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RENT MATTERS

Why does my rent matter? – it allows us
to provide our tenants with good quality
homes and services.
If you are having trouble with keeping up with your rent
or a rent payment arrangement you need to talk to us.
We can help you get back on track.
We understand that anyone can have a change
in circumstances such as a spell of sickness or
unemployment which can affect their ability to pay rent.
If this happens to you, you need to contact us straight
away. Contacting us to discuss your rent account couldn’t
be easier and our staff are only too pleased to deal with
this at the earliest possible stage, so don’t delay talk to us
and help us to help you
Does missing my rent payment affect other tenants?
- Keeping our rent arrears as low as possible helps us
to keep all rents for tenants at affordable levels and
ensures that tenants who pay their rent promptly are not
subsidising those who do not.
Can I lose my home if I’m in rent arrears? – Sadly yes,
but this will only happen if you are not communicating
with us, if you are not sticking to agreed payment plans
and if you fail to advise us of a change in circumstances
that affect your rent payments. Remember, your home is
one of the most important things in your life and paying
the rent each month has to be your top priority and if
you don’t pay your rent you could lose your home.
Make a commitment to Cordale and ensure that paying
your rent on time is your top priority – after all having
nice things won’t mean much if you have no home to
put things in. We never want to see a tenant getting into
arrears that could affect them or their Tenancy. So talk to
us - we can help.
If I work hours that don’t fit in with getting to the Post
Office to pay my rent is there other ways to pay? – Yes
there is. Paying your rent couldn’t be easier and we offer
a number of convenient ways for you to pay your rent.
If you need a new ALLPAY card let us know at the office.

We can arrange this for you. We’ve also provided you with a guide
on where and how you can pay.
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.
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 0800 678 1228 to arrange this, having
your bank details to hand.

Rent is due on the 28th of each month. However, if you wish to
pay weekly, fortnightly or 4 weekly please contact any member of
staff who will happily calculate the correct amount and dates to pay.

Inside:

• Money Advice Service
• Garden Competition
Winners 2014
• Your Estates Team
• Investing in our
Properties
Our office is closed for public holidays on:
Friday 26 September 2014
and Monday 29 September 2014
(see back page for further details)
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MONEY ADVICE SERVICE

IT’S GOOD TO TALK WAYS TO CONTACT YOU

The service is free, Confidential and Independent they can offer you professional
and unbiased information to help you make the most of your money.

MONEY ADVICE SERVICE
APPOINTMENTS AVAILABLE
THURSDAY MORNINGS
AT CORDALE HA
1 RED ROW RENTON G82 4PL
Please speak to a member of staff at the office or telephone us for an
appointment.

RENT LEVELS

In line with Partnership commitments set out by Caledonia and following a period
of tenant consultation, Cordale have increased all rents by 2.7% from 1st October
2014.This means that in real terms the increase is substantially less than inflation.
As it’s not going to be reviewed again until 2016, great news that this increase
cover a full 18 month period.
It is also worth noting that West Dunbartonshire Council applied an increase for
2014/15 of 7.63%.
To demonstrate the value for money our rents provide we’ve shown a comparison
to other local housing providers and our Glasgow counterparts. The table clearly
demonstrates that the rent increase applied is significantly lower than that of
other local housing providers.

There are many times when we have tried
to contact our tenants and owners, but we
do not have up to date mobile or landline
numbers and we are unable to speak to
you or text you. This means that you might
be missing out on information which is
really important for you. Obviously we
need to have as much contact information
as possible for you such as:
•

Mobile number

•

Landline number

•

Email address

•

Work telephone number and email
address

You can update your contact details in the
following ways:
•

Call into the office where we’ll
happily update your contact details
whilst you wait it will only take a few
minutes

•

Telephone us on 01389 721216
where a member of staff will take
your details and update our records.

•

Email us at info@cordalehousing.
org.uk with all your contact details

•

Message us on facebook

•

If you do not have access to a
telephone we can take the number
of a friend or relative who would be
happy for us to contact them on your
behalf.

