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Welcome to the latest 
edition of Caledonia News 
and a very warm welcome 
to our new tenants in 
East Dunbartonshire and 
North Lanarkshire.  We are 
absolutely delighted that 
the transfer of engagements 
from Antonine to Caledonia 
has been successful and 
for your strong support 
throughout the process.
Autumn is a season of change and 
the same can be said for Caledonia. 
As well as welcoming Antonine this 
year’s AGM saw our Chair David Grant, 
step down and be replaced by Penny 
Coburn, our previous Vice Chair. We 
look forward to working with Penny 
and the Board to maintain our focus 
on providing homes & services that 
make life better.  

This newsletter coincides with the 
publication of our Charter Report. 
The Charter Report highlights our 
performance and provides valuable 
feedback on the homes and services 
we provided. On pages 8 & 9 we have 
pulled together highlights from each 
Regulator outcome to provide an 
overview of what you can find within 
this year’s Charter Report. 
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Julie Cosgrove,
Chief Executive

Antonine
Transfer Approved

October 1st saw the 
approval of the transfer of 
engagements of Antonine 
Housing Association to 
Caledonia, by the Financial 
Conduct Authority (FCA). This 
means that Caledonia is now 
responsible for the homes and 
services that were provided 
previously by Antonine 
Housing Association.
The FCA’s approval was the final 
step required to bring the two 
organisations together following 
a year long period of joint 
working to develop and consult 
on the proposal.

The transfer will involve 
Caledonia delivering faster and 
increased investment in tenants’ 
homes and implementing a 
five year rent guarantee for 
the former Antonine tenants, 
whilst also continuing to 

deliver services locally in East 
Dunbartonshire and North 
Lanarkshire. These benefits 
will be combined with a strong 
focus on improving services and 
investigating opportunities to 
build new affordable homes for 
the many people in housing need 
in the local areas.

Mags Lightbody, Interim Director 
at Antonine, commented, “A 
great deal of hard work has been 
carried out by our Management 
Committee and staff team over 
the past two years to get us to 
this point and I would like to 
express my sincere thanks to 
them for this. I would also like to 
thank our tenants for the positive 
contribution that they made to 
the development of the transfer 
proposal, and for their active 
participation in the consultation 
and tenant ballot processes. 

This was vital in developing 
and agreeing a set of transfer 
promises that will deliver real 
long term benefits for existing 
and future tenants.”

Julie Cosgrove, Chief Executive 
at Caledonia, added: “I am 
delighted that we have now been 
able to successfully conclude 
the transfer process and I would 
like to express a warm welcome 
to Caledonia to Antonine’s 
tenants and other customers. 
The outcome of the recent tenant 
ballot that demonstrated clear 
and strong support from tenants 
for the transfer to Caledonia was 
very pleasing for us. We are at 
the point now where we can start 
to put the transfer arrangements 
in place and commence our 
work to deliver on the transfer 
commitments that we made to 
the tenants.”

MANAGE YOUR 
TENANCY
ANYTIME 
ANYWHERE
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New Chair 
Appointed to Board

In September we held our 
seventh Annual General 
Meeting at McDiarmid Park 
in Perth. The well attended 
AGM reported on our positive 
performance and achievements 
for the year, including an 
overview on the organisations 
strategic objectives and saw the 
resignation of the Chair of the 
Management Board,  
David Grant.
David has been a long standing, 
influential member of the Caledonia 
team. He was elected to Perthshire 
Housing Association’s Committee of 
Management in August 2010. He served 
as Chair of Caledonia Audit Committee 
from September 2011 to September 2013 
before becoming Chair of Caledonia’s 
Management Committee on 17 
September 2013.

David commented, “I have very much 
enjoyed my eight year involvement with 
the Association, including the last five 
years where I have been fortunate to 
serve and contribute as the Chair of the 
Management Board. We have achieved 
much over this period and I would like to 
express my sincere thanks to everyone 
at Caledonia for all their hard work, 
enthusiasm and support. I think that the 
time is now right for me to retire and I 
am more than satisfied that I am leaving 
the Association in very safe hands for 
the future”.

Caledonia paid tribute to David’s 
valuable contribution to the 
organisation over the years; thanking 
him for his dedication to the 
organisation.

