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Welcome to
Caledonia News
‘HERE COMES summer’, 

that’s great news and in 
this summer edition of the 

tenants newsletter, there is also some 
great news and important information 
for tenants. Our newsletter highlights 
the many ways we are seeking to 
provide excellent customer service, 
invest in our people and provide 
new homes and services. Listening to 
our tenants will help us to continue 
to improve our services and this is 
evident in changes we are making to 
the delivery of our services to respond 
to the tenant priorities highlighted in 
the recent tenant’s satisfaction survey.

As a direct result of consultation 
with tenants in Letham we are about 
to embark on the biggest investment 
programme for a single area we have 
ever undertaken. This programme 
of works will see significant 
improvements to almost 70 homes 
and introduce some new properties as 
well.

Our performance summary shows 
we have worked to achieve some 
demanding targets and whilst not all 
have been met they remain a priority 
to measure how well we are doing, a 
more detailed report for tenants will 
be produced later in the year.

I am delighted to announce that in 
May we received an Excellence Award 
from Quality Scotland in recognition of  

 
our achievements.  This was awarded 
at our annual staff conference which 
was attended by the majority of 
staff. This event also offered staff 
the opportunity to learn about and 
practice different communication 
methods in situations where the 
person has either visual or hearing 
impairments.

Finally, I would like to mention two 
other articles, firstly the new houses 
that we are building in Alexandria 
in West Dunbartonshire as part of 
our partnership with our subsidiary 
Cordale Housing Association. The 
official opening was held in April, 
with the houses due to be ready in 
2016. Secondly, the new service for 
older people (HOPE) which is aimed 
at helping people deal with significant 
changes in their life and address social 
isolation. This is a much needed and 
invaluable service for those people 
using it.

 Julie Cosgrove, 
Chief Executive



CALEDONIA Housing Group 
is delighted to announce 
that it has achieved the 

prestigious Committed to Excellence 
accreditation from Quality Scotland. 
The Committed to Excellence (C2E) 
award is a European-wide recognition 
scheme that has been developed by 
the European Foundation for Quality 
Management (EFQM). The EFQM 
framework enables organisations to 
deliver business excellence through 
the embedding of a continuous 
improvement culture throughout 
the whole organisation.

The Caledonia Group Chief 
Executive, Julie Cosgrove said, 
“Customer Excellence is one of our 
main priorities in our business plan 
and it remains a top priority for us.  
Achieving excellence is critical to 
the association going forward, so if 
we can deliver sustainable excellent 
services then our customers will be 
very satisfied and want to stay with 
us.”

The Caledonia excellence journey 
was launched by Julie at the 
Association’s Staff Conference in May 
2014 under the banner of CREAM 
(Caledonia Recognising Excellence 
and Assessment Model).  

Julie added, “CREAM was 

introduced using the EFQM 
framework to provide that 
structure to allow us to evaluate 
our performance and setting out a 
process by which we could measure 
where we are now and where we 
think our key areas for improvement 
are.”

The C2E process required the 
Association to conduct a self-
assessment using the against the 
nine EFQM criteria. As a result 
of the self-assessment process, 
three improvement projects were 
identified that had objectives such 
as connecting staff to the business 
plan to achieve the ‘golden thread’ 
concept; addressing energy and 
fuel poverty for tenants; improving 
staff engagement and performance 
appraisal arrangements.

Robert Farrelly, Account Director, 
Quality Scotland said, “As part of 
the Quality Scotland Assessment 
team, I was delighted with the in 
depth knowledge and commitment, 
displayed by the Team at Caledonia 
Housing Association, and pleased 
to confirm that the Organisation  
had  met the required standards 
to receive the much coveted, 
EFQM Committed to Excellence, 
accreditation.”

CALEDONIA CELEBRATES  
EXCELLENCE AWARD

FOLLOWING a consultation period, 
residents have shown strong 
support for Caledonia Housing 

Association’s regeneration proposals 
for Newhouse Road in Perth, despite 
the disruption the work will cause over 
the next three years. The Association 
has been keen to discuss this with 
residents and will seek to minimise the 
impact.

