
Cordale housing association were delighted to host a frozen day on 
17th December where over 280 local children received  a £25 argos 
voucher as part of our cash for kids initiative! Read inside for 
further details and great photos of the day!

“CASH FOR KIDS“ BRINGS FESTIVE 
JOY TO RENTON FOR THE 
SECOND YEAR RUNNING!

WINTER 2015

The Kids raise a Festive cheer as they wait to meet Olaf, Santa and their little helpers.
Left to Right: Roman McLean, Erin McLean, Amy MacPherson, Brandon McNaught, Ashley MacPherson, Callum McNaught, Ayla and Olivia Walls.
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You may know that Cordale has a Community 
Environmental Fund. The aim of the fund is to develop 
projects that can help ensure tenants and residents 
reside within attractive and pleasant environments.

This year, the Cordale Community Environmental Fund 
has focussed on three areas identified as needing 
improvement; the front landscaping of our flatted 
properties at 216 to 230 Main Street, the public 
seating space adjacent to the Independent Healthy 
Living Centre and the front and rear of Waterside 
View accommodation at 270 Main Street. These works 
were completed between September and December 
and general feedback has been positive with these 
works making a significant improvement to the local 
environment.

A local resident at Waterside View said, “The men did 
a really good job and it looks fantastic”

The Association are currently exploring what 
improvements can be made to a number of the 
toddlers play areas within our housing stock. We have 
been in discussions with play equipment specialists 
and await their findings. It is anticipated that we may 
be able to fund the replacement of some of the more 
tired equipment over the coming years making the 
play areas more attractive for our younger residents. 
An update will be available in the spring edition of your 
newsletter.

We hope you agree that the final works look fabulous.

Community Environmental Fund...
Brighten Up Your Neighbourhood

WE ARE ALWAYS LOOKING FOR FEEDBACK 
AS TO WHAT AREAS YOU FEEL NEED 
PRIORITISED OR IMPROVED. IF YOU 
HAVE ANY VIEWS ON ENVIRONMENTAL 
IMPROVEMENTS, PLEASE GET IN CONTACT 
WITH THE OFFICE & WE CAN DISCUSS 
YOUR IDEAS!
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Improvements to the common 
entrance on Main Street 

Main Street, low level slow growing 
plants to improve tenant’s outlook. 

Improvements to the 
common entrance on Main 

Street 

 
  

The Estates Team assess what plants 
will be best suited for the sites. 

Steady progress is made against 
difficult wet weather conditions at 
Waterside View apartments. 

Waterside View Main Street 
Residents Garden 

completed. 

Improvements to the common entrance 
on Main Street.
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Waterside View apartments 
refurbished entrance. 

Waterside View apartments 
refurbished entrance. 

Independent Healthy Living 
Centre Public Space 

Makeover 

 

Cordale and the Scottish Social Housing Charter 

In October, all tenants received a copy of our Annual Charter report 2015. 

INSERT IMAGE OF FRONT PAGE OF published REPORT 

The aim of this report is to provide details of our progress in meeting the requirements of the 
Scottish Social Housing Charter.  

It covers a range of service areas that we know that are important to you.  These include: 

1. The quality of our homes 

2. Our reactive and planned maintenance services 

3. How we communicate with tenants and involve them in decisions we make 

4. How we deal with tenancy related issues 

5. How we ensure people find it easy to apply for our homes 

The report also describes the areas that we are progressing to improve our results and achieve 
greater tenant satisfaction. 

A copy of the report is available to be downloaded from our website or a copy can be provided on 
request. 

 
Cordale Staffing  
 
In January, we will be delighted to welcome Carol Ann Burns as our new executive officer.  Carol Ann 
previously worked with the Scottish Fire Service and will bring a wide range of experience and skills 
to Cordale.  If you are in the office in the new year and see Carol Ann, please don’t hesitate to say 
hello! 
 
In the new year, we are also planning to create new jobs and increase the Cordale staffing numbers.  
Cordale will be employing an additional housing officer and customer services assistant, as well as a 
part-time community engagement officer.  The aim of these posts is to improve the quality of front-

Waterside View apartments 
refurbished entrance.
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We have set out below information that outlines how we performed in the first 6 months of the financial 
year, April-September 2015

As you will see, our rent arrears figure remains above target. It is vital that we collect rent as this is generally 
our only income stream that funds the repairs and improvements we carry out to our properties.