Penny Coburn, the Vice Chair, was 
appointed as the new Chair at the 
Management Board Meeting. Penny is a 
long standing member of the Caledonia 
Management Team, having previously 
assumed the role of Chair of the Audit 
Committee as well as Vice Chair of the 
Management Board.

Penny commented, “I am delighted 
to have been appointed to the 
role of Chair of Caledonia Housing 
Association and would firstly like 
to my express my appreciation to 
David for all that he has achieved 
over his time as Chair. These are 
exciting times for our Association 
and the wider Caledonia Group. 
Through our work we will be focused 
on transforming customer service, 
providing 1,000 new homes and 
ensuring our services represent 
value for money. I have no doubt 
that there will be challenges on 
the way but I am confident moving 
forward that we will achieve 
our aims and continue to be a 
successful customer focused housing 
organisation”.

We look forward to working with Penny 
to continue our mission to deliver homes 
and services that make life better.

We have submitted a planning application to 
Perth & Kinross Council for a development of 
affordable homes in the popular Perthshire 
commuter village of Guildtown.

The submitted proposal is for 20 homes for 
affordable rent along with 22 private homes 
available to buy from Perthshire house 
builder Stephen. The development will consist 
of a mixture of one, two and three bedroom 
cottages and houses on the land at the end of 
Northfield Road in Guildtown.

FURTHER 
DEVELOPMENT 
PLANNED FOR 
GUILDTOWN

Reminder to request a 
paper copy
If you would like to receive 
the newsletter by post 
please email  
info@caledoniaha.co.uk or 
call 0800 6781228 



NEWS FROM 
NEWHOUSE ROAD
Work on the next phase of our Newhouse Road 

Regeneration Project reached another milestone 

in September with the appointment of PCS1 as our 

demolition contractor. We are currently working 

with PCS1 on the programme of works and will be 

in touch with the local community, in due course, 

about the demolition programme. 

We are also continuing to work with the architects on 

finessing the plans for the new homes to be built on 

the site. We look forward to sharing these with the local 

community once they are available. 

Lots happening in Newhouse Road, and as always, we 

will update you when we have more to tell. 
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Coldside Road Planning Permission Granted 
In July we received planning approval for 30 new homes for the site 
at the south side of Coldside Road, west of Strathmartine Road in 
Dundee. The development will comprise of 18 houses and 12 flats with 4 
wheelchair accessible homes in the development.

We hope to finalise project details in the coming months with a 
view to starting work on site before the end of the year. The project 
expected to be completed in early 2020.

More homes handed over in Muirton, Perth 
over the last few months. The development is 
looking great and very nearly completed.
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Important Changes to Your 
Rights as a Tenant:  

The Housing (Scotland) Act 2014

0800 6781228  •  info@caledoniaha.co.uk
www.caledoniaha.co.uk

The Housing (Scotland) Act 2014 introduces important changes to the rights of all social 
housing tenants which come into effect in 2019.

It will be important to let us know about changes to who lives in your home as it may affect 
your right to make changes to your tenancy agreement.

Short Scottish Secure Tenancy  - If you have a SSST the changes detailed for ending the 
tenancy by Court Order, Recovering Adapted Properties, Subletting, Assignation and Joint 

Tenancies also apply.

We will be writing to you shortly about these changes. In the meantime, for more 
information please visit https://www.gov.scot/Publications/2015/03/2580/6

CHANGES NEW RULES
EFFECTIVE 
DATE

Assignation

Joint Tenancy

Subletting

Succession

Adapted Properties

Ending a Scottish 
Secure Tenancy 
Agreement

Conversion to a 
Short Scottish 
Secure Tenancy for 
Antisocial Behaviour

1 Nov 2019

1 Nov 2019

1 Nov 2019

1 Nov 2019

1 May 2019

1 May 2019

1 May 2019

Anyone who wants to be assigned to a tenancy must 
have been living in the property as their principal 
home for at least 12 months before the date of 
application.
* 12-month qualifying period applies. See note below.

The proposed joint tenant must have lived in the 
property as their principal home for at least 12 months 
before making an application.
We must have been notified of them becoming part 
of the household. If we have not been notified we will 
have grounds to refuse the joint tenancy.
This includes civil partners, co-habiting partners, wives 
and husbands.
*12-month qualifying period applies. See note below.

