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The Scottish Government’s Social Housing Charter came 
into force in April 2012. The Charter sets out the standards 
and outcomes that tenants can expect from
social landlords, in terms of the quality and value for money 
of the services they receive, the standard of their homes, 
and opportunities for communication and
participation in the decisions that affect them.

There are 15 Charter Outcomes, though not all apply to 
Housing Associations, and the Scottish Housing Regulator 
will monitor, assess and report on landlords’ performance 
against the Charter. Social landlords are also required to 
selfassess their performance and progress in achieving 
the Charter standards and outcomes and report this 
assessment to their tenants.

Last year, due to Covid-19 the Scottish Housing Regulator 
extended the deadline for the publication of Charter 
Reports to the end of December. This year we return
to a normal reporting pattern publishing the Charter 
Report by the end of October.

We are mindful that the reporting period for this Charter 
period, from April 2020 to March 2021, has been one of 
the most challenging operating years we have ever faced.

The Charter represents our honest reflection of our 
performance during the year and highlights that whilst 
there were challenges, across most areas of our operation 
staff and tenants adapted in positive ways to ensure that 
key services and work continued to be delivered where 
possible and within the restrictions and guidelines to 
protect you and our staff.

WHAT IS 
THE CHARTER



 3

WHAT IS 
THE CHARTER

CORDALE HOUSING ASSOCIATION CHARTER REPORT 2020/21

Each year we report to tenants and other stakeholders on our 
performance in delivering the Outcomes and Standards detailed in the 
Scottish Social Housing Charter. To enable us to do this, we must first 
carry out a self-assessment.  During the assessment, we gather a range 
of information which we use to help us judge whether or not we meet 
each Outcome and Standard. 
Last year we consulted with tenants to 
simplify and streamline our approach to self-
assessment in line with our Customer 1st 
principle, to Keep it Simple, which would 
enable us to produce information that was 
clear and easily understood by everyone. It 
was agreed that whilst we need to include 
a lot of factual information and figures, we 
would also try to look beyond these to tell 
the story of how we think we have performed. 
The approach endorsed by tenants has been 
continued this year and involved:

•  A review of completion of improvement 
actions from our previous Charter report;

•  Consider what service improvements & 
highlights have been delivered;

•  Ensure we have complied with our legal 
and regulatory responsibilities;

•  Review performance against relevant 
Charter indicators, including past 
performance and Scottish national 
averages

We completed our self-assessment exercise for 
the year 2020/21 and a summary of this was 
made available to tenants via website. We also 
conducted a consultation exercise on the self-
assessment using an electronic email survey, the 
survey was also made available on our website 
and promoted via social media platforms. The 
feedback from tenants who responded to the 
survey was that the majority felt that the self-
assessment reflected a fair assessment of our 
performance during 2020/21.

As I am sure you will appreciate 2020/21 
was a very difficult and challenging year 
for everyone. Throughout the whole year 
tenants and service providers had to adapt to 
various Government Coronavirus regulations 
and restrictions. A significant issue was that 
different local authority areas of Cordale had 
different levels of restrictions, some of whom 
experienced some of the highest levels for 
the longest period of time and which meant 
service delivery could not be consistent. 

Cordale is consciously aware that in strictly 
following Government regulations some 
services and service delivery were adversely 
affected and tenants were not always able to 
access some of these or there were delays 
to some of the services it would normally 
provide. We understand that this may have 
caused some inconvenience and appreciate 
your patience, however our primary priority 
was and remains to ensure that tenants and 
staff are healthy and safe. 

The Charter self-assessment has now been 
converted into this Charter Report and 
we hope that you find it interesting and 
informative. The report includes more detailed 
information about each Charter Outcome, our 
assessment and the key actions that we intend 
to undertake to ensure our performance and 
standards of service continue to improve.