The proposals will see the 
refurbishment of 69 homes and 
introduce 15 new homes. The move 
comes after consultation with the 
community, with Caledonia staff 
carrying out face-to-face visits to every 
tenant in their homes and also issuing 
surveys.

Julie Cosgrove, Caledonia’s Chief 
Executive said, “Tenants are at the 
heart of everything we do and all 
tenants and residents affected by these 
proposals will be fully informed to help 
make the whole process stress free 
and uncomplicated. I believe that this 

regeneration strategy is the best way 
to ensure we can bring the changes 
people have told us they want to the 
area, including more high-quality 
housing; tackling anti-social behaviour 
and improving the community. 
Dedicated Officers will be available to 
support tenants through the whole 
moving process where they will receive 
timely, one-to-one advice on their 
housing needs and options as well as 
financial advice from on-site Caledonia 
staff, notice boards and consultation.

This is an exciting time for Caledonia, 
our plans recognise the need to 
provide new homes, invest in our 
existing homes and to support vibrant 
communities. I hope the community 
engage with this process so that we 
can reach solutions that meet their 
needs and reinvigorate the Newhouse 
Road community.”

Work is due to begin later in the year 
once the main contractor is appointed.

Tenants 'at the heart' of 
Caledonia's Letham housing plans
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Customer Services: this team 
will provide a first rate customer 
response and experience from 
first point of contact through 
to satisfactory query resolution; 
ensuring that we improve the way 
in which we communicate with our 
customers about matters which are 
important to them. The team will 
help to develop a new Customer 
Service Strategy and will examine 
increased use of information 
technology and social media to 
improve customer service.

Neighbourhoods: this team will 
concentrate on the management of 
our neighbourhoods, our schemes 
and their surroundings; ensuring 
that our properties are let swiftly 
and appropriately, tenancies 
are well managed and focus on 
resolving anti-social behaviour. The 
team will incorporate the managers 
at sheltered housing schemes and 
our tenant participation officers. 

Maintenance: this new team will 
provide a dedicated repairs service 
that will work with our tenants 
to monitor and improve the 
performance of our contractors; 
ensuring that our repairs are 
efficient, well delivered and cost 
effective. The team will incorporate 
the Estates Service and will consider 
options to undertake more repairs 
“in-house” and repairs to our empty 
homes. 

Tenancy Sustainability: this 
specialist team will provide 
a targeted response to the 
collection and recovery of the 
association’s income and the 
Government’s welfare reform 
programme; providing intensive 
debt management advice it will 
improve tenant sustainability, 
provide assistance with general 
financial well-being and reduce the 
incidence and value of all tenant 
arrears. The team will review our 
charges to ensure that these are 
affordable and accurately reflect 
the services being delivered. 

OVER THE next few months we will be restructuring the Operations 
Directorate. 

We have listened to what our tenants have told us about their priorities 
through our large scale Customer Satisfaction Survey, the feedback we 
have received from compliments and complaints and from the work 
undertaken by the Tenants Scrutiny Panel. These priorities remain 
the repair and maintenance of our homes; having decent and safe 
neighbourhoods; having affordable rents and charges and providing 
respect and achieving high levels of customer service. 

Based on this we will be deploying our existing resources into specific 
teams to provide a focus and dedicated responsibility for:

Changes to our  
Operations Department

This is a very exciting time for Caledonia and we are 
confident these changes will make the best use of our 

homes and resources, will improve living standards and 
will make our areas popular places in which to live and 

work. We will be working on implementing the new 
structure over summer and will provide residents with 

more information about the new teams, the staff within 
them, how these can be contacted and the services they 

can offer. Should you have any questions then please 
contact our Customer Services Team on 0800 678 1228. 
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New Equalities & Diversity  
Policy Statement Launched

“The concepts of equality and diversity define Caledonia’s very origins 
and what we strive to achieve through all that we do.”  This was the 
message of Chief Executive, Julie Cosgrove, when asked about the 

Group’s new Equalities and Diversity Policy Statement.
Developed with the involvement of staff and tenants groups, 

the Policy covers the role of the Caledonia as a landlord, service 
provider and employer and applies to all our activities. 