You must have been the tenant for at least 12 months 
before making an application to sublet.
*12-month qualifying period applies. See note below. 

All successors must have been living in the property at 
the time of the tenant’s death.
Other than partners/co-habitees, 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.

We can ask a sheriff to grant an order to end the 
tenancy of an adapted property that is not being 
occupied by anyone who needs the adaptations. 

A Scottish secure tenancy can be ended by us   if 
someone living in or visiting the home is convicted of a 
serious offence in the area of the house. This allows us 
to end the tenancy where behaviour has had a serious 
impact on neighbours or others in the community. A 
serious offence is one that the offender could have 
been imprisoned for.

We could serve notice to convert your tenancy 
agreement to a different type of tenancy agreement 
called a short Scottish secure tenancy which gives you 
fewer rights and less protection from eviction than a 
Scottish secure tenancy. 
A short Scottish secure tenancy has a fixed duration, 
unless we agree to extend it or convert it back to a 
Scottish secure tenancy. 
The circumstances now include any situation where a 
tenant or someone living with the tenant has acted in 
an antisocial manner, or pursued a course of conduct 
amounting to harassment of another person in or 
around the house occupied by the tenant.

*The 12-month 
qualifying period 
only starts when we 
have been notified in 
writing that there has 
been a change to your 
household.

BELOW IS A SUMMARY OF THE MAIN CHANGES:Lost Keys
As a tenant it is your responsibility to keep the keys for your property in a safe place and possibly 
give a spare to a relative /friend in case of emergencies.  You should also familiarise yourself with 
the nearest locksmith just in case the worst happens and you do lose your keys.

Please be aware that we do not hold master keys or spare keys. 
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Important Changes to Your 
Rights as a Tenant:  

The Housing (Scotland) Act 2014
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your right to make changes to your tenancy agreement.

Short Scottish Secure Tenancy  - If you have a SSST the changes detailed for ending the 
tenancy by Court Order, Recovering Adapted Properties, Subletting, Assignation and Joint 
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Ending a Scottish 
Secure Tenancy 
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Short Scottish 
Secure Tenancy for 
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1 Nov 2019
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1 May 2019
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Anyone who wants to be assigned to a tenancy must 
have been living in the property as their principal 
home for at least 12 months before the date of 
application.
* 12-month qualifying period applies. See note below.

The proposed joint tenant must have lived in the 
property as their principal home for at least 12 months 
before making an application.
We must have been notified of them becoming part 
of the household. If we have not been notified we will 
have grounds to refuse the joint tenancy.
This includes civil partners, co-habiting partners, wives 
and husbands.
*12-month qualifying period applies. See note below.

You must have been the tenant for at least 12 months 
before making an application to sublet.
*12-month qualifying period applies. See note below. 

All successors must have been living in the property at 
the time of the tenant’s death.
Other than partners/co-habitees, 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.

We can ask a sheriff to grant an order to end the 
tenancy of an adapted property that is not being 
occupied by anyone who needs the adaptations. 

A Scottish secure tenancy can be ended by us   if 
someone living in or visiting the home is convicted of a 
serious offence in the area of the house. This allows us 
to end the tenancy where behaviour has had a serious 
impact on neighbours or others in the community. A 
serious offence is one that the offender could have 
been imprisoned for.

We could serve notice to convert your tenancy 
agreement to a different type of tenancy agreement 
called a short Scottish secure tenancy which gives you 
fewer rights and less protection from eviction than a 
Scottish secure tenancy. 
A short Scottish secure tenancy has a fixed duration, 
unless we agree to extend it or convert it back to a 
Scottish secure tenancy. 
The circumstances now include any situation where a 
tenant or someone living with the tenant has acted in 
an antisocial manner, or pursued a course of conduct 
amounting to harassment of another person in or 
around the house occupied by the tenant.

*The 12-month 
qualifying period 
only starts when we 
have been notified in 
writing that there has 
been a change to your 
household.

BELOW IS A SUMMARY OF THE MAIN CHANGES:
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Fire Safety in Communal 
Areas – Keeping them clear 
for your safety
We have a duty to ensure that your buildings and communal 

areas within them meet fire safety regulations. We need to 

make sure that in the event of an emergency, everyone is 

able to escape quickly and safely. 