WELCOME TO OUR  
CHARTER PERFORMANCE  
REPORT FOR 2020/21



CORDALE 
AT A GLANCE…

Stock Profile and Average Weekly Rents (Including Support and Other Charges)

Size of home
Number 
owned

Average  
Rent

Scottish 
average

Difference

2 apartment 153 £92.57 £79.48 16.5%

3 apartment 209 £81.64 £82.60 -1.2%

4 apartment 115 £86.53 £89.81 -3.7%

5+ apartment 29 £93.18 £99.97 -6.8%

506 homes  
owned in West 
Dunbartonshire

22 residential 
properties  
factored

Financial Strength
Total Rent due £2.27 million
Annual Turnover of £3.49 million
Net Surplus £565,000
Accumulated reserves £6.71 million
Housing Assets £35.4 million

Our People
8 Voluntary Management  
Committee Members

8% Very Sheltered

92% General needs

Type of 
Homes
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Defined by the Scottish Housing Regulator as “Every tenant and other 
customer has their individual needs recognised, is treated fairly and with 
respect, and receives fair access to housing and housing services.”

OUTCOME 1 EQUALITIES PARTIALLY 
ACHIEVED

HIGHLIGHTS
We included Equalities, Diversity and Inclusion (EDI) activities 
in our learning programmes for staff and governing body 
members.
We formed an EDI Working Group; and developed a plan for 
improving our approach to promoting equality, diversity and 
inclusion across all areas of our work.
We identified a number of projects and activities that would 
impact on and be shaped by our EDI objectives, including the 
planned upgrade of our telephony system, redesign of our 
website, and service related process reviews.
We developed a new EDI policy and charter, and consulted 
tenants and customers about these. 

WORKING ON
We will reflect on new national guidance on collecting equalities 
information from tenants and customers and update our 
arrangements in line with this.
We will continue to carry out Equality Impact Assessments in relation 
to key service related decisions and policy reviews, and ensure this is 
done consistently across the Group. 
We will publish and promote our new Equality, Diversity and 
Inclusion (EDI) policy and EDI charter, and share information  
about actions we are taking to meet the commitments set out  
in these.

COMPLETED
We put in place new housing applicant monitoring 
arrangements in West Dunbartonshire.  This will help us find 
out how accessible our application process is.
We reviewed and updated our arrangements for  
assessing the impacts of our policies and decisions on different 
equality groups.  We undertook such an assessment to inform 
key decisions about our estates and very sheltered services.
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PARTIALLY 
ACHIEVED

We consider this to be partially achieved because we did not manage to fully complete all our 
Equalities Action Plan activities.
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OUTCOME 2 
COMMUNICATION ACHIEVED

Defined by the Scottish Housing Regulator as “Tenants and other customers 
find it easy to communicate with their landlord and get the information they 
need about their landlord, how and why it makes decisions and the services it 
provides.”

Providing different ways to communicate:

98% 

Complaints responded 
to in full at Stage 1

2020
100

Scottish  
Average

97

50% 

% Complaints 
responded to in full at 
Stage 2

Scottish  
Average

93

4.3 
Days 

Average time for full 
response at Stage 1 
(working day)

Scottish  
Average

5

31 
Days 

Average time for full 
response at Stage 2 
(working day)

Scottish  
Average

19

93% 

Tenant satisfaction with 
being kept informed about 
services and decisions

2020
95

Scottish  
Average

92

4 tenant 
newsletters 
published

88
new users 
signed up 
to Connect 
portal  
 

2020
1.5



SERVICE IMPROVEMENT ACTIONS

COMPLETED
The Connect on-line portal was made available to Cordale 
tenants, increasing self-service functionality and options. 
The Tenant Participation Strategy was reviewed by 
Tenant Participation Advisory Service, including a 
recommendations to enhance digital service improvements. 

HIGHLIGHTS
Our communication methods altered to reflect Government 
Covid & lockdown measures & restrictions. We provided 
detailed Covid & service delivery information via our 
newsletters, website & social media. 
During 2020/21, albeit face to face activities ceased, 
we continued to engage with our tenants and provide 
opportunities for feedback via service surveys, review 
surveys and newsletters. 
We continued to provide a single point for customer 
contact & ensured that 93% phone calls were answered 
during the pandemic. 93% of tenants were satisfied with 
how they were kept informed (Scot Ave 92%). We ensured 
that 98% of Stage 1 complaints were responded to in full at 
an average of 4.3 days (Scotland average 5 days). 
We continued to be active in our community with strong 
community links to local primary schools and organisations. 
The Association continued with the development of the 
Renton Community Integration Project supporting the 
building of the Community Garden. 