We have been carrying out work to review our nomination agreement with West Dunbartonshire 
Council to minimise the number of refusals we receive for empty properties.

       HOW ARE WE DOING? 

OUR PERF    RMANCE 

 TARGET 

Total complaints responded Greater than 95% 97.9%
to within timescale      

Average completion time Less than 4 hours 2 hours
for emergency repairs
      
% of reactive repairs completed  Greater than 92% 95.5% 
right first time      
        
Average completion time for non Less than 6 days 4 days
emergency repairs       

% of tenancy offers refused  Less than 20% 44% 

Average re-let time for  Less than 10 days 8.3 days
empty properties      

Gross rent arrears as % of rent Less than 4% 4.42%     
    

PERFORMANCE INDICATOR SEPTEMBER PERFORMANCE
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The aim of this report is to provide details of our progress in meeting the requirements 
of the Scottish Social Housing Charter. It covers a range of service areas that we know 
that are important to you. These include:

• The quality of our homes
• Our reactive and planned maintenance services
• How we communicate with tenants and involve them in decisions we make
• How we deal with tenancy related issues
• How we ensure people find it easy to apply for our homes

The report also describes the areas that we are progressing in order  to improve our 
results and achieve greater tenant satisfaction.

A copy of the report is available to be downloaded from our website or a copy can be 
provided on request.

Cordale and the Scottish 
Social Housing Charter

FIRE, THEFT, FLOODING... ARE YOU INSURED? 
HOME CONTENTS INSURANCE 
- ARE YOU COVERED?
Your Landlord does not insure 
your furniture, floor coverings, 
belongings or decorations against 
fire, theft, vandalism, burst pipes 
and other household risks. You need 
to take out your own insurance.

Cordale Housing Association can help 
our tenants obtain home contents 
insurance easily and at a price that is 
affordable. While many people often 
hope that nothing will happen to their 
belongings, sometimes things can go 
wrong unexpectedly.

With a special scheme arranged and 
administered by Thistle Tenant Risks, 
Cordale tenants can protect their 
belongings and gain peace of mind 
knowing if the unexpected happens 
they have cover.

Fire, theft, flooding, burst pipes...
are you insured?

Thistle Tenant Risks provide affordable 
hassle-free insurance premiums which 
you can even pay-as-you-go. These 
policies are specifically designed for  
tenants and offer peace of mind that 
in an unprecedented situation, your 
home contents are covered for a price 
that suits you too.

How much will the insurance cost?
The aim of Thistle Tenant Risks is to 
provide tenants with an affordable 
option for home contents insurance. 
Premiums can vary depending on the 
amount you wish to insure and your 
age. You can request an information 
pack from our office.
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New Build Programme 
and Nomination 
Agreement
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line services and increase satisfaction with our performance.   As always, these new posts will be 
advertised widely and will be posted on our website.   
 
Winter maintenance advice 
 
Alec – insert narrative. (To be provided by Alec) 
 
New Build Programme and Nomination Agreement. 
 
Our partnership with Caledonia Housing Association has involved three new build developments in 
Renton and Alexandria.  These three developments will produce 80 new social rented homes.  The 
initial properties will be available to let from April next year. 
 

Alexandria New Build Properties Under Construction 

   

 
 
We are receiving a lot of interest in the properties.  Although Cordale Housing Association will 
manage these properties, as part of the funding agreement these new homes will be offered to 
applicants on West Dunbartonshire Council’s housing list. Applicants to the Council will be 
“nominated” to Cordale Housing Association and we will select the most suitable property for these 
applicants.  
 
If you want to apply to be on the Council’s housing list or update your existing application in order to 
note interest in these new properties, you must contact: 

West Dunbartonshire Council, 
Dumbarton Area Housing Office, 

6-14 Bridge Street, 
Dumbarton, G82 1NT, 

  
or alternatively, you can drop into the Council’s 

West Dunbartonshire Council One Stop Shop, 
Alexandria Area Office, 

17 Mitchell Way, 
Alexandria, G83 0LW. 

 
West Dunbartonshire Council Housing staff will be able to provide you with an update on your 
application process and advise you on your available housing options and prospects. 
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Our partnership with Caledonia Housing Association has 
involved three new build developments in Renton and 
Alexandria. These three developments will produce 80 
new social rented homes. The initial properties will be 
available to let from April next year.