 It is also equally relevant to all Board and Committee 
members, and confirms what we expect from

all our contractors and anyone else we work with.

“The idea was to keep it simple,” Julie explained.   
“We wanted it to be based around a set of clear commitments  

that would be easily understood by everyone.”  

She added, “The Policy has the key aims of ensuring 
respect, fairness and understanding, valuing diversity 

and eliminating discrimination.  Fourteen commitments 
have been designed to ensure we meet these aims. 

These include making sure all our services are accessible, 
continuing to improve our understanding of 

the needs of tenants and other customers, and ensuring we are able 
to respond appropriately to these.  Providing staff with  

knowledge and skills is an essential part of this and will help them 
provide the best possible customer service.”

A commitment is also made to promote the Policy 
statement widely.  Copies will be displayed at our 
offices and in all other public reception points.  It 

is also available online through our website.
A programme of activities is in place and will 

guide our equalities and diversity work during 
2015/16.  Contact us for further information, or 

email equalities@caledoniaha.co.uk
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RECENTLY our two modern 
apprentices, Stephanie McGowan 
and Rose Nicol, attended the 

40th anniversary conference for 
the Scottish Federation of Housing 
Associations (SFHA).

The event included an Apprentice 
Challenge which saw 20 young people 
working on a task over the days of the 
event, which Stephanie and Rose both 
took part in.

Four teams of apprentices were asked 
to develop a communications strategy 
which could be implemented by a 
social landlord. The teams looked at 
four different topics – social isolation 
in older people, engaging with young 
people, energy efficiency and mental 
illness. Team four, which looked at 
engaging with young people, were 
crowned the winners. Team four 
included Stephanie.

Stephanie said, “The challenge really 
made me think outside the box. It was 
challenging but what placed us all in 
good stead was the fact that we are all 

young and we looked at places where 
we currently socialise, study and spend 
our time in order to promote being on 
a management board.”

Regarding the overall experience of 
her apprenticeship, Stephanie said, 
“I chose to do the apprenticeship as 
I wanted to gain experience and get 
an SVQ in administration. I have really 
enjoyed meeting all my colleagues. In 
the future I would like to go to college 
to further my education and become a 
medic in the British Army.”

Rose also commented on her 
apprenticeship experience, “I chose 
to do this apprenticeship as housing 
is a busy and vibrant sector. I wanted 
to increase my customer service 
and admin skills whilst being able to 
complete an SVQ. I have enjoyed the 
fact that the role is varied and no two 
days are the same. Having enjoyed 
working within housing, I hope to 
continue in this sector. I would like 
to be able to use the many skills I am 
learning and put them to good use.”

CALEDONIA APPRENTICE ON TO 
A WINNER AT SFHA CONFERENCE

Stephanie (Left) with her winning team

Rose (Above) and Stephanie (right) receiving their 

completion certificates from 
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How Did We Do? Performance Summary 2014/15
Here’s our usual summary of how we’re performing in carrying out our key activities, compared against the targets we set. This time the information 
relates to the 12 month period April 2014 – March 2015. 

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

98.1% ≥ 93% The team received over 38,000 calls in total.

Average time to complete 
emergency repairs 3.56 hours ≤ 6 hours 2323 emergency repairs were completed.  

Average time to complete non-
emergency repairs 4.54 days ≤ 8 days 6916 non-emergency repairs were completed.  

Non-emergency repairs 
completed “right first time”

89.8% ≥ 95% These are repairs that were completed within timescale and during the contractor’s first (or other pre-
planned) visit.  

% of stock meeting Scottish 
Housing Quality Standard

98.2% 100% This is 3323 out of 3383 properties, and included 167 properties brought up to standard during the year.

% of stock meeting required 
energy efficiency levels

99.8% 100% This is 3375 out of 3383 properties.

Stock that became vacant 9% ≤ 12% 305 properties became available for relet.