Average rents

Your rents also ensure that Cordale is able to operate and cover all the running
costs it takes to provide the services from the local office. This year from the
budget raised from rents here’s how we breakdown costs:

Repairs and Maintenance 		
Loans and housing costs		
Staff and running costs		
Provision for bad debts and voids		

HOUSING BENEFIT

22%
34%
40%
4%

If you are a tenant currently receiving Housing Benefit, the Council will pay this
directly to Cordale on your behalf. However, you must remember to notify the Council
of any changes in circumstances if you are in receipt of this benefit as this could affect
any entitlement to Housing Benefit and how much is paid to Cordale.
Also if you have an outstanding Housing Benefit claim it is your responsibility to
pursue the Council to ensure that the claim is processed and that you contact them
regularly to check the progress. It’s also important that you keep us posted on any
information they provide you with. Housing Benefit can be contacted at
Housing Benefit Department
West Dunbartonshire Council, Garshake Road, Dumbarton G82 3PU
Telephone: 01389 737163 Email: benefits@west-dunbarton.gov.uk

Remember the more ways we have to
contact you the less likely you will miss out
on all the news, information and updates
we provide.
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TIDY GARDENS

For the majority of our tenants their gardens are something
to be very proud of and require a lot of care and attention.
Their grass and hedges are cut on a regular basis and some
of the floral displays are stunning. Cordale would like to
thank the tenants that do care for their gardens. It provides
so much pleasure for everyone.
However, for various reasons others simply don’t have the
time to go to such lengths but it is still important to ensure
that your garden is kept to an acceptable standard.
Now that Summer is gone, you may want to start on some
autumn tidying and cutting back to prepare your garden for
the winter months and to keep the appearance neat and
tidy.
We all appreciate the importance of being able to live in a
clean, tidy and well maintained environment that we can all
be proud of. As you will be aware the Association runs an
annual garden competition perhaps you can start getting
your garden in shape for next year’s competition.

GARDEN
COMPETITION

Maintaining your garden is an important part of ensuring
that you and your neighbours are proud of the area.
Here is what the Association expects of tenants with gardens:
• Keeping the grass and hedges cut regularly
• Keeping the garden litter free and no bulk items
stored in view
• Keeping the garden free of weeds including paths
and mono block areas
The Associations staff regularly inspects the area to check
tenants’ gardens and common areas to ensure that these are
well maintained. We will contact tenants who have untidy
or unsightly gardens so that they can be brought up to an
acceptable standard within an agreed timescale. Remember
if you don’t maintain your garden to an acceptable standard
you are in breach of your Tenancy Agreement. We do ask that
all tenants co-operate with us not only because you have an
obligation to do so but to take a pride in the neighbourhood
and to keep it pleasant for all.

2nd 2nd

1st

PRIZE PRIZE

PRIZE

2014

Yes it’s that time of year the
excitement mounts as we
announce the winners of this
year’s garden competition.
This year the competition was
judged by local entertainment
celebrities Lenny Moore and Myra
McLean both aged 75. They have
for the last 45 years provided
entertainment
to
Erskine
Veteran’s and many other elderly
nursing homes throughout the
West of Scotland. It was a pleasure
to meet them both as they talked
us through their many charitable
acts all done in the traditional
Scottish kilt. Myra told us that
many of the homes they visit
resident’s have dementia in and
the singing they provide allows
them to reminisce of songs of a
time gone by. Myra and Lenny we
take our hats off to you both.

Myra and Lenny chose the following gardens
SOFT LANDSCAPE
1st Prize Mr & Mrs Young, Back Street
Prize £30
2nd Prize Mr & Mrs Hopkinson, Cordale Avenue Prize £15
HARD LANDSCAPE
1st Prize Mr & Mrs Easdale, Cordale Avenue
2nd Prize Mr McFarlane, Main Street

Prize £30
Prize £15

BEST CLOSE WINNER IS
224A Main Street
Thank you to everyone involved and remember next year we will be
expecting even more competition.

1st

PRIZE

2nd

PRIZE
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YOUR ESTATES TEAM

Did you know that as well as keeping the Estate in tip top
condition the Estates Team are part of an employability
project which over a 12 month period provides
employment and training up to 8 young people from the
local area on a rolling basis.

A lot of time and effort and money go into this valuable
resource and many of the young people involved go on
to find full time employment based on the training and
disciplines they receive during their time with us.