We are receiving a lot of interest in the properties. 
Although Cordale Housing Association will manage 
these properties, as part of the funding agreement 
these new homes will be offered to applicants on West 
Dunbartonshire Council’s housing list. Applicants to 
the Council will be “nominated” to Cordale Housing 
Association and we will select the most suitable property 
for these applicants.

If you want to apply to be on the Council’s housing list 

or update your existing application in order to note 

interest in these new properties, you must contact:

West Dunbartonshire Council,
Dumbarton Area Housing Office,
6-14 Bridge Street,
Dumbarton, G82 1NT

or alternatively, you can drop into the Council’s one 

stop shop at:

West Dunbartonshire Council 
One Stop Shop,
Alexandria Area Office,
17 Mitchell Way,
Alexandria, G83 0LW
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Cordale  introduce 
new  Tenant 
Participation  Strategy

Our Management Committee recently approved a new 
tenant participation strategy which can be downloaded 
from our website.

The strategy and the appointment of a new community 
engagement officer in the new year, highlight that we 
want to increase the opportunities for local people to 
influence the services we provide.

The strategy was informed by feedback from our 
tenant’s satisfaction survey and from residents who 
completed our tenant participation questionnaire 
issued in the summer. 

This was also a topic that featured 
at our open day in July. We 
appreciate all the comments 
received as this helped to inform 
the final strategy.

If you are interested in getting 
involved in how we monitor and 
improve our services, please get 
in contact!

Cordale Housing Association is committed to providing 
high-quality customer services. We value complaints 
and use this information to help us improve our services. 
If something goes wrong or you are dissatisfied with 
our services, please tell us. We regard a complaint as any 
expression of dissatisfaction about our action or lack of 
action, or about the standard of service provided to you 
by us or our contractors.

Looking at recent complaints from July, August 
and September, we registered 19 complaints. We 
investigated these complaints and upheld 9 of those 
19. If a complaint is not upheld it means that the service
the Association provided met our standards or it was a  
matter out with our control or influence.

Of our 19 complaints we responded to 18 were within 
the Scottish Public Services Ombudsman (SPSO) 
timescale with only one being over time by two days 
due to further detailed inquiries being required. The 
outcome was satisfactory for the complainant. Our 
performance was on target at 97.9%.

Complaints & Compliments
BREAKDOWN OF THE COMPLAINTS RECEIVED

Time taken to carry out a repair = 1

Contractor has not attended to repair as arranged = 1

Standard of work carried out = 7

Decision made in line with Association’s Policy = 1

Complaint about one of the Association’s Policies = 1

Estates Team - Care of Garden Maintenance Scheme = 1

Estates Team - Works not carried out within timescale or as arranged = 2

Estate Management or open area = 1

General Estate Management = 2

Staff member did not reply within timescale = 1

Staff conduct = 1
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Paying bills at any time of the year is difficult, but with the added costs we experience during the Festive season, it can be more 
challenging.

If you are having any difficulty paying your rent, or paying off any previous unpaid rent (arrears) then please contact us now. 
The sooner you discuss the payment difficulty with us the sooner we can work together to resolve it. We can offer you help and 
assistance with:

• Payment Plans

• Direct Debits

• Housing Benefit Applications

• Citizen Advice Information (CAB)

• Welfare Benefits advice with our CAB partners

• Order you a new All pay Rent Card

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

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

Internet – online at www.allpayments.net using your debit or credit 
card – you must have your Allpay card number. If you have lost or 
misplaced your card contact us and we can order you a new on

Allpay App – Download to make payments by your Android phone

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

We can also take debit and credit card payments at our office.

Direct Debit - contact us on 01389 721 216 to arrange this, having 
your bank details to hand.

Struggling to pay your rent?