Average relet time 18.5 days ≤ 18 days We relet 314 properties.

Rent lost as a result of properties 
being empty before relet

0.42% ≤ 0.5% This amounted to just over £60,702 of the £14.5m due during the year.

New tenancies sustained for more 
than a year

90.4% ≥ 95% This was 416 out of 460 tenancies.

Outstanding rent owed by current 
tenants

2.6% ≤ 3% We collected over 100% (including arrears) of the total rent that was due.

Looking Ahead…
We have recently put together our formal performance report for the whole 

year, known as our “Annual Return on the Charter”, and have sent this 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.  In late 
August the Regulator will publish our results, along with those of all other social 
landlords, on its website (www.scottishhousingregulator.gov.uk). 

Meanwhile, during July and August we will be carrying out a broader assessment 
of how well we have met the Housing Charter outcomes.  This will inform our 

Charter Report for tenants, which we will publish by the end of October. We will 
be looking to involve tenants in this assessment work. If you would like further 
information about this, please contact us or email either Gavin High (gavin.
high@caledoniaha.co.uk) or Stuart Robertson (stuart.robertson@caledoniaha.
co.uk) in our Business Services Team. 
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THE START OF a new 
development of affordable 
housing in central Alexandria 

was marked by a “Cutting the 
Sod” ceremony at the end of April.
Caledonia Housing Association, 
working in partnership with the 
Robertson Group, Cordale Housing 
Association and Dunbritton Housing 
Association, are commencing work 
to provide 55 new affordable rented 
homes on this key site in central 
Alexandria, formerly the site of the 
Kippen Dairy and Leven Cottage 
Hospital.

Julie Cosgrove, Caledonia’s Chief 
Executive, said, “I’m delighted that 
the project is now underway. This is 
a very important development not 
only for Caledonia and Dunbritton 
Housing Association but for the 
regeneration of Alexandria and 
for the area as a whole. We are all 
very excited to see the physical 
work begin, but today is also about 

celebrating the partnership working 
between Caledonia, Dunbritton and 
Cordale Housing Associations to 
get us to this point. It is a year since 
Caledonia Housing Association first 
became involved in the project.” 

Julie continued, “The current 
economic climate means there is a 
high demand for affordable housing 
in Alexandria. The new development 
will not only address this need but 
the local community will also be 
boosted in terms of job creation 
and economic activity. This scheme 
aims to deliver just that and it is our 
partnership with Dunbritton Housing 
Association, Cordale Housing 
Association, West Dunbartonshire 
Council and our construction team 
that is now making it happen. I 
congratulate everyone on getting 
this far and look forward to seeing 
the development take shape in the 
coming months and create a town 
centre of which we can all be proud.”

MY POWER of Attorney is a new 
campaign to inform you about 
how you can give power to 

make decisions that will protect you, 
your family and those you care about 
should you ever lose capacity to make 
decisions for yourself.

Every year thousands of people 
across Scotland lose capacity – it could 
be an accident, a head injury, a stroke 
or an ongoing progressive illness. The 
only way you can plan for your future 
is to appoint someone with Power of 
Attorney.

Power of attorney is for when you 
are still here. If you are in hospital or 
a care environment or even your own 
home, no one can act for you – pay 
bills, manage your welfare or make key 
decisions unless you have made your 
plan. Think and act now: If ill health 
or an accident means you can’t make 
decisions for yourself, who do you 
want to make them for you?

1. What is a Power of Attorney?
A Power of Attorney is a written, legal 

document giving someone else (your 
Attorney), authority to take actions or 
make decisions on your behalf (the 
granter). You choose the person(s) 
you want to act as your Attorney and 
what powers you want the Attorney to 
have. A Power of Attorney is intended 
to ensure that your financial affairs 
and personal welfare can still be 
dealt with/protected in the event of 
you being unable to act on your own 
behalf.

