
What a busy and sunny summer we have had! During the summer Level 0 saw most of our services resume and this continues as the 
Scottish Government moves “beyond level 0”.  As per the Scottish Government guidance we are proceeding with care & caution and we 
continue to work remotely, where possible and practical, with our office remaining closed to the public.  When we do need to visit you 
in your homes we will do this as safely as possibly, in line with the Scottish Government guidance at that time.
Looking ahead to autumn we are pleased to say our £1.4million planned maintenance investment programme for our existing home has 
restarted. We have details of the work to be and locations on page 4. 
Being able to contribute to the discussions and decisions about how Cordale invests in our homes and community has always been part of 
my motivation for being involved in Cordale’s Management Committee.  I’d like to make a personal appeal to all our tenants to seriously 
consider getting involved with the Committee.  Tenants’ voices and experience, like my own, can and do shape what the Association does 
and how it invests in our homes and community.  We need more local voices so please do get in touch and get involved.  There are more 
detail about what the Committee does and how to get involved on pages 2 and 3.
Best wishes, Martin Martin Walker, Chair
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Cordale you didn’t disappoint. In the last year and a half when the outdoor spaces near where we live have become even 
more important to us your gardens have looked lovely.  

We had advertised the competition as having 1st, 2nd and 3rd place prizes available for the title of “Best Gardens of 2021” but this proved too tricky! So we 
are delighted to announce first & second place winners in two catagories as follows

Judging was completed by Martin Walker & Margaret McCallion from Cordale’s Committee in early August along with Neighbourhood Officer Laura-Anne Hamilton

1st Prize  
31 New Cordale Road,  

Elaine McInnes

2nd Prize 
214 Main Street,  

Elizabeth Ann Thom

1st Prize  
14 Katherine Place,  
Veronica Hamilton

2nd Prize 
25 Back Street,  

Jean Beattie

Soft garden landscaping: Hard garden landscaping:
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Would you like to be part of our journey to provide “Homes 
and Services that Make Life Better”?
As part of our annual Committee Member recruitment process, we want to hear from current tenants who are interested 
in joining our Management Committee.

You don’t have to have any previous Management Committee or Board experience, we will provide support and learning to help 
you in your role.

The key criteria is a passion to deliver for our customers and make a positive difference to lives and communities. Your 
knowledge and experience of being a tenant of Cordale will be invaluable to ensure that we continue to maintain high levels of 
service that focus on our tenants and make the positive difference to lives and communities.

These posts are not paid but provide an excellent opportunity to develop your skills and knowledge on a personal level, enhance 
your CV and make a difference to your homes and local area.

What is involved?
  The Management Committee normally 

meets 10 times a year.
  These meeting are usually 2-2.5 hours 

 in length.
  There are also opportunities to attend 

conferences and training events.
  All new Committee members are 

provided with support by other 
members of the Committee and the  
Executive team.

How do you apply?
 If you are interested in this 

opportunity and want to discuss this 
further please contact a member of our 
Governance team by email: 
info@cordalehousing.org.uk

Homes and Services

that make life better.



GETTING TO KNOW YOUR COMMITTEE
Did you see our week of Getting to know your Committee on Facebook at the end of August? No, then pop on over to the website where you can 
read the interviews with our Committee Members. We asked them about their connections to Renton, background before joining the Committee and 
biggest motivations and achievements during their time on the Committee.
Go to https://www.cordalehousing.org.uk/149_ManagementCommittee.html and put faces and names to your Committee Members.
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£11million Planned Maintenance Programme 2021/22
In our last newsletter we wrote about a planned £1.4million budget for improving and maintaining our existing homes over the next two years.  
Our website has full details of what work is involved and where, up until spring 2022. We’ve included a snap shot below of the works and 
locations. For more details visit www.cordalehousing.org.uk 

REPAIRS: HOW WAS IT FOR YOU?
Once a contractor notifies us that your repair is complete we automatically send you a survey to find out about your repair 
experience. If we have an email address for you we will send the survey via email, if we don’t have an email address we 
will send you a text with the link to the 2 minute survey monkey questionnaire.