Ways you can pay your rent

New Customer Service Strategy
Our Management Committee have recently approved a 
new Customer Service Strategy which is available to be 
downloaded from our website. This strategy was informed by 
the results of our tenant satisfaction survey carried our earlier 
in the year. The strategy outlines how we will achieve the key 
priorities identified in the survey.

The key priorities important to tenants were service provision, 
quality of home and environment, customer service, value for 
money rents and communication.
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We are delighted again on behalf of the fantastic Cash for Kids initiative 
to provide over £7,000 in Argos vouchers to local children this Christmas. 
We had a great “Frozen” event at our office on 17th December, when 
the children met Olaf and the gang, as well as Santa who was kindly 
presenting the Christmas vouchers! Over 160 visitors were at the office 
for the fun filled afternoon. It was an amazing day and the Cordale staff 
had as much fun as the kids! Cordale Housing Association would like to 
say a BIG THANK YOU to Cash for Kids for providing these grants again 
this year and bringing so much festive joy to the season.

Sarah Lyons from Mill Lade enjoyed the event and was pleased her 
two children received a very welcomed gift voucher from Santa. Sarah 
commented on the day, “Brilliant! The boys enjoyed meeting Santa”. 
Lynne Brown from Back Street Renton also thought it was a great event for 
the kids. Lynne told us, “ It’s a great event for the kids and the vouchers 
are very much appreciated and a big help at this time of the year”.

!!!!!!!!!!!!!!!!
A high five from Santa went down well with over 160 children visiCng the Frozen

<  

Photos: 

Amy, Emily and Sophie were impressed with the singing snowman

Team Cordale making it happen for the kids

<

<

<

Amy, Emily and Sophie were impressed with the singing snowman
High five from Santa went down well with over 
160 children visiting the Frozen Experience

Olaf and Santa meet Melissa and Emily
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Photos: 

Amy, Emily and Sophie were impressed with the singing snowman

Team Cordale making it happen for the kids

<

<
!!!!!!!!!!!!!!!!!!!
It kept dry as families queued to get into the Frozen Experience and meet Olaf, Santa,  Rudolf and 
Elf 

Ashley, Amy,  Erin and Roman  all made it to the front of the queue ready for the Frozen 
experience.

<

!!!!!!!!!!!!
Cordale Management CommiNee members delighted to support the day’s events, and meet Santa 
and Olaf: LeR to Right, Olaf, Margaret McCallion (Chair), Santa, MarCn Walker (Vice Chair), John 
Bell (CommiNee Member)

<

< TO SEE MORE 
GREAT PHOTOS FROM 

THE DAY VISIT OUR 
CORDALE HA WEBSITE 

OR FACEBOOK PAGE

It kept dry as families queued to get into the Frozen Experience 
and meet Olaf, Santa,  Rudolf and Elf 

Cordale Management Committee members delighted to support the day’s 
events, and meet Santa and Olaf: Left to Right, Olaf, Margaret McCallion 
(Chair), Santa, Martin Walker (Vice Chair), John Bell (Committee Member)

Team Cordale making it happen for the kids
Ashley, Amy,  Erin and Roman  all made it to the 
front of the queue ready for the Frozen experience.

Rhiannon was delighted to get her £25 toy gift 
voucher and meet Olaf.

!!!!!!!!!!!!!!!!
A high five from Santa went down well with over 160 children visiCng the Frozen

<  



Residents tell us that the newsletter is the best way in which 
you prefer to be kept informed on what Cordale Housing 
Association are doing and what events that are taking 
place. We are always very keen to get feedback on the 
newsletter and also would 
like to hear from you if you 
have any topics which you 
would like to see covered 
in the newsletter that relate 
to the Associations work. If 
you would like to suggest 
some future articles for the 
newsletter please contact 
the office or drop us a letter.

CORDALE:
YOUR NEWSLETTER

The Cordale Management Committee are keen to 

develop a community garden in Renton. In the new year, 

we will be contacting residents to get their views on the 

concept to see if it is something they would support.

Are you a horticultural enthusiast?! If you would like to 

find out more about this idea and get involved in the 

consultation, please contact the office.

Community 
Garden for 
Renton?
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The strategy and the appointment of a new community engagement officer in the new year, 

highlight that we want to increase the opportunities for local people to influence the services we 

provide. 