2. What is incapacity?
If you lose capacity it means that you 

are no longer able to look after your 
own financial and personal affairs, 
perhaps due to illness e.g. dementia/
stroke etc. The Adults with Incapacity 
(Scotland) Act 2000 sets out certain 
situations in which you could be 
deemed to be incapable. These are:

• incapable of acting on decisions
• incapable of making decisions
• incapable of communicating 

decisions
• incapable of understanding 

decisions
• incapable of retaining the memory 

of decisions in relation to any 
particular

matter due to mental disorder
• incapable of communicating due 

to physical disability.
For more information and to 

download their helpful guide visit: 
www.mypowerofattorney.org.uk
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CHA Business Plan Summary 2015-20

CaledoniaHOUSING ASSOCIATION

This summary is a snap-shot of our 5-year business plan. Within our plan we have four key strategic objectives: Excellence, People, Growth and Sustainability. 
We have a clear vision for the Association which is committed to ensuring that we provide excellent services that are valued by our customers and meet their 
needs and aspirations. Our plans also recognise the need to provide new homes, invest in our existing homes and to support vibrant communities. Ensuring 
that the Association remains a financially strong and well managed organisation is a top priority for us. Taking steps to grow our organisation, modernise our 
services and invest in our staff team, Board members and tenants to achieve our goals will also be important for us over the coming years.  
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SINCE SHELTER began working with Caledonia in late 2013, they have 
worked with more than 230 tenants who have found it difficult to pay 
their rent. Many people have also had other problems such as benefit 

sanctions, debts, housing benefit complications or struggling with heating 
charges. If you are finding things difficult and need help to keep your house, or 
look at what other options are available to you, they can spend time with you, 
at your home or in the office, to work through the problems you are facing. 
Here are some of things they have done for tenants:

• Housing benefit backdate 
• Housing Benefit overpayments written off
• Community care grants for furniture including beds, carpets, fridge 

freezers
• Reduction and clearing of energy debt
• Successful Mandatory Reconsiderations
• Applications for housing benefit
• Discretionary Housing Payment applications and backdates
• Negotiated with creditors

Shelter wants to put tenants in a position where they are able to stay secure 
in their homes. Caledonia wants to ensure that its tenants can maintain their 
homes and achieve decent living standards. Whilst paying rent has to be a 
priority Shelter also understand that sometimes there is no money spare and 
this is where they can negotiate affordable payments for you, so you’re in a 
position where you can manage and prioritise all your finances.
Shelter can look at your income and expenditure and see if there are any 
areas where they can help you maximise your income. Then they complete a 
financial statement which can be used to negotiate with creditors,  this is also 
a great tool to help with budgeting.

Making Advice Work - A Partnership with Shelter Scotland

If you think Shelter help you, get in touch using the details below or ask your housing officer 
and ask to be referred to either Lisa or Jillian, the Shelter Making Advice Work project advisers.  
If you live in Perthshire, Dundee or Angus, Lisa or Jillian can meet with you to talk about your 
situation. This can be at your home or in the office whichever you prefer. Everything that you 

discuss with Lisa or Jillian is completely free and confidential. 
Contact Shelter on:

email: maw_tayside@shelter.org.uk
tel: 0344 515 2538 

Text or call us on: 07920 722786

Case Study 1: John was a self-employed 
taxi driver and like many self-employed 
people did not think he would be 
entitled to housing benefit. He had high 
rent arrears and was struggling with 
his finances. Shelter helped John with 
a housing benefit application, which 
was successful. He now has full housing 
benefit and is managing affordable 
payments towards his arrears.

Case Study 3: Lynne had 
weekly deductions of £25 off 
her benefits, because of an 
overpayment. This was putting 
her in extreme financial hardship 
and she was struggling to feed 
herself and heat the property. 
Shelter contacted the DWP 
to get the deduction reduced 
to the minimum of £3.65 per 
week. Shelter found out that this 
overpayment deduction should 
not have been coming off her 
benefits and so she was given 
back the full amount taken off 
of her. Her weekly income has 
now doubled since she became 
involved with the project.

Case Study 2: Karen and her two children were at the 

point of losing their home as a result of rent arrears. 