We are currently in the process of considering a zero tolerance 

policy towards items in communal areas – this includes 

corridors, stairways, meter cupboards, basements, external 

gardens and bin stores, bin chute rooms, entrances to the 

building, garages and parking areas.

Bulky items such as bikes, buggies and mobility scooters can 

block escape routes if you or someone else needed to get out in 

a fire, especially in darkness or smoke filled areas.

Even smaller items such as ornaments or plant pots can create 

tripping hazards in dark or smoke filled areas – in a fire, people 

and the Fire Service stay close to the walls and use them to 

guide their way out of the building as they cannot see through 

thick smoke. 

A reminder:

•  Keep communal areas clear of ALL 
obstructions – plant pots, ornaments, 
flowers, prams, mobility scooters and 
bikes (unless designated storage has 
been provided)

• Place all rubbish in the bins provided

•  Report any damage to lights or fire 
equipment

•  Do not use electrical sockets in communal 
areas – these are for staff only

We want your views – over the following months, we will be knocking on doors to 
seek your views on this, we will welcome participation in focus groups and you are also welcome to 
share your views via our Tenant Participation Officer - tenantparticipation@caledoniaha.co.uk. 

As always, if you have any concerns regarding fire safety please contact your Housing Officer or call 
us on 0800 678 1228.
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NEWHOUSE ROAD TRAINING 
FOR PERTH RED WATCH 
SCOTTISH FIRE & RESCUE 

During the summer Perth Fire and 
Rescue were demonstrating their 
considerable skills whilst training at 
our soon to be demolished blocks of 
flats at Newhouse Road in Perth. 

The crews from Perth’s Red Watch were 
blind folded to mimic smoke visibility 
and used the buildings to practice drills 
for entering and exiting closes and 
stairs during rescue situations.

Linda Young, Newhouse Road Project 
Team Leader commented “Seeing this 
training first hand demonstrates the 
challenges faced by our fire fighters 
when dealing with fires in blocks 
of flats. It really brings home how 
important it is for us all to focus on fire 

prevention by ensuring closes are kept 
clear. “

Gregor Dow, Crew Manager Red Watch 
from Perth Scottish Fire and Rescue 
Service said “many thanks to Caledonia 
Housing Association for allowing us to 
carry out this worthwhile training in 
a realistic environment. Great to see 
joint ventures taking place. Close fires 
are exceptionally difficult to deal with 
as they effect the main escape route 
for residents, and more resources are 
required to effect searches of all flats. 
Even the smallest amount of material 
left in a close can have life threatening 
consequences if set on fire”.

We recognise that mobility scooters can enhance 
the quality of life for many older or less mobile 
residents, who otherwise may be limited in their 
ability to access common facilities in the building 
and external facilities in the wider community.

Emerging guidance from the Fire Service 
confirms that mobility scooters represent a 
significant fire risk in their charging and storage. 
As a landlord we have a responsibility to assess 
if there is provision for safe storage to allow a 
mobility scooter to be kept. It is our guidance 
to all tenants to please apply before you buy a 
mobility scooter.

Do’s
4	 Apply to your Housing Officer if you 

wish to purchase a mobility scooter 
that cannot be stored inside your 
home

4	 Register with the DVLA if required 
(Class 3 vehicles)

4	  Follow the manufacturer’s instructions 
carefully

4	 Ensure you have the right insurance 
cover (to cover liability for damage or 
injury to others)

4	 Use your mobility scooters safely, in a 
way which considers others who use 
the building

Don’ts 
6  Charge your scooter in a communal 

area – power sockets are for staff use 
only

6  Do not run power cables from your 
property to the scooter (the hazard is 
the charging in a communal area)

6  Block your own escape route from 
inside your home

6  Store the scooter in communal 
corridors – designated areas may be 
set aside depending on the property 

MOBILITY SCOOTERS: 
PLEASE APPLY 
BEFORE YOU BUY
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OUTCOME 2 
COMMUNICATION ACHIEVED

our online digital self-service portal 
launched.  380 tenants signed up

OUTCOME 4 
HOUSING QUALITY ACHIEVED

% tenant satisfaction with 
participation opportunities

Scottish  
Average

85.9
2017
80.8

83.7

1,000 responses to our Large 
Scale Tenant Satisfaction Survey

ACHIEVED

Scottish  
Average

94.2

Scottish  
Average

79.9

98.5
% stock meeting 
Scottish Housing 
Quality Standard 
(SHQS) 2017

98.3

93.3
% stock meeting 
Energy Efficiency 
Standard for 
Social Housing 
(EESSH)