WORKING ON
We will continue to develop our on-line Connect portal, 
increasing self-service functionality. 

We will continue to market & provide support to tenants to 
increase use of Connect. 

We will develop a text communication functionality to enhance 
the self-service offering.

We will continue to re-brand and implement our new  
strategic tenant participation strategy
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OUTCOME 3
PARTICIPATION ACHIEVED

Defi ned by the Scottish Housing Regulator as “Tenants and other customers fi nd 
it easy to participate in and infl uence their landlord’s decisions at a level they 
feel comfortable with.”

Tenant satisfaction with 
participation opportunities

Scottish 
Average

87
2020
95

75% 

50 Activity packs 
distributed in May

1
 large scale tenant 
satisfaction survey 

carried out

296 tenants 
e-surveyed

1
Shared Allocations 
Policy Consultation  
with 586 surveys 

sent

40 Afternoon teas 
delivered to tenants at 

Waterside View

Participating in the Community
181 Christmas Selection boxes for every 
nursery and primary school child in Renton

£400 donation to the West Dunbartonshire 
Community Food Bank

145 National Lottery Funded activity 
Packs distributed in July & August

1 Halloween kids competition



SERVICE IMPROVEMENT ACTIONS

COMPLETED
We completed an independent review of our Tenant 
Participation Strategy which was undertaken by the Tenant 
Participation Advisory Service. 

We completed a large scale tenant satisfaction survey in 
January 2021 with all tenants being invited to participate 
over the phone or via electronic means. 

HIGHLIGHTS
We have acknowledged that the Covid pandemic 
restrictions posed particular challenges for effective tenant 
participation and engagement via traditional face to face 
methods and the impact that this had on tenant satisfaction 
with participation opportunities. However, new digital or 
remote methods of communication were developed to 
ensure that significant tenant consultation, engagement 
and information provision continued during the Covid 
pandemic, including our rent policy and increase, a review 
of an allocation policy for our homes in West and our Tenant 
Participation Strategy review. 

WORKING ON
A new TP Strategy based on the TPAS review will be 
considered by our Management Committee. 

We will set up a tenant steering group to work on the TP 
Strategy implementation plan actions, including developing 
digital options for engagement to tackle potential barriers 
from traditional methods of engagement.  

We will undertake focus group sessions with tenants to 
reflect on their feedback in the large scale satisfaction survey, 
ensuring priorities for services and service delivery are 
included in the 2022 Business Plan actions. 
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OUTCOME 4 
HOUSING QUALITY

Defined by the Scottish Housing Regulator as “Tenants’ homes, as a minimum, 
meet the Scottish Housing Quality Standard (SHQS); when they are allocated, 
are always clean, tidy and in a good state of repair, and also meet the Energy 
Efficiency Standard for Social Housing (EESSH) by December 2020”

100% 

Stock meeting the 
Scottish Housing Quality 
Standard

2020
100

Scottish  
Average

91

Properties meeting 
Energy Efficiency 
Standard for Social 
Housing 

2020
100

Scottish  
Average

89

80% 

Tenant satisfaction with 
quality of home

2020
92

Scottish  
Average

87

100% 

We fitted 14  
new boilers

Spent £340,000 on maintenance  
activities (day to day, estates &  
planned) 

Continued, when possible, 
installation programme of new 
smoke and heat detection systems



SERVICE IMPROVEMENT ACTIONS

COMPLETED
We established a new process for engaging with 
owners where major repairs or improvements were 
required for mixed tenure blocks of homes. 

HIGHLIGHTS
As with a lot of housing providers, Cordale’s ability to 
undertake its planned investment programme was severely 
impacted by the Government Covid lockdown measures & 
restrictions.