 
The strategy was informed by feedback from our tenant’s satisfaction survey and from residents 

who completed our tenant participation questionnaire issued in the summer.  This was also a topic 

that featured at our open day in July.  We appreciate all the comments received as this helped to 

inform the final strategy. 

 
If you are interested in getting involved in how we monitor and improve our services, please get in 

contact! 

 
A community garden for Renton?  

 

 

The Cordale Management Committee are keen to develop a community garden in Renton.  In the 

new year, we will be contacting residents to get their views on the concept to see if it is something 

they would support. 

 
Are you a horticultural enthusiast?! If you would like to find out more about this idea and get 

involved in the consultation, please contact the office. 

 

 
The past year - investing in homes 

 
In our tenant satisfaction survey, you advised that investing in homes was one of your biggest 

priorities. 

 
In the past year, we have completed several significant improvement contracts.  This has involved 

replacing {Alec- insert number for 14/15 and 15/16) new kitchens, installing {insert number for 

14/15 and 15/16} new boilers and external painting at {insert number for 14/15 and 15/16} 

properties. 

 

Page 6 of 10 

 

The strategy and the appointment of a new community engagement officer in the new year, 

highlight that we want to increase the opportunities for local people to influence the services we 

provide. 
 
The strategy was informed by feedback from our tenant’s satisfaction survey and from residents 

who completed our tenant participation questionnaire issued in the summer.  This was also a topic 

that featured at our open day in July.  We appreciate all the comments received as this helped to 

inform the final strategy.  
If you are interested in getting involved in how we monitor and improve our services, please get in 

contact! 
 
A community garden for Renton?   

 

The Cordale Management Committee are keen to develop a community garden in Renton.  In the 

new year, we will be contacting residents to get their views on the concept to see if it is something 

they would support.  
Are you a horticultural enthusiast?! If you would like to find out more about this idea and get 

involved in the consultation, please contact the office. 

 

 
The past year - investing in homes  

In our tenant satisfaction survey, you advised that investing in homes was one of your biggest 

priorities. 
 
In the past year, we have completed several significant improvement contracts.  This has involved 

replacing {Alec- insert number for 14/15 and 15/16) new kitchens, installing {insert number for 

14/15 and 15/16} new boilers and external painting at {insert number for 14/15 and 15/16} 

properties. 
 

In January, we will be delighted to welcome Carol Ann 
Burns as our new executive officer. Carol Ann previously 
worked with the Scottish Fire Service and will bring a 
wide range of experience and skills to Cordale. If you are 
in the office in the new year and see Carol Ann, please 
don’t hesitate to say hello!

In the new year, we are also planning to create new jobs 
and increase the Cordale staffing numbers. Cordale will 
be employing an additional housing officer and customer 
services assistant, as well as a part-time community 
engagement officer. The aim of these posts is to improve 
the quality of front-line services and increase satisfaction 
with our performance. As always, these new posts will be 
advertised widely and will be posted on our website.

Cordale 
Staff Updates

PAGE10



PAGE 11

The Past Year... 
Investing in homes
In our tenant satisfaction survey, you advised that investing in homes was 
one of your biggest priorities.

In the past year, we have completed several significant improvement 
contracts. This has involved replacing 76 new kitchens, installing 74 new 
boilers and external painting at 253 properties.

In the new year we will be publishing the investment programme for 
2016/17.

!!
The past year - inves6ng in homes 

!
In our tenant sa6sfac6on survey, you advised that inves6ng in homes was one of your biggest 
priori6es. 

!
In the past year, we have completed several significant improvement contracts.  This has involved 
replacing  76 new kitchens,  installing  74 new boilers and external pain6ng at 253 proper6es. 

!
In the new year we will be publishing the investment programme for 2016/17. 
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SEEKING CONTINUAL 
IMPROVEMENTS

TO THE STANDARDS WE LET OUR HOMES

We are presently reviewing our void property policy. 
This sets out the steps we take to let empty properties 
including the standard of the property when the new 
tenant moves in. We visit all new tenants to ask how 
satisfied they have been with the experience of moving 
in to a Cordale property and the standard of the property 
when they received the keys. The feedback received will 
inform the development of the new policy.