Her rent arrears had built up to about £2,000, but she 

hadn’t made any payments for six months. Her housing 

officer had tried to get in touch with her a number of 

times, but because she hadn’t spoken to him, her case 

went to court. Karen did decide to speak to Shelter 

though. Karen had been involved in a difficult and 

abusive relationship and she hadn’t dealt with any of 

her financial issues. As a single mother working part-

time she should have been in receipt of housing benefit 

however, she had not up to this point submitted a 

claim. To keep her home, the project adviser submitted 

a housing benefit E-claim on Karen’s behalf, along with 

the supporting evidence. The backdate was successful 

and the client received £1,066.26, which reduced her 

arrears substantially. Karen and her children are now 

living in a much more settled situation, where there is 

no longer a threat of homelessness. Shelter has also 

helped Karen with her budgeting so she can manage 

her finances more effectively.  She is currently paying 

back £15 a week towards her rent, which is reducing the 

remaining rent arrears she has. Shelter helped Karen to 

stay in her home and gave the help she needed to get 

back on her feet.

Success 
Stories
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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 8321. 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 
your tenancy reference number on the back of your cheque.

  Direct Debit – contact us on 0800 678 1228 to arrange this. 

247365

www.caledoniaha.co.uk

Get ready for 
Universal Credit

  Three things to do now 
to get ready for claiming 
Universal Credit

3 THINGS 
TO DO

NOW
1. Get the right bank account - if you open a bank account that doesn’t have 
an overdraft facility  you won’t normally have to go through a credit check. 
Choose an account that lets you receive automated payments because this 
is how your Universal Credit will be paid. 

2. Draw up a budget - did you know that four in five who set a budget 
stick to it most of the time. Keeping to a budget gives you piece of mind 
and helps you stay in control of your money. Use a budget planner, you 
can download a budget planner tool on the Making Advice Work website 
(see below). Prioritise your rent payment; if you are used to having your 
rent paid directly to your landlord you’ll soon be responsible for paying 
it yourself, you will need to keep it separate  from your general spending 
money.

3. Get online - did you know that you will be expected to make your 
Universal Credit claim and manage your account online. You will need to 
get access to your computer. Ask your local Jobcentre Plus office, library or 
local authority how you can get online. You could also sign up for a training 
course if your IT skills aren’t up to scratch. 

Visit: www.moneyadviceservice.org.uk

Caledonia
HOUSING ASSOCIATION
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THE Association’s annual complaints handling report is now available 
for you to read. The report contains details of how the association 
performed when handling customer complaints during the period 

1 April 2014 to 31 March 2015.
The report contains information such as; number of complaints received, 

what services were complaints recorded against, their outcome and how 
long it took us to deal with your complaint. 

The  report contains a great deal of positive news however, it also 
highlights areas of performance where we need to improve such as 
resolving complaints quicker; increasing satisfaction levels with the way 
complaints are being handled and their outcome.

The report is now available for you to download from the Association’s 
website or pick up from the reception area in both our Dundee and Perth 
offices. 

If you would like a copy of the report to be sent to you, please contact us 
in one of the usual ways. 

Below is a snapshot of facts taken from the 2014/15 report:

• A total of 377 complaints (Stages 1 & 2) recorded through the 
complaints handling procedure which was 20 less than reported 
for the previous reporting year;

• Repairs and maintenance service category received the highest 
number of complaints with 240 complaints for the reporting year;

• 86.5% of all complaints received (Stages 1 & 2) were resolved 
within their stipulated Scottish Public Services Ombudsman time-
scale (5 or 20 days)

• For the third year running, no equalities-related complaints were 
recorded through the complaints handling procedure

• 50% of customers who returned their complaints handling 
satisfaction survey stated they were satisfied with the way their 
complaint was handled, and 40% said they were satisfied with the 
outcome of their complaint;

• A number of service improvements were developed as a direct 
result of complaints or statements of dissatisfaction recorded 
through the complaints handling procedure

• 45 compliments were recorded during the reporting year.  
A number of these related to services that previously attracted 
complaints. However, improvements were implemented which 
then resulted in compliments being received about these services.