Whilst tenant satisfaction with quality of home reduced 
to 80% (Scot Ave 87%) there had been no significant 
deterioration in conditions with 100% of Cordale’s homes 
continuing to meet Government SHQS & EESSH standards. 
However we have obtained agreement to incorporate 
planned maintenance that was delayed due to Covid into 
programmes for 2021/2 and 2022/23. Throughout the 
pandemic, Cordale continued to repair & let homes that 
met or exceeded lettable standards.

WORKING ON
We will complete the delayed 2020/21 planned 
maintenance programme in 2021/22 & 2022/23, with 
particular focus on the transfer commitments to tenants in 
West Dunbartonshire. 

We will develop plans for EESSH2 compliance required by 
2032. 

We will continue to work with WDC to develop plans for 
150 new homes in Dalquhern. 
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Spent £340,000 on maintenance  
activities (day to day, estates &  
planned) 



PARTIALLY 
ACHIEVED

12

OUTCOME 5 
REPAIRS & MAINTENANCE

79% 

Defined by the Scottish Housing Regulator as “Tenants’ homes are well 
maintained; with repairs and improvements carried out when required, and 
tenants are given reasonable choices about when work is done.”

2020
3.1

Scottish  
Average

4.2 2020
5.6

Scottish  
Average

6.7

Tenant satisfaction with 
repairs service 

2020
94

Scottish  
Average

90

3.4 
Hours

Average time to 
complete emergency 
repairs

8.7 
Days 

Average time to 
complete non-
emergency repairs 
(working days)

Reactive repairs 
completed right  
first time

2020
74

Scottish  
Average

92

81%  

Number of times did not meet statutory obligation 
to complete gas safety check within 12 months

Some gas safety checks were not undertaken on 
time due to Covid. 2020

0

7

58
service 

requests  
via Connect

661
non-emergency 

repairs 
completed

1,109
Repairs  
in total

Costing £140,000

448
Emergency 

repairs 
completed

PARTIALLY 
ACHIEVED

We consider this to be partially achieved because we were unable to fully complete all our 
Maintenance Charter Improvement Actions from last year due to the Covid pandemic restrictions.



SERVICE IMPROVEMENT ACTIONS

COMPLETED
New maintenance contracts were re-tendered and 
in place with enhanced monitoring and compliance 
arrangements implemented. Unfortunately these 
contracts commenced just as the country went into full 
lockdown, reducing the positive impact. 

HIGHLIGHTS
Despite the impact of Government Covid restrictions, which 
resulted in some service alterations and disruptions, Cordale 
managed to adapt its repair service to ensure it complied with 
its statutory and regulatory maintenance requirements. 

Emergency repairs continued through the pandemic with 
performance improving and remaining ahead of Scottish 
averages. 

Unfortunately Covid restrictions meant that there were  
delays in being able to undertake non-emergency repairs  
for long periods of 2020/21. 

All annual gas service checks were completed, including  
those delayed due to Covid related reasons. 8 out of 10 
tenants remained satisfied with the repairs service. Whilst this 
is a slight dip on previous performance, the long period of 
delays due to Covid restrictions were a contributing factor. 

We spent £140,000 on reactive and relet repairs, £80,000 
on estate management repairs and £120,000 on cyclical and 
planned maintenance during 2020/21.

WORKING ON
We will build on the feedback from the large scale tenant 
satisfaction survey & tenants’ Covid experiences to develop 
repairs service improvements. 
We will roll out an on-line reporting portal for contractors 
improving repairs communications. 
We will involve tenants in a review and development of a 
Group Repairs & Maintenance Policy.
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OUTCOME 6 
ESTATE MANAGEMENT, 
ANTI SOCIAL BEHAVIOUR, 
NEIGHBOUR NUISANCE 
& TENANCY DISPUTES

ACHIEVED

Defined by the Scottish Housing Regulator as “Tenants and other customers live in 
well maintained neighbourhoods where they feel safe.”