If you are a new tenant and have any comments you’d 
like to make about your experience of moving into a 
Cordale property, please get in contact.

Why not make next year’s festive period more affordable 
by spreading the cost of December 2016 rent charge 
over the next 11 months!!

As little as £5 per week or £25 per month could alleviate 
part of the financial burden we can face at this time of 
the year.

If interested please contact a member of staff at the 
Associations office to discuss.

Our void (empty) property policy under review! Get ahead on your rent for next year!...
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Seeking Continual Improvements to the Standards we let our Homes: 
 

Our void (empty) property policy under review! 
 
We are presently reviewing our void property policy.  This sets out the steps we take to let empty 
properties including the standard of the property when the new tenant moves in.  We visit all new 
tenants to ask how satisfied they have been with the experience of moving in to a Cordale property 
and the standard of the property when they received the keys.  The feedback received will inform 
the development of the new policy. 
 
If you are a new tenant and have any comments you’d like to make about your experience of moving 
into a Cordale property, please get in contact. 

 
 
 
Cordale and Cash for kids! 
 
2 PAGE MONTAGE of photos to be provided 
 
We are delighted again on behalf of the fantastic Cash for Kids initiative to provide over £7,000 in 
Argos vouchers to local children this Christmas.  We had a great “Frozen” event at our office on 17th 
December, when the children met Olaf and the gang, as well as Santa who was kindly presenting  the 
Christmas vouchers!  Over {insert number} were at the office for the fun filled afternoon. It was an 
amazing day and the Cordale staff had as much fun as the kids! Cordale Housing Association would 
like to say a BIG THANK YOU to Cash for Kids for providing these grants again this year and bringing 
so much festive joy to the season. 

 
 
Cordale introduce a new Tenant Participation Strategy 
 
Our Management Committee recently approved a new tenant participation strategy which can be 
downloaded from our website. 
 

Festive 
Budgeting & Rent 
Payments Plan



EMERGENCY NUMBERS 
DURING OFFICE CLOSURE

EMERGENCY 
REPAIRS NUMBERS 
DURING FESTIVE SEASON

WINTER
MAINTENANCE

ADVICE

Nobody wants to have to deal with an 
emergency during the holiday period. Here are 
some simple but effect measures you can take 
to protect both yourself and your home during 
this time:

• Before calling out the associations gas engineer for an emergency 
repair, please ensure there is gas in your payment meter.

• Find out who your electricity, gas and water suppliers are (the 
information will be on your utility bills) and take a note of their 
emergency contact information should you need them.

• Leave background heating on if cold weather is expected or you 
are planning a holiday over this period. This stops your pipes 
freezing up in a cold snap.

• Consider leaving contact details or keys with a trusted neighbour 
or relative if you are going away in case you have left a tap on or 
something happens. Damage can be much worse if no one can 
get to deal with a problem.

• Be careful with candles and Christmas lighting – they look nice, 
but should be under supervision at all times or turned of when 
vacating the property.

• Check batteries in your smoke detector and stock up on torch 
batteries in case of a power cut – a torch is safer to use than 
candles especially if children are around.

• Check all medical supplies are in order and prevention plans are 
in place should you be unable to get to your local pharmacy.

Ultimately, think of all within your close proximity and community as 
a whole and look to assist where possible, the simple kindness of even 
clearing snow from a neighbours path goes a long way at this time.

CHRISTMAS & 
NEW YEAR HOLIDAYS

All other Emergencies         Call: West Dunbartonshire Council
            (Cordale Out of Hours Service provider )
             Tuesday 29th, Wednesday 30th 
                                                                 & Thursday 31st
           9am - 5pm - 0800 073 8708

Out with above hours           0800 197 1004

from Alec
Cordale Housing Association’s office will close 
from 2pm Thursday 24th December and re-opens 
Wednesday 6th January 2016 at 9am.

Gas Emergency 24 Hours   Call: 0129 446 8113 

Scottish Housing Regulator Reg No. HEP 259. Co-operative and Community Benefit Societies Act 2014 - Reg. No. 2411R(S)
A Scottish Charity No SC032859. Property Factor Reg No. PF00319