In a world where we see lots of fraudulent emails and text messages, we want you to know you can trust those from us relating to your repair and we would 
never ask you to confirm any sensitive or financial information through a survey. We really appreciate you taking 2 minutes to answer the short survey.

https://bit.ly/CHArepair

REPAIRS: THE LOCKDOWN BACKLOG CLEARED
We were delighted in June to have cleared the backlog of repairs from lockdown, less than 2 months after the repairs service resumed.  
Thank you all for your patience while we worked hard to catch up. We are delighted to be back to our normal response time targets for 
emergency and non-emergency repairs.

You can report a repair by: 

Log in to your Connect app

ESTIMATED DATES TYPE OF WORK WHERE

Aug-21 Mechanical Ventilation Fan 
Upgrades

Phase 6 (Back St - evens; Grant Cresco; McGregor Lane) and Phase 7 (Back St - odds; 
King St)

Aug-21 Kitchen Replacements Area B (Thimble St) & Part Phase 8 (Burns St; Waterside Pl) - properties remaining in 
suspended contract

Oct-21 Window and External Door 
Replacements

Phase 1 Refurb; 216-222 Main Street

Jan-22 Window and External Door 
Replacements

Phase 1 New build (PARTIAL - doors carried over into 2022/23) - Gallagher Way; 
Jackson Place; New Cordale Road

Sep-21 Bathroom Replacements Phase 1 Refurb; 216-222 Main Street

Oct-21 New Bin Store Phase 1 Refurb; 216-222 Main Street

Sep-21 Play park Upgrades Phase 2 New build (Cordale Ave; Wylie Place) and Phase 6 (Back Street - evens; Grant 
Cresco; McGregor Lane)

Apr 21 - Feb 22 Smoke/Heat detector upgrades Various Properties

 info@cordalehousing.org.uk0800 678 1228
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GAS SERVICING: WHY IT IS IMPORTANT
In our last newsletter we’d written an article about the importance of gas servicing and our legal duty to 
complete gas servicing in every property, every year. This issue we have put together some of the most 
frequently asked questions by tenants about gas servicing covering why it is needed, why it is important & 
what you need to do.

Q: I have forgotten to reply to the letters from the 
contractor, what can I do?

A: Phone our Customer Solutions Team on 0800 678 1228 and we will 

reschedule for you. Please call as soon as possible, so we can ensure your 

gas installations are operating safely.

Q: Why do you need to carry out a gas safety check?

A: It is the law that your landlord has to carry out a gas safety check 

every year to ensure your home is safe.  We want you, your family and 

your neighbours to be safe. Over 4000 people become ill and around 30 

people die each year from carbon monoxide poisoning.

Q: I know the date of last year’s service it is weeks 
before it is due why are you contacting me now?

A: We need to carry out the safety check far in advance of last year’s 

date to make sure any problems are resolved so you have a safe system 

before the date the service is due. This makes sure you have a safe 

system and that we have 100% of systems serviced by the due date.

Q: I’m busy, how long will the service take? 

A: If everything is OK with your system it should take between 40 

minutes and an hour. If we find something wrong that needs repaired it 

will take longer. We will try and find a time that suits you. We can avoid 

the school run if you let us know. If it’s difficult for you to be there you 

could leave a key with someone you trust.

Q: I have received texts, emails, phone calls, letters, 
I feel I am being hassled?

A: We are sorry if you feel you are getting too much contact from us, but 

the nearer it gets to the date it is due the more effort we need to put in 

to get hold of you. The sooner you make and keep an appointment the 

sooner we will stop trying to contact you. Please call us 0800 678 1228.

Q: I don’t use my gas, why do you need to service it?

