out of 144)
Stage 2 Complaints received
10 Stage 2 Complaints responded 9 Partially upheld 19.4% (28 out of 144)
including escalated stage 1 complaints including escalated stage 1 complaints Not Upheld
36.1% (52 out of 144)

0

STAGE 2
INCLUDING
ESCALATED
COMPLAINTS

STAGE 1
AVERAGE
TIMESCALES

3.8 days

COMPLIMENTS

31.3 days

Total complaints responded to on time: 122 out of 144 (84.7%)

< 4.5 hrs

< 5 days 85.3%

5.77

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

(Our target is >92%)

95.8%

in an
105
days (Our target is >96%)
EMPTY PROPERTIES average

3
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90%

>90%

SATISFACTION
WITH REPAIRS
SERVICE

Target

98%

>97%

OF REPAIRS
APPOINTMENTS
KEPT

Money Matters…

(in full year, including arrears paid)

Target time

RELET

61.5% (16 out of 26)

100.22% of rent collected

PROPERTIES
BECAME VACANT

< 17.5
days
17.1

very or fairly
satisfied with
complaint
handling

Target

WORKING DAYS

HOURS

128

Average
completion
time

Unhappy with service
59.7% (86 out of 144)
Repairs & Maintenance
32.6% (47 out of 144)
Equality, Policy and Process
2.1% (3 out of 144)
Staff Attitude
5.6% (8 out of 144)

A Summary of our Performance
between July and September 2019:

EMERGENCY Target time
REPAIRS

Average
completion
time

4.46

received regarding the
level of service provided
by staff, workmanship
from contractor and
the quality of homes
provided by CHA.

1759
NON

REPAIRS Target time

ASB cases resolved
on time

Our average
time
of
reletdays
time
20.3
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56.7%

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.

How Did We Do?
629
EMERGENCY

TYPE OF
COMPLAINTS

19.4%

135

141

32.6%

8
NEW
PROPERTIES
COMPLETED
(Our target
for year is 71)

£1,026,939

rent owed by current and former
tenants (as at end of September). Equal to 5.25% of total
annual rent due. (Target < 4%)

£42,588

in rent lost due to properties being
empty (as at end of September). Equal to 0.44% of
rent due. (Target < 0.5%)

www.caledoniaha.co.uk

FIRST ANNUAL ASSURANCE
STATEMENT PUBLISHED
The Caledonia Housing Association Group, comprising
Caledonia, Cordale and Bellsmyre Housing Associations, has
published its first Annual Assurance Statement.

housing and homelessness and equalities and human rights.
It also acknowledges it has identified some governance
improvement actions that will be progressed in the year ahead.

The Scottish Housing Regulator (SHR) introduced the
requirement for all Scottish social landlords to produce an
Annual Assurance Statement as part of its updated (2019)
Regulatory Framework. The Group embraced this as part of its
commitment to demonstrating it is well managed, financially
strong and delivers good outcomes for tenants and customers.

The Statement is a declaration made by the Group Governing
Bodies. The Management Board of Caledonia and the
Committees of Cordale and Bellsmyre, reached their conclusions
following an extensive review of a wide range of evidence.
The Governing Bodies were assisted in this work by the Tenant
Scrutiny Panel.

In the Statement the Group confirms that it complies with all
relevant regulatory requirements; the Regulatory Standards of
Governance and Financial Management; the relevant standards
and outcomes of the Scottish Social Housing Charter; and its
statutory obligations in respect of tenant and resident safety,

The Statement has been signed by Caledonia’s Chair on behalf
of the Group and submitted to SHR; and we are making it
available to tenants and other service users.
The Assurance Statement is available to view on our website
along with our Regulatory Engagement Plan.

Guide for Tenants and Service Users: How We Regulate
The Scottish Housing Regulator has published a ‘How
we regulate: a guide for tenants and service users.’ This
short, summary guide lets people know more about:
• who they are and what they do,
•	what you can expect from your landlord,
•	how you can find out about your landlord’s
performance; and
•	how to raise a concern about your landlord.

They’ve also produced two short videos about who they are
and what they do and how to raise a concern about a social
landlord. These can be viewed on our website or on the
Scottish Housing Regulator’s website
www.housingregulator.gov.scot/for-tenants

Cameron Court Comrie Flying High
with a Fantastic Year of Fundraising
In December Cameron Court in Comrie held a Mince Pie & Coffee
afternoon raising £382 for Scotland’s Charity Air Ambulance. This
brings Cameron Court’s 2019 fundraising total for Scotland’s Charity
Air Ambulance to an amazing £706! A huge well done to everyone
who helped make this possible.

0800 678 1228 to request posted newsletters in the future!

11

3

Contact Us
Dundee Area Office
118 Strathern Road, Broughty Ferry, Dundee DD5 1JW
Monday to Thursday 9am-5pm & Fridays 9am-4pm
Perth Area Office
5 South St John’s Place, Perth PH1 5SU
Opening hours same as Dundee.
Kirkintilloch Area Office
3 Cowgate, Kirkintilloch, Glasgow G66 1HW
Monday 9am -12pm, Wednesday 1.30pm - 5pm &
Friday 9am - 4.30pm
By Phone: 0800 678 1228
By Email: info@caledoniaha.co.uk
www.caledoniaha.co.uk
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.

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:

0800 783 7937

ALL EAST DUNBARTONSHIRE & NORTH LANARKSHIRE REPAIRS PLEASE CALL 0333 123 1011 (McDougalls) or
01294 468113 (Frews - Gas Central Heating)
0800 678 1228 to request posted newsletters in the future!
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