We are getting ready to receive a further new batch of
intakes and each newsletter we are going to focus on one
of them and update you with their progress.
So the next time you see the Estates Team out and about
working in your area remember the importance of the
opportunities this is creating for them.
Also if you are aware of any young person who could
benefit from this please get them to call into the office
and we will provide them with contact details of the
organisation running the scheme.

MEET YOUR ESTATES TEAM

Duncan Thomson

Estates Supervisor, Duncan
is responsible for managing
all of the Estates Team and
ensures that on a day to
day basis they are carrying
out all their duties in and
around the Estate.

Mark Kelly

Estates Assistant Mark is
employed on a full time basis

Estates Assistant Connor
is employed on a full time
basis

Aiden McFetridge

Estates Assistant Aiden is
part of the Community Jobs
Fund and will be with us
until December 2014

A SUCCESS STORY
John Kennedy

Estates Assistant John is
employed on a full time basis

Gary McLachlan

Estates Assistant Gary is
part of the Community Jobs
Fund and will be with us
until December 2014

Connor Dady

Connor McGinty

Estates Assistant Connor is
part of the Community Jobs
Fund and will be with us
until December 2014

Richard Stewart Estates
Assistant is part of the
Community Jobs Fund and
left us on 5th September
2014 to commence work
as an apprentice painter
with Baxter & Gillespie.
It is very gratifying for us
to hear of the youngsters
with us who secure full
time employment with
prospects. Richard was an asset to the Estates
Team and he will be missed, but we all wish him
every success and hope that he keeps in touch
with us on his progress.
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COMMITTEE AND STAFF
ESTATE WALKABOUT

In order to keep the estate well maintained every 2 months the Staff
and Management Committee carry out a full inspection of all the
common areas in and around the estate. This allows us to discuss areas
where action is required or to agree future work plans for the Estates
Team. The Management Committee feel that is of vital importance and
they also like to see how well the Estate is being maintained.
During our recent walk about on 28th August 2014 the Management
Committee were delighted to note that the area was looking extremely
tidy, gardens generally in good condition and that the properties look
well maintained and cared for.
The Management Committee met with a few tenants and discussed
issues in the area and also got some feedback on the services provided
by the Association. Below are some of the pictures and comments
from tenants.
It’s always a pleasure to hear tenant compliments and we have passed
the compliments on to all our staff. Keep up the good work Cordale.

COMPLAINTS

Why we’re never too
old to learn

In a recent newsletter we highlighted the new
complaints procedure we put in place. This new
complaints handling system allows us to not only
take your complaint and investigate it but also
to ensure that we make service improvements
because of them. Simply, anyone can make a
complaint to us including a representative of
someone who is dissatisfied with our service.
We can also provide you with help to make your
complaint.
For every complaint we receive that is upheld
we consider if this requires us to make service
improvement because of this. Over the coming
months we will highlight a case study of an actual
complaint received that is upheld and one that
provided us with an opportunity to put a service
improvement in place because of it. We think that is
essential that our tenants share in these outcomes
and understand that we are fully committed to
providing you with the highest levels of service.

THE COMPLAINT - Service issue
Contractor not attending
A tenant called the office to advise she was unhappy
that a report had been notified to the office 5
weeks previously regarding a fault with boiler and
that no one has made contact. The tenant advised
that they had to keep resetting the boiler.

“Happy with service, always willing to help”
Mrs Elizabeth Hay

“Brilliant Service, staff helpful”
Ms Mary Hall

HOW WE HANDLED THIS
An immediate apology was offered to the tenant
and the Association advised that they would get the
Maintenance Officer to investigate and contact her
the next working day. In the meantime they would
obtain the job history report from Contractor and
Cordale’s IT system regarding boiler repairs for the
property. As the tenant had been inconvenienced
the Association instructed an independent quality
check of the heating system and also that the
original Contractor would attend during this visit
also to ensure all works were carried out as required.
The tenant as well as receiving a verbal apology
was provided with a written acknowledgement of
her complaint on the same day of her report.

SERVICE IMPROVEMENT
All repair orders are now checked on weekly job
report to ensure that they are completed within
timescale.
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INVESTING IN OUR PROPERTIES

How Cordale is upgrading our housing stock
Phase 3 New Build Boiler and Kitchen
Replacement Contracts.