A: Your gas system needs serviced every year whether you use it or 

not. There could be a problem with the flue or something else that you 

aren’t aware of and we want to make sure you are safe. Your safety is 

important, that’s why this is a legal requirement.

Q: I don’t have credit on my gas or electric meter, is 
this a problem?

A: Yes, it is. If you have a prepayment meter we need you to have credit 

on both your electric and gas meter for us to carry out your service. If 

you are having difficulty call us on 0800 678 1228, we can help. Citizens 

Advice also has some fantastic support and advice at https://www.
citizensadvice.org.uk/scotland/consumer/energy/energy-supply/

Q: What happens if I don’t arrange access?

A: Unfortunately, if you do not contact us, and the expiry date of the 

safety check is soon we will have to send you a 24 hour notice to let you 

know we will have to force access to your property to service the system 

or cut off your gas supply. If we have to cut off your supply this means 

you will have no heating and hot water. Your tenancy agreement allows 

us this right. You may have to pay for the cost of this action. 

This is a last resort and we do not want to have to cut off anyone’s gas 

supply or force entry to their home please make sure you get in touch 

with us to arrange your appointment.

HELP US KEEP 
YOU SAFE

If you’ve had a letter from us 
about your gas service and 

the date isn’t suitable

CALL US to reschedule
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GET CONNECTED Search #CHA-CHAGroup to download the app or 
type http://bit.ly/chaconnect into your internet browser

Cordale are insured for the structure of your home but your contents (i.e. your belongings) are not insured as part of your tenancy agreement. 

Contents insurance is designed to help protect your possessions. No matter how careful you are, there’s always a risk that your belongings could be broken, damaged or stolen so 
home contents insurance can help provide peace of mind.

To help you decide whether home contents insurance is right for you, Cordale have teamed up with Thistle Tenant Risks and Ageas Insurance Limited who provide specialist Tenants 
Contents Insurance policies.

This home contents insurance scheme can offer you insurance for the contents of your home including cover for items such as furniture, carpets, curtains, clothes, bedding, electrical 
items, jewellery, pictures and ornaments.

How do I get further information?
 Call us on 0800 678 1228

  Ask your local housing officer for an application pack.

 Call Thistle Tenants Risks on 0345 450 7288

Have you got Home Contents Insurance?

Thistle Tenant Risks is a trading style of Thistle Insurance Services Limited. Thistle Insurance Services Limited is authorised and regulated 
by the Financial Conduct Authority FRN 310419. Registered in England under No. 00338645. Registered office: Rossington’s Business Park, 
West Carr Road, Retford, Nottinghamshire, DN22 7SW. Thistle Insurance Services Ltd is part of the PIB Group.

Our Data Protection Privacy Policy is online at https://www.thistleinsurance.co.uk/Privacy-Policy

IAlternatively, please visit the 
www.thistletenants-scotland.co.uk 
for more information or to request a 
call back.

Congratulations & Good Luck to Renton’s Primary 7s
As term time drew to a close across Scotland at the end of June we were delighted to be able to send a graduation gift to every Primary 7 pupil 
in Renton to help them on the next step of their educational journey at secondary school. In total Cordale gifted 25 scientific calculators to the 
Primary 7 pupils at both St Martin’s Primary School and Renton Primary School. 

On behalf of everyone at Cordale we’d like to wish them the very best of luck as they start secondary school. 

At the end of August we presented Renton Veterans Bowling Club with a donation of £300 to support the organisation’s Covid response effort.

Martin Walker, chair of Cordale Housing Association’s Management Committee, and Margaret McCallion vice chair presented the cheque to Mary Feasby, Treasurer of the Renton 
Bowling Club, on a gloriously sunny day.

On handing over the cheque Martin said “Covid has had a huge impact on all communities and has been exceptionally hard for so many. Cordale Housing Association are 
delighted to be able to support local organisations admirable work providing Covid response and support to the local people of Renton with this donation.”