If you have any queries regarding our 
complaints handling procedure, please 

contact the Association on 0800 678 1228.
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THANKS TO funding from the 
Integrated Care Fund in Dundee 
four local Housing Associations 

have developed a new partnership 
which aims to provide support to 
older people across the city to live safe 
and well at home.

Gill Donoghue, Head of Support 
Services at Caledonia said, “The 
project is designed to offer the same 
benefits older people get from living 
in Sheltered Housing to others in 
the community with advice and 
signposting to services as their needs 
change.”

Helping Older People Engage (HOPE) 
will provide a community based 
support service helping older people 
to deal with life transitions such as 

bereavement or ill health and reducing 
social isolation by connecting them 
with other local services including each 
of the organisations own sheltered 
housing complexes and activities. The 
Community Engagement Workers will 
use their knowledge and experience 
of local facilities, services and agencies 
to provide support, advice and 
signposting to older people in the 
community.

Meet the new team: Sandra Fagan, 
Home Scotland and Jillian Prebish, 
Sanctuary Scotland will be covering the 
North and West of the City whilst Gail 
Nicoll, Abertay Housing Association 
and Dawn Balfour, Caledonia Housing 
Association will cover Central and East 
areas.

New Service Gives ‘HOPE’ to 
Dundee’s Older Residents

Pictured L-R: Gail Nicoll, Abertay HA, Sandra Fagan, Home Scotland, Jillian 
Prebish, Sanctuary Scotland, Dawn Balfour, Caledonia HA22

The annual Caledonia Housing Association staff conference took place in June 
with over 120 staff attending. Team members came from around Fife, Tayside, 
Perth & Kinross, Dundee and the Highlands, as well as staff from our housing 
partner in Renton, Cordale Housing Association. The day was opened by Julie 
Cosgrove, Caledonia’s Chief Executive, who highlighted the main priorities for 
the Association over the next year. The Out of the Darkness Theatre Company 
followed by delivering an interactive theatre piece which touched on the 
often difficult scenarios our Housing Officers often witness. This piece  was 
both emotional and hard hitting. Choice based workshop sessions ran for the 
rest of the day, which focussed on specific areas affecting the Association – 
how to communicate with people who can’t communicate; Visual Impairment 
Awareness Training and Hearing Impairment Awareness Training. A big thank 
you to all our speakers on the day who made it a thought-provoking staff 
conference. 

2015 Staff Conference

Calls to 0800 numbers are now free on mobile phones 
and landlines. This move is part of an overhaul of 

phone numbers and charges planned for many 
months by regulator Ofcom. This means you will no 
longer be charged to call our freephone customer 

services number: 0800 678 1228.

Calls to 0800 are now free from mobiles



ANDY KIDD and Mark Hebner 
our Planned Maintenance 
Officers in the Asset 

Management Department, took to 
the roads of Highland Perthshire 
to compete in the Etape Caledonia 
2015 bike ride in aid of Marie Curie 
cancer care.

Starting and finishing in Pitlochry 
they completed the 81-mile route 
which took them past the Queens 
View, through Tummel Bridge 
and on to Kinloch Rannoch. The 
adventure continued around Loch 
Rannoch and over Schiehallion and 
on down towards Aberfeldy with a 
loop out through Fortingall and past 

Glenlyon. The last leg continued on 
to Logierait and back to Pitlochry.

 They completed the course in a 
very creditable 6 hours, avoiding the 
indignity of being picked up by the 
sweep up bus by being too slow!!

Along with around 5,000 other 
riders they set off early on a very 
wet Sunday morning. The weather 
didn’t improve much over the course 
of the day but didn’t dampen the 
spirits of any of the competitors who 
all seemed to take the weather in 
their stride so much so that they will 
be competing again next year and 
looking for other colleagues to join 
them!
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family 
Summer holiday
activities 2015

Scottish Charitable Incorporated Organisation No. SC042421

FAMILY GYMTIME
LYNCH SPORTS CENTRE 
Wed 8 & 22 July, 10 -11am
£1 per family  

For families with children 
aged 4 months - 5 years 
(older sibling welcome).