2017
90.1

94.2
Scottish  
Average

90.2

% tenants satisfied with 
standard of home when 
moving in (new tenants 

within past year)
2017
90

OUTCOME 3 
PARTICIPATION

90.7
% of Stage 1 
complaints  
responded to 
on time 

Scottish  
Average

86.3
2017
84.9

The full Charter Report can be viewed online at

https://www.
caledoniaha.co.uk/305_

TenantCharterReport.html 
We also have paper copies in our offices if you 
would like to pop in for a copy, alternatively 

you can request for a copy to be posted out to 
you by calling 0800 6781228.  

Charter Highlights
Our 2017/18 Annual Charter Report has now been published with a digital copy available in the download section of our 
website. The Charter Report is based on our performance information from the past year (1st April 2017 to 31st March 2018) 
derived from our assessment of how well we think we are meeting the Scottish Housing Regulator industry requirements.

We have pulled together some highlights from this year’s Charter Report to provide a sample overview of our 
reported performance. 
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OUTCOME 11 
TENANCY SUSTAINMENT ACHIEVED

87.6

% of approved adaptation 
applications completed

Scottish  
Average

84.3
2017
83.6

38.6
DAYS

Scottish  
Average

51.3

2017
48

Average time to complete 
adaptation applications

OUTCOME 13 
VALUE FOR MONEY ACHIEVED

% tenant satisfaction 
with overall service

Scottish  
Average

90.5

% tenant satisfaction 
with value for money 
offered by rent

Scottish  
Average

83.2

2017
86.5

89.2
88

2017
93

Average completion time 
Non Emergency repairs

3.8
Average 
completion time
Emergency
repairs 2017

3.26

HOURS 5
2017
4.42

DAYS

Scottish  
Average

4

97.4%
Repairs appointments kept 2017

97

Scottish  
Average

95.5

OUTCOME 5 
REPAIRS & MAINTENANCE ACHIEVED

Scottish  
Average

6.4

OUTCOME 14 & 15
RENT AND SERVICE 
CHARGES ACHIEVED

2%
Rent 

Increase
Scottish  
Average

3.22017
2

OUTCOME 6 
ESTATE MANAGEMENT, 
ANTI-SOCIAL BEHAVIOR, 
NEIGHBORHOOD NUISANCE & 
TENANCY DISPUTES

ACHIEVED

We spent £120,000 on estate 
repairs and environmental 

improvements
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A reminder to all our customers about our Customer Notice: Our promise to 
you, and our request for polite and fair treatment of our staff

We are committed 
to providing high 
quality customer 
serivice.

We also aim to ensure 
all our customers are 
treated with fairness, 
courtesy, civility and 
respect.

In return, we ask that 
you show respect for 
our staff at all times.

 You have a right to tell us 
when you are not happy 
about something we have 
done or not done - and we 
actively encourage this.

 We will not tolerate any form 
of aggressive or abusive 
behaviour, including physical 
or threats of violence directed 
toward us.

Please be polite, and do not 
shout or swear - we will 
always try our best to help 
you and put things right.

PROVIDING homes and services that make 
life better THROUGHOUT SCOTLAND

Happy Birthday to Marion 
Montgomery.  Marion, a resident 
at Martingale Gardens in Dundee, 

celebrated her 99th birthday 
on 5th October. 
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23 3% 7%

The majority of Caledonia Housing Association retirement housing now has a weekly exercise class. It is not only a great activity to maintain 
mobility but also a fun social group. 

We are looking to recruit volunteers who would enjoy taking a gentle seated exercise group, in Perth, Scone, Alyth 
and Dundee. No experience is needed as full training is provided. For more information contact Gary Flew, Volunteer 
Coordinator – gary.flew@caledoniaha.co.uk  or phone 01382 237179.

Massive shout out 
to our very own, 
and very talented, 
Dawn Brooks who 
has transformed the 
Maggie’s Penguin 
sponsored by Visit 
Scotland.