Mary Feasby, Treasurer of the Renton Veterans Bowling Club accepted the cheque and said “On behalf of everyone at Renton Veterans Bowling Club I’d like to thank Cordale 
Housing Association for their generous donation which will help our Covid response and local community massively.”

Donation for Renton Veterans  
Bowling Club’s Covid Relief Fund
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STAGE 1:
You will see this page The following page 

will be displayed

STAGE 2: STAGE 3:
The following page 
will be displayed

Connect gives you access to 
your tenancy day or night 

via a free app or by 
visiting the weblink. 

With Connect you can
 Check rent balance
 Make rent payments
 Report anti-social behaviour
 Report and schedule repairs

 Make a request
 Create a budget
 Create an arrears payment plan
 Update your details
 Send us a message

What is ?
GET CONNECTED Search #CHA-CHAGroup to download the app or 

type http://bit.ly/chaconnect into your internet browser
3 simple stages to set up a Connect log in
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pphhoottooss  ttaakkeenn  

oovveerr  aa  5 wweeeekk  

ppeerriioodd  ffrroomm  

1 ttoo  30  JJuunnee    

  

jjuusstt  sshhoowwss  

wwhhaatt  

vveeggiiee  ppllaannttss    

ccaann  ddoo    

iinn  aa  mmoonntthh  !! 

Summertime is most definitely here! - hot + sunny - and the vegie plants are growing well in the community 
garden. Here’s some ‘time-lapse’ photos showing one of the planter beds that was filled with compost in mid 
May - seeds sown a week later. The 5 rows shown are:-  spring onion + spinach + kale + spinach + spring onion. 

 

it makes a very green display when the plants are ready to eat - which is anytime now ! 

if you’d like to join in - please contact 
the garden co-ordinator at:  

robert.harold@caledoniaha.co.uk  
 

(june 2021) 
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sshheedd  eerreecctteedd    &&    fflloowweerrss  bblloooommiinngg  

if you’d like to join in - please contact the garden co-ordinator at:  
robert.harold@caledoniaha.co.uk   (july 2021) 

a new garden shed has been 
donated & erected by 

QTS Contracts Ltd. 

It is a very good size garden shed - not 
too large & not too small - and placed 
in the corner of the garden will be a 
great storage space while also in 
keeping with the garden layout - 
thanks to: 

Muckhart Road, DUNNING 
Perthshire, PH2 ORL 

flowers in the 
community 
garden 

last month the 
emphasis was on 
vegies - but this 
month some of the 
flowering plants 
have come into 
their own 



Stage 1 Complaints received 14
Stage 2 Complaints received 1 
including escalated stage 1 complaints

2.2 days 

STAGE 1 
AVERAGE 

TIMESCALES

25 days 

STAGE 2 
INCLUDING 

ESCALATED STAGE 1 
COMPLAINTS 

14

1

15

TOTAL NUMBER 
OF COMPLAINTS 

RECEIVED

COMPLAINTS, COMPLIMENTS
& COMMENTS3       ’s from January to March 2021

Full details on Cordales’s Complaints Procedure, 
including details about how to complain 
and details of support agencies available 
to you in making a complaint can be found 
on our website in the about us section at 
https://www.cordalehousing.org.uk/223_
Complaints.html

Repair 7
Staff 1
Service 4
Decision 1
Policy 1
Procedure 1
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Stage 1 Complaints completed 13
Stage 2 Complaints completed 1 
including escalated stage 1 complaints

13

1

14

TOTAL NUMBER 
OF COMPLAINTS 

COMPLETED
TYPE OF 

COMPLAINTS

Upheld 6 43%
Partial 4 28.5%
Not upheld 4 28.5%

28.5%

 TOTAL NUMBER 
OF COMPLAINTS 

UPHELD

28.5%
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1

43%

1

4

1

Equality, Diversity and Inclusion Policy and Charter Review
We want to ensure that no one is discriminated against, whilst receiving a service or working 
for us, due to any specific characteristics that are outlined in the Equality Act 2010. These specific 
characteristics are: age, disability, gender reassignment, marriage and civil partnership, pregnancy 
and maternity, race, religion or belief, sex and sexual orientation. We also aim to ensure that no 
one is unfairly treated due to their socio-economic status, which relates to income, educational 
background, and employment.