Tenant satisfaction with 
neighbourhood
management

We spent £80,000 on estate 
repairs and environmental 

improvements

2020
92

Scottish  
Average

86

80% 27% 

tenancy 
offers refused

2020
6

Scottish  
Average

32

100% 

ASB cases resolved within 
locally agreed targets

2020
100

Scottish  
Average

94



SERVICE IMPROVEMENT ACTIONS

COMPLETED
Local neighbourhood plans were developed & whilst 
working remotely under Government restrictions, 
neighbourhood officers remained in contact with & 
continued to engage with their tenants. 

HIGHLIGHTS
Remote service delivery & communication models were 
developed during the pandemic to continue to deliver 
neighbourhood services & to comply with Government Covid 
measures & restrictions. Risk assessments & service alterations 
were undertaken to ensure that communal services & external 
maintenance continued through the period. Direct staffing 
services continued to be delivered in our retirement  
complex at Waterside View, ensuring that some of our  
most vulnerable clients remained supported & safe. 
Despite communication challenges & restrictions on face 
to face interactions, Cordale handled & investigated 31 
ASB cases during 2020/21, with 100% of these cases being 
resolved.  
Whilst tenant satisfaction with neighbourhood management 
reduced slightly to 80% we have engaged with tenants 
who responded to our large scale tenant satisfaction 
survey to develop neighbourhood & estate management 
improvements. 

WORKING ON
We will review our Neighbourhood plans to ensure that these 
align with the outcomes from the large scale satisfaction 
survey, identified actions to “build back better” post 
pandemic and activities identified in the TP Strategy review. 
Complete a research project to develop a Group Tenant 
Compact - taking account of considerations relating to the 
concepts of housing association’s as community anchors. 
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OUTCOMES 7, 8, 9 & 10 
HOUSING OPTIONS 
& ACCESS TO 
SOCIAL HOUSING

We work  
in partnership with 
local authorities on 
housing options 
and advice services

We provide  
advice and 
assistance through 
our Customer 
Services Teams

Our homes  
are made available 
through our own 
housing register

We allocated  
we allocated 26 
homes – 31% to 
homeless persons 
and 42% to 
people requiring 
supported 
housing

Outcome 7, 8 & 9
Defined by the Scottish Housing 
Regulator as
Social landlords work together to ensure 
that:

•  People looking for housing get 
information that helps them make 
informed choices and decisions about 
the range of housing options available 
to them.

•  Tenants and people on housing lists 
can review their housing options.

•  People at risk of losing their 
homes get advice on preventing 
homelessness

Outcome 10 
Defined by the Scottish Housing 
Regulator as
Social landlords ensure that:

•  People looking for housing find it 
easy to apply for the widest choice of 
social housing available and get the 
information they need on how the 
landlord allocates homes and their 
prospects of being housed.

ACHIEVED

Referrals under 
Section 5, and other 

referrals for homeless 
households, that result 

in offer

2020
13

Scottish  
Average

53

33% 

Offers, resulting from 
referrals under Section 5 
and other referrals from 
homeless households, 

that result in let

2020
100

Scottish  
Average

80

82% 



SERVICE IMPROVEMENT ACTIONS 
OUTCOMES 7,8 & 9

COMPLETED
We reviewed a new Homelessness Section 5 Referral 
Protocol with West Dunbartonshire Council and 
committed to the Council’s Rapid Rehousing Transition 
Plan. 

HIGHLIGHTS
We adapted processes to continue to operate allocations, to 
let houses to people in need & to provide housing options 
advice & information throughout the Covid pandemic period. 
We provided temporary, furnished accommodation to West 
Dunbartonshire Council to assist their Covid pandemic 
homelessness response. 

We consulted with tenants to develop a West Area 
Allocations Policy, simplifying the application process & 
increasing choice & rehousing opportunities for all West 
Dunbartonshire tenants. 

We continued to assist tenants to gain access to suitable 
housing via housing exchange schemes throughout the 
pandemic. 

We significantly improved our support to homeless persons 
by increasing the number of offers of housing from homeless 
referrals.   