Earlier this year 
Visit Scotland set a 
competition for local 
schools to create 
the design for their 
penguin. The winning 
design idea was 
submitted by Thomas 
(in the photo) who is a pupil of Tayview School.  Dawn was 
commissioned by Visit Scotland to paint the Penguin and 
bring his ideas to life (as well as some of her own).  

The penguin is now on display in the City Square in Dundee!

PPPPP PICK UP A 
PENGUIN 

Briony McDonald, Scheme Manager at Caledonia’s 
Willowbank, and the Willowbank tenants were enjoying the 
sweet taste of their own success in August.  The Willowbank 
Team were celebrating a successful grant application to the 
Griffin and Calliachar Windfarm fund which has given them 
£500 to purchase a shared scheme BBQ. 

Well done Willowbank. Hope you enjoy many more BBQs.

WILLOWBANK’S BBQ 
GRANT SUCCESS 

VOLUNTEERING: 
DO YOU FANCY 
ADDING EXERCISE 
INSTRUCTOR TO 
YOUR LIST OF 
SKILLS?! Tenants at Corrie place, Scone, enjoying their weekly gentle seated exercise class. 
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Jack Stephen Our thoughts are with the family 
and friends of our former resident, Jack Stephen, who 
passed away at the end of August one month shy of his 
103rd birthday. Jack was a lively and lovable resident of our 
Dickson Avenue complex and Dundee’s very own Poppy Hero; 
campaigning and donating money to plant poppies on the 
Law Hill at 100 years old. Truly one of a kind. 

JOAN BARLETT HOUSE CELEBRATES 35 YEARS 
In September Joan Bartlett House 
tenants were joined by the ladies 
from Community companions 
and the Lord Provost of Dundee 
to celebrate 35 years since the 
opening of Joan Bartlett House.

The occasion was marked with an 
afternoon tea party.

Pictured are long standing Joan 
Bartlett tenants including Chrissie 
Ogilvie since 1991,Davina Lawson 
since 1992, Mary Sharkey since 
1995 and Margaret Jordan since 
1997. Freda Robertson is also 
pictured. Freda was at the original 
opening of the building and had 
the pleasure of knowing and 
meeting Joan Bartlett herself.

Residents & CHA staff gathered to celebrate the 25th 
Anniversary of the opening of The Maltings on 1st October 2018.

Heather Wyse (Scheme 
Manager) welcomed them 
to the afternoon tea, gave 
thanks for the donations 
and the help received in 
setting up the common 
room. Wilma Nicol, The 
Maltings, most senior 
resident in attendance 
at the celebration and 
former scheme manager 
Heather Williamson 
cut the beautiful hand 
decorated cake made & 
donated by  
Mr & Mrs Blyth.

HAPPY 25TH BIRTHDAY 
TO THE MALTINGS
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CALEDONIA GARDENING COMPETITION 
Thank you to everyone that entered our Summer Gardening Competition.  The Tenant Scrutiny Panel and Housing
Team had a tough time choosing between the beautiful gardens entered. We’ve put pictures of our winners below...

Most
Attractive

Hanging Basket/
Planter – 2nd - 

Alexander
Street

1st place 
– Planter – 

Alexander
Street

Tallest
Sunflower

– 1st prize– 
Mrs MacDonald  

8b Bowerswell 
Cottages, Perth,  

PH2 7DN

 
Most

Attractive Garden
– 1st prize –
John Aitken 

27 Burnside Court, 
Alyth 

Most
Unusual Display

– 1st prize – 
Mrs Wintersgill, 
31 Aldour Gardens, 

Pitlochry

Most
Unusual Display

- 2nd prize –
Mr John Hodgson, 

7 Crichton Lang 
Court, Coupar Angus, 

Perthshire

 
Most

Attractive Garden
– 2nd prize –

Mrs Wintersgill 
31 Aldour Gardens, 

Pitlochry



Issue : Autumn 2018NEWS14

TENANT AUTUMN EDITION NEWSLETTER 2018

589
EMERGENCY

REPAIRS

3.75
HOURS

Average
completion

time

Target time

< 4.5 hrs

1751
NON

EMERGENCY
REPAIRS

4.47
WORKING DAYS

Average
completion

time

Target time

< 5 days 91.3%
of non-emergency repairs were 
completed “Right First Time”

(Our target is >92%) 