To achieve this we have been reviewing our Equality, Diversity and Inclusion Policy and developing a new Charter that details how 
we ensure everyone who we interact with is treated fairly and appropriately to their individual needs. 

Thank you to everyone that responded to our consultation on this in late July and early August.  We have included your feedback 
into the policy and charter which are now with our Committee for approval at their August meeting.

AGM
Our AGM will be held again this year as a virtual 
meeting on 14th September 2021.

This key event in the Governance calendar is the point at 
which Association members are presented with the Annual 

Reports and Accounts, and the election of the respective 
Governing Bodies takes place.  

We are actively seeking new tenant Board Members – please 
see page 3 for more information or 
mail info@cordalehousing.org.uk if you are interested.

Our Annual Report and Accounts will be available on the 
website from 14th September.

93

7

TOTAL NUMBER 
OF COMPLAINTS 
COMPLETED ON 

TIME

Total complaints
responded to on time 93%
not on time 7%

1



17.1 
days 
Our average

relet time

3%
OF PROPERTIES 
BECAME VACANT

Target

<30
days

Relet in an 
average 
time of 
58 days

EMERGENCY
REPAIRS

2.5
HOURS
Average

completion time

Target

< 4 hrs

NON
EMERGENCY

REPAIRS

3.6
WORKING DAYS

Target

< 8 days

A Summary of our Performance from January to 
March 2021 when services were impacted by COVID 
restrictions.How Did We Do?

74% 
SATISFACTION  
WITH REPAIRS  

SERVICE

Target

>85%

100%
ASB cases resolved on time

NEW 
PROPERTIES 
COMPLETED

115% of rent collected 
(in full year, including arrears paid)

Money Matters…

0

Target

>85%

Average
completion time
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93%
reactive repairs completed 

right first time 

Target

>70%

SCOTTISH GOVERNMENT 5 YEAR REVIEW OF THE CHARTER
The Charter was introduced in 2012 setting out standards and outcomes that all social landlords should be achieving. The Charter is reviewed every 5 years and this year 
during June & July TIS & TPAS hosted a number of online consultation events on behalf of the Scottish Government to allow tenants and Housing Associations to give 
their views on if the charter needs any adjustments and changes. We will keep you updated with any changes as a result of the consultation.

TIME TO CHARTER OUR PERFORMANCE
Each year, at the end of October, we report to tenants and other stakeholders on our performance in delivering the Outcomes and Standards detailed in the Scottish 
Social Housing Charter.  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.  We’ll soon provide further 
information about how you can get involved in shaping the report… watch out for further details!

In the meantime, a copy of our Annual Return on the Charter for 2020/21, which was submitted to the Scottish Housing Regulator at the end of May, has been published 
to our website.  Visit https://www.cordalehousing.org.uk/159_Performance.html  for more information.  This contains our key performance results for the year - if you 
have any comments or questions about these, please get in touch.

FOR ALL OUR LATEST NEWS FOLLOWS US
@CordaleHA @ CordaleHousing



Please contact us for a translation.

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

Registered Office – 167 Main Street, Renton, G82 4PF

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

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

Out Of Hours Emergency 
Service:
0800 783 7937 Provided by BR24.

PLEASE  DO NOT CALL THIS NUMBER 
FOR A ROUTINE OR OTHER NON-
EMERGENCY REPAIRS.

member

Contact Us
Cordale Housing Association
167 Main Street, Renton, G82 4PF

Monday to Friday 9am-5pm
   01389 721216 

 info@cordalehousing.org.uk
www.cordalehousing.org.uk

@CordaleHA      @CordaleHousingFollow us on