“Absolutely delighted with the new boiler
installation, contractor was excellent,
friendly and tidy, noticed a difference with
my heating already.”
Isabel McNaught, Cordale Avenue

With regards to the kitchen replacement programme, we
are in the final stages of selecting the successful contractor.
Once selected, each of the 43 properties tenants will have
the relevant 3 option choice of kitchen finishes with all
dimensions, access and required provisions established
prior to works commencing. Surveys have already
begun within selected properties and again the increase
in activity has been greatly received by tenant (insert
photograph)
Works are now progressing well with regards our Boiler
and Kitchen Replacement Contracts for 2014-15. BRB
Electrical Limited have been successful in securing the
Boiler replacement Programme throughout 34 properties
within Cordale’s stock. These works will give our tenants
warmer and more energy efficient homes to live in.
Cordale are delighted with the progress of this contract
and the feedback already received from tenants has been
excellent.

“Excited the works are due to begin,
delighted with the kitchen options
available, the service and information
received has been brilliant.”

Margaret McEwan, Cordale Avenue

“Excited the works are due to begin, delighted with the
kitchen options available, the service and information
received has been brilliant”
Property Address table
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Electrical Testing and Smoke Alarm
Replacements
Following last year’s successful smoke alarm upgrade’s
and electrical testing programme, Cordale are delighted
to confirm we are still on schedule for the above works to
be carried out within Phase 7 New Build’s properties (King
Street – Back Street). We will also be commencing with
Carbon Monoxide replacement to the properties situated
within Area B (Thimble Street).
The programme is scheduled to be complete between
January – March 2015.

Cyclical Works
MITIE Property Services have been successful in securing
the External decoration work which will be carried out
between 216A-222 Main Street and will also include the
external timber painting work from Phase 2 New Build
through to the end of Phase 3 New Build.
MITIE aim to have the works complete within a period of
8 weeks (weather permitting)

Before

After

NEW CORDALE
WEBSITE LAUNCHED

WE ARE LIVE!

Cordale, has launched their new website giving tenants and customers
access to a whole suite of housing information.
Cordale Housing Association’s new website boasts a modern, colourful,
easy layout design and is divided into easy to navigate sections
including; Information for Tenants, How to Apply for a House and New
Developments. Each page provides detailed information on all aspects of
the organisation’s functioning.
Designed in collaboration with MTC Media, and based on a similar
framework to their partner’s website, Caledonia, the Cordale website
is devoted to providing up to the minute material to its tenants and
customers. The customer-focused website offers special features such as,
a database of publications for download and an intelligent search facility
which allows customers to find information fast. In addition, tenants can
now report a repair, using a new online system, which is very easy to use
and guides tenants through a step by step process.
Isabel Barr, Chair of Cordale Housing Association said, “In order to move
forward in how we communicate with our customers, intensive thought,
focus, evaluation, planning and commitment have gone into our website
design project. We think we’ve produced a great looking site, which will
provide a valuable resource for tenants, residents and anyone else who
wants to access our services or find out what Cordale is all about. The site
has been built to the very highest accessibility standards, which we felt
was particularly important in view of our wide customer base.”
Keep up-to-date with all the latest news from Cordale by following
them on Twitter and Facebook. Visit: www.cordalehousing.org.uk

Office Closure for Public Holidays

Our office is closed for public holidays on:
Friday 26 September 2014 and Monday 29 September 2014
Should you require emergency out of hours repairs please
contact the following emergency contractors:
No hot water, central heating and boiler repairs
City Technical Services 0844 579 6493
Smell of gas in your property
National Grid 0800 111 999
All other emergency repairs
Carillion 0845 930 3031
Please only use these numbers in a REAL emergency – any other
non-emergency repairs should be reported to our office when we
reopen on Tuesday 30 September 2014. If you call out an emergency
contractor for a non-emergency you may be recharged for the call out
fee.
Office Mobile
A member of staff will be on call during the holiday weekend in the
event any of our tenants experience trouble contacting our emergency
contractors. If you have an emergency repair but are unable to contact
our emergency contractors please contact our office mobile on 07974
745 462.
Please keep this newsletter handy.