89.5% 

(feedback received from 561 t
en

an
ts

)SATISFACTION  
WITH REPAIRS  

SERVICE

98% 
OF REPAIRS 

APPOINTMENTS 
KEPT

17.1 
days 
Our average

relet time

Target

>97%

new social rented properties provided
(our target for the year 94) 101% of rent due collected

(including payment of arrears)

81
EMPTY PROPERTIES 

RELET 

Target time

< 17.5
days

24

How Did We Do?
A Summary of our Performance between April and June 2018

Thanks again to all the people that took part in our 
large scale survey earlier this year. It is this feedback 
that helps us evaluate our performance and shape 
the services we provide to you.
The results of this survey formed a lot of the 
results published within our annual charter report, 
highlights of which can be found on pages 8 & 9.
In the Winter edition of the newsletter there will be 
information about the action plan we have created 
from the feedback we received in the survey.

LARGE SCALE 
SURVEY UPDATE

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

Put your rent account back 
into credit – put Rent First
Remember to keep your rent payments up to date.
If you’re struggling with paying your rent call us today.

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

COMPLAINTS, COMPLIMENTS
& COMMENTS3       ‘s

Upheld  42.4% (67 out of 158)
Partially upheld 22.2% (35 out of 158)
Not Upheld 35.4% (56 out of 158)

Stage 1 Complaints received 151
Stage 2 Complaints received 7 
including escalated stage 1 complaints

4 days 

STAGE 1 
AVERAGE 

TIMESCALES

20.9 days 

STAGE 2 
INCLUDING 
ESCALATED 

COMPLAINTS 

Total complaints responded to 
on time:  141 (89.2%)

59.1%
very or fairly satisfied 

with complaint handling
(13 out of 22)

6
COMPLIMENTS

received regarding the level of service provided 
by staff, quality of new build homes and the 
new rent arrears notification service 

Tenants at Standard Close got in touch and made the suggestion that it would be 
better to have their bins stored in one area of the development. Linda Nairn, Scheme 
Manager, agreed this was a great idea. With the help of Maintenance Officer, Susan 
Stewart, this was arranged along with the new fencing, as pictured.

If you have an idea for an improvement to your neighbourhood or development please 
let us know.

YOU SAID, WE DID!  
SERVITE HOUSE, STANDARD CLOSE, MONTROSE

151

7

158
TOTAL NUMBER 
OF COMPLAINTS

35.4%
42.4%

22.2%

TOTAL NUMBER 
OF STAGE 1 & 2
COMPLAINTS...

Unhappy with service 39.9% (63 out of 158)  
Repairs & maintenance 48.7% (77 out of 158) 
Equality, Policy and Proces 10.1% (16 out of 158)
Staff Attitude  1.3% (2 out of 158)

48.7%

39.9%

10.1% 1.3%

for Quarter 1 2018/19 (1st April – 30th June 2018)
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Contact the tenant scrutiny panel direct to find out 
more or to get involved: 
tenantparticipation@caledoniaha.co.uk

Please contact us for a translation.

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

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

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

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

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

By Email: info@caledoniaha.co.uk

www.caledoniaha.co.uk

Out of Hours Emergency Service: 0800 783 7937

ALL PERTHSHIRE, ANGUS, FIFE, TAYSIDE & WEST  
DUMBARTONSHIRE REPAIRS

Available outside our office hours (see above). Our out 
of hours calls are handled by one call handler BR24. 
When contacted BR24 will make arrangements for 
contractors to attend to emergency repairs. BR24 will 
also contact Caledonia Housing Association staff if the 
situation is serious.

ALL INVERNESS REPAIRS
All repairs for our residents in  Inverness are reported to 
Cairn Housing Association on 0800 990 3405 (free from 
landlines).

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

member

During September lots of our schemes and offices held MacMillan 
events to help raise money for MacMillan Cancer Support. 

Caledonia combined raised a whooping
We’d like to extend a massive thank you to everyone involved in  
organising events and to those who generously contributed to this very  
worthwhile cause.

WORLD’S BIGGEST COFFEE 
MORNING – MACMILLAN 
FUNDRAISERS

£313

£1,893

ALYTH

DUNDEE

£102

CANAL STREET

£351

MUIRLANDS

£66

£539
COMRIE

£233
SCONE

£289

PERTH