WORKING ON
We will implement the West Area Allocations Policy. 
We will continue to review & enhance the information 
available regarding housing options, in particular digital or on-
line provision. 
We will continue to work with Caledonia Housing Association 
to develop a progressive development program and bring 
150 new homes to the Dalquhurn area.
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ACHIEVED

OUTCOME 11 
TENANCY SUSTAINMENT

18

Stock that became 
vacant

New tenancies 
sustained for more  

than a year

Defined by the Scottish Housing Regulator as “Tenants get the information they 
need on how to obtain support to remain in their home; and ensure suitable 
support is available, including services provided directly by the landlord and by 
other organisations.”

Average time to 
complete adaptation 

applications (days)

Number of households 
waiting for adaptations

1 Number of abandoned
properties 0 last year

Carried out 14 
adaptations cost  

of £25,463

Outcome 12 Homeless People This only relates to services provided by Local 
Authorities and is not applicable to Cordale Housing Association.

2020
93

Scottish  
Average

91

100% 

2020
6

Scottish  
Average

7

6% 

2020
56.1

Scottish  
Average

58

6.1 
Days

2020
2

Scottish  
Average

N/A

0

Court actions initiated 
which resulted in 

eviction

2020
25

Scottish  
Average

22

0 



SERVICE IMPROVEMENT ACTIONS

COMPLETED
We completed & implemented a collaborative strategy 
with West Dunbartonshire Council to help prevent 
homelessness, including a reviewed Homelessness Section 
5 Referral Protocol and by committing to the Council’s 
Rapid Rehousing Transition Plan. 

HIGHLIGHTS
The Covid pandemic presented many extremely challenging 
circumstances for tenants, particularly in terms of their 
employment status & in the effective take up of benefits. 
We adapted processes to continue to provide support & 
advice to tenants to help them to sustain their tenancies, 
including a range of welfare, energy & benefits support 
provision. This resulted in all new tenancies being 
sustained for longer than one year & only one home being 
repossessed due to abandonment. 
We continued to provide adaptations to assist people 
to live comfortably in our homes and timescales for 
completing these improved. 
We developed digital & on-line self-service engagement 
systems for tenants to provide early support & intervention 
to assist with rent payments & benefits.  

WORKING ON
We will continue to develop the Neighbourhood Hub model 
as we rebuild services & tenant contacts after the pandemic, 
with Officers working to provide a more focussed tenant 
centred service with support to help sustain tenancies further. 
We will continue to deliver on the agreements set out in 2021 
to work collaboratively with West Dunbartonshire Council 
on the Rapid Rehousing Strategy & Section 5 Homelessness 
commitments.
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ACHIEVED

OUTCOME 13 
VALUE FOR MONEY

20

Rent lost due to 
empty properties 

Tenant satisfaction 
with overall service

Defined by the Scottish Housing Regulator as “Tenants, owners and other 
customers receive services that provide continually improving value for the rent 
and other charges they pay.”

Tenant satisfaction with 
value for money offered 

by rent

Gross  
rent arrears

2020
93

Scottish  
Average

89

82% 

2020
0.2

Scottish  
Average

1.4

2020
92

Scottish  
Average

83

76%

2020
5.35

Scottish  
Average

6.1

Satisfaction with 
factoring service

Average Management 
Fee per factored 

property

Average time to relet 
properties

2020
£41.80

Scottish  
Average

£103.10

2020
88

Scottish  
Average

65

2020
8.3

Scottish  
Average

56.3

1.6% 

5.8% 71.8 
Days

100% 

Rent  
collected

2020
101.9

Scottish  
Average

99.1

£41.30 88% 



SERVICE IMPROVEMENT ACTIONS

COMPLETED
We completed the Factoring Service Audit 
recommendations to improve continuity of service across 
Cordale & to implement a new factoring code of conduct. 

HIGHLIGHTS
The average factoring fee for owners reduced slightly on 
previous years & remains well below Scot Averages.
Risk assessments & service alterations were undertaken to 
ensure that key services continued to be delivered through 
the pandemic. However, despite this, there were some 
limitations on what could be undertaken, which did have a 
negative impact on satisfaction levels. 
Overall performance across key rent collection & arrears 
recovery indicators remained solid & lower than Scottish 
averages. 
Our rental income lost to empty properties increased on 
previous years & reflected the difficulties faced during the 
pandemic letting properties in our retirement complex at 
Waterside View.  
Cordale was able to consult on & implement an inflation only 
rent increase. 
We established a new process for engaging with owners 
where major repairs or improvements were required for 
mixed tenure blocks of homes.