FAMILY fun week
ST. PAUL’S SWIM & SPORTS CENTRE
13, 14, 15, 16  & 17 July  
Between 10am -1pm
£5 per family per day  

Activities available for the 
whole family including 
swimming, multi sports, 
badminton, dance & football.

For all activities, there is no need to book, 
just come along and pay on the day. Please 
bring your electronic splash cards for your 
whole family each time you attend.

If you have any queries, please 
contact us on 01382 438808.

Family Fun Pool Session
ST PAUL’S SWIM & SPORT CENTRE
Fri 10, 17, 24 & 31 July 
Fri 7 & 14 August
2 - 3.30pm
£1 per family 
 
Please join us for a healthy snack 
and family activity following the 
pool session.

Splash_Summer15_Flyer.indd   1 08/06/2015   13:14
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THE CHARTERED Institute of 
Housing (CIH) have announced 
that you can now study for the 

Level 2 certificate in housing practice 
entirely online…

The course will provide you with 
an industry recognised qualification 
which covers the ins and outs of 
the housing world, across four main 
areas:
• Housing provision and housing 

organisations
• Customer care in the housing 

context
• Careers and opportunities in 

housing
• Developing skills for working in 

housing 
The course is aimed at those who 

are new to the sector, looking to get 

a job in housing or who just want to 
brush up on their knowledge.

Plus you will receive C.I.H. 
Membership for the duration of your 
course providing you with access 
to a whole host of ‘member only’ 
content, including practical guides 
and briefings to support you in your 
housing career, invites to special 
member-only webinars on current 
housing issues and support to keep 
you competitive in the job market.

If you are interested in this course 
please contact as soon as possible – 
Caledonia can fund tenants to take 
part!

Contact Georgia, Tenant 
Participation Officer on 01738 474 
822 or email direct on: georgia.
boswell@caledoniaha.co.uk

HOUSING COURSE 
AVAILABLE FOR TENANTS

POLICE SCOTLAND is again 
warning residents across 
Tayside to be on their 

guard if they receive unsolicited 
telephone calls relating to their 
bank cards, credit cards or financial 
account. An 89-year-old woman 
in Tayside became another victim 
of this despicable crime and was 
defrauded of around £5,000. 

Calls from scammers are 
often made by people either 
pretending to be an officer from 
an investigative department in the 
police or from strangers alleging to 
be from a financial establishment. 
These criminals tell the victim that 
there are concerns regarding their 
finances and ask them to transfer 
money to different bank accounts. 

In carrying out these deceptions, 
criminals routinely inform the 
person to call their bank or call 999 
or another apparently legitimate 
number, however when making 
the call, the victims are instead 
unknowingly connected straight 
back to the fraudster. 

The deception allows the criminal 
to instruct the victim further 

and provides them with the 
opportunity to obtain sensitive 
personal and financial details. The 
victims are ultimately asked to 
transfer funds to another account, 
where the fraud is complete. 

Police Scotland advise that it is 
very important to remember that 
if you are instructed by someone 
who has called you unexpectedly 
to phone your bank or other trusted 
number - use another telephone 
line to make the call. Do not call 
from the same telephone number 
as the criminals will take advantage 
of this. Be very suspicious of 
unsolicited calls that you receive in 
relation to your financial accounts. 
Personal information, credit 
card or bank details should not 
be provided to strangers on the 
telephone. In addition, never tell 
somebody your bank PIN number, 
even if they claim to be the bank or 
police. If the caller is genuine they 
will never ask for this information. 

If you have any concerns 
or information regarding 
fraudulent activity contact Police 
Scotland on 101. 

POLICE SCOTLAND 
PHONE SCAM 

WARNING
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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

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 RESAURIE GARDENS, 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/ASSYNT ROAD, INVERNESS
All repairs for our residents at West Heather Road & Assynt Road, Inverness are 
reported to Cairn Housing Association on 0800 990 3405 (free from landlines)  

& 0300 456 1245 (local rate from mobiles).

CaledoniaHOUSING ASSOCIATION

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