WORKING ON
We will use the feedback from the large scale tenant 
satisfaction survey & tenants’ Covid experiences to review 
our approach to providing value for money from charges.
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ACHIEVED

HOW YOUR £ 
WAS SPENT 2020/21

22

Defined by the Scottish Housing Regulator as “A balance is struck between the 
level of services provided, the costs of the services, and how far current and 
prospective tenants and service users can afford them.

Tenants get clear information on how rent and other money is spent, including 
details of any individual items of expenditure above thresholds agreed between 
landlords and tenants.”

Rent increases below 
the Scottish average 
for 10 years.

100% 
of Rent 
Collected
This includes arrears  
from current & former  
tenants

Scottish  
Average

1.2

2020
2.7 Scottish  

Average

99.10.50.5%%
Rent 

Increase

2020
101.9

OUTCOMES 14 & 15 
RENTS & SERVICE CHARGES

18.1% Net Interest

17.8% Reactive & Cyclical Maintenance

3.8% Major Repairs & Component Replacement

45.5% Housing Management & Maintenance Administration

12.6% Service Costs

1.5% Stage 3 Adaptations

0.7% Other Wider Activities

2.2%

16.1%

1.7%

12.4%

16.0%

5.9%

1.5%

16.5%27.8%

18.1%

17.8%

3.8%

45.5%

12.6%

1.5%
0.7%
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This report is based on our performance from APRIL 2020 to the end of MARCH 2021.
This is historical performance data and has been published in October 2021

COMPLETED
Whilst a review & recommendations regarding actions 
to harmonise our rents was completed & reported 
by independent consultants. Wider consultation with 
tenants & implementation was deferred due to the 
Government’s Covid measures & restrictions. 

HIGHLIGHTS
Despite the Covid challenges, Cordale conducted 
an extensive review & consultation exercise of its 
rent policy & rent increase proposals. The process 
retained a detailed annual business plan assessment 
process, use of the SFHA Rent Affordability tool to 
assess affordability & actions to ensure that rents 
& rent increases remained comparable with similar 
organisations. This resulted in consultation on an 
inflation only rent & service charge increase for 2021 & 
maintained Cordale’s record of delivering a lower rent 
increase across the housing sector. 

WORKING ON
We will resurrect the consultation with tenants on plans to 
implement a new, harmonised rent structure and develop 
a Group Rent Affordability Statement.

SERVICE IMPROVEMENT ACTIONS

CORDALE HOUSING ASSOCIATION CHARTER REPORT 2020/21
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Cordale
(Cordale Housing Association)

01389 721 216

01389 721 216

01389 721 216

01389 721 216

01389 721 216

01389 721 216

Cordale Housing Association is the trading name of Cordale Housing Association Ltd

Registered Offi ce – 167 Main Street, Renton. West Dunbartonshire  G82 4PF.

Cordale Housing Association Ltd is a registered society under the Co-operative and Community Benefi t Societies Act 2014 – Reg. No. 2411R(S)

Scottish Housing Regulator Reg. No. HEP 259. Scottish Charity No. SC032859. Property Factor Registered No: PF00319

Information in other formats
If you have diffi culty in reading or understanding English and require 
help in translating or interpreting any information that Cordale Housing 
Association provides, or if you have other special requirements and need 
further help, please ask at reception or contact us on 01389 721 216.

BANGALI

Working in Partnership with

Contact Us
Cordale Housing Association
167 Main Street
Renton
West Dunbartonshire G82 4PF.

Monday to Friday 9am-5pm with the exception of 
every 2nd and 4th Wednesday or the month when 
closed from 9am to 12pm for staff training.

By Email: info@cordalehousing.org.uk
By Phone: 01389 721216

www.cordalehousing.org.uk


