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NEW HOUSING CHARTER 
FOR A SAFER, 

STRONGER SCOTLAND

“Putting people first, regenerating communities, creating opportunity and building the future together”

In April the Scottish Government launched a new charter
which will set the standards for all social landlords in
Scotland.

The Charter is designed to ensure that all tenants can
expect a certain quality and value of service from all
social landlords – both housing associations and local
authority.

The new Charter is the result of a lengthy consultation
process by the Scottish Government, which involved
Cordale tenants who participated in a telephone
survey conducted by the Tenants’ Participatory
Advisory Service last year.

The Charter will provide a basis for the Scottish Housing
Regulator to assess and report on how well landlords are performing and sets 16
outcomes for social landlords to achieve. 

The outcomes will help tenants see how well their landlord is performing and will
ensure that future government funding in new social housing only goes to landlords
that perform well.

See the outcomes on page 2

See inside for…
• Can we help?

• Our Report Card

• Become a Member

The Scottish Housing Regulator
are the independent regulator
of RSLs and local authority
housing services in Scotland.
They were established on 1
April 2011 under the Housing
(Scotland) Act 2010. The SHR
have one statutory objective, to:

"safeguard and promote the
interests of current and future
tenants of social landlords,

people who are or may become
homeless, and people who use
housing services provided by
registered social landlords
(RSLs) and local authorities".

For more information please visit
www.scottishhousingassociation.gov.uk

GAS SERVICING 
The Association has a number of properties which are due for servicing
soon.  Could you please allow access to our Contractor to have the annual
service completed?  The Contractor, City Technical Services, will contact
you to let you know when they will be visiting you.  Please note it is a
condition of your tenancy agreement to allow access. Your assistance is
much appreciated.

Our Newsletter can be
downloaded from our
website as a PDF file for

viewing using 
Adobe Acrobat Reader.

On request, it can be made
available as an audio tape,

in Braille and can be
provided in languages other

than English.  

We welcome your
comments, suggestions,
contributions and letters.
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“Putting people first, regenerating communities, creating opportunity and building the future together”

The outcomes as set out in the Charter are as
follows:-
• Equalities
Social landlords perform all aspects of their housing
services so that 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.

• Communication
Social landlords manage their businesses so that 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.

• Participation
Social landlords manage their businesses so that tenants
and other customers find it easy to participate in and
influence their landlord’s decisions at a level they feel
comfortable with.

• Quality of Housing
Social landlords manage their businesses so that tenants’
homes, as a minimum, meet the Scottish Housing Quality
Standard (SHQS) by April 2015 and continue to meet it
thereafter, and when they are allocated, are always clean,
tidy and in a good state of repair.

• Repairs Maintenance and Improvements 
Social landlords manage
their businesses so that
tenants’ homes are well
maintained, with repairs and
improvements carried out
when required, and tenants
are given reasonable choices
about when work is done.

• Estate Management, Anti-social Behaviour, Neighbour
Nuisance and Tenancy Disputes 
Social landlords, working in partnership with other
agencies, help to ensure that tenants and other customers
live in well-maintained neighbourhoods where they feel
safe.

7, 8 and 9 Housing
Options
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

10. Access to Social Housing
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.

11. Tenancy Sustainment 
Social landlords ensure that 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.

12. Homeless
People
Local councils perform their duties on homelessness so
that homeless people get prompt and easy access to help
and advice; are provided with suitable, good-quality
temporary or emergency accommodation when this is
needed; and are offered continuing support to help them
get and keep the home they are entitled to.

13. Value for Money 
Social landlords manage all aspects of
their businesses so that tenants, owners
and other customers receive services
that provide continually improving value
for the rent and other charges they pay.

14 and 15. Rents and Service Charges
Social landlords set rents and service
charges in consultation with their tenants
and other customers so that:

• a balance is struck between the level of services 
provided, the cost of the services, and how far current and 
prospective tenants and other customers can afford them

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

16. Gypsies/Travellers
Local councils and social landlords with responsibility for
managing sites for Gypsies/Travellers should manage the
sites so that they are well maintained and managed.
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GET INVOLVED
We have a range of policies and would like to involve
tenants and service users when policies, which affect them,
are due for review, such as Allocations Policy, Rent Policy,
Repairs and Maintenance Policy and Estate Management
Policy, Customer Care Policy, etc.

The Association is currently reviewing its Customer Care
Policy and if you would like to be involved in review of this
policy or any other policies please contact Julie Montague on
01389 721216 or by email
JulieMontague@cordalehousing.org.uk. 

“Tenancy Sustainment is about preventing a
tenancy from coming to an early end by
providing the necessary information, advice and
support for tenants to be able to maintain their
tenancies.”

At Cordale Housing Association, we recognise
that it is our duty to provide more than “just a
set of keys” and is part of our ethos of building a
sustainable community to assist tenants when
faced with difficulties.

Assistance from the Association could include:

• Facing financial hardship and at risk of falling 
into rent arrears

• Family breakdown or other changes in 
household

• Illness or disability that requires some support

• First time tenancy

• Assistance with budgeting skills

• Assistance with utility costs and other services

The Association is in the process of pulling
together its very own Tenancy Sustainment
Strategy and would be very interested in hearing
your views on what services or assistance we
could possibly provide that would help our
tenants with their tenancy.  

If you feel that you have faced any difficulties in
sustaining your tenancy and could benefit from
the assistance of remaining in your home or you
would like to be involved with the consultation
of our Tenancy Sustainment Strategy, please
contact Yvonne Reilly, Housing Services Officer
on 01389 721216 or by email
YvonneReilly@cordalehousing.org.uk. 

CAN WE HELP?



Estate Management Performance as at 30 June 2012

Number of closes in good condition 
Tenants who live in a common close have a duty, as outlined
in their tenancy agreement, to maintain the common areas in
the close.  Here are the results for the last quarter for the 18
closes the Association manages.

Number of gardens in good condition 
Tenants who live in a house with their own garden(s) have a
duty, as outlined in their tenancy agreement, to maintain their garden.  The Association makes available garden tools to hire free of
charge in order to assist tenants with this.  Here are the results for the last quarter for the gardens within the Association’s housing
stock.

Target Actual  (in condition as per tenancy agreement)

100% 94%

Target Actual  (in condition as per tenancy agreement)

100% 94%

April to June 2012

Number of Complaints Received 10

Number acknowledged within same day 10

Number responded within 5 working day target 10

Status of complaints All Complaints Closed
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OUR REPORT CARD 
Rent Management 
Managing rent arrears remains a priority for the Association.  Close working relationships with other agencies, such as the
Council’s Housing Benefit Team and Money Advice Service have helped tenants to reduce rent arrears and other debts. 

Eviction is always seen as a last resort for the Association, but if tenants continue to break payment plans agreed, fail to notify
the Association of changes in financial circumstances or continually fail to respond to home visits, letters etc, then the
Association has no option but to take this course of action.  Ultimately the Sheriff makes the decision taking into account the
circumstances and history of each case, but it is fair to say that tenants actually evict themselves if they do not manage their
rent account properly and take up the help offered by the Association when needed.

Help is always available.  It tenants do “get in a rut” with money they can talk to the Association staff who can arrange free,
confidential appointments with Money Advice and also agree realistic and affordable payment plans.  Association staff are
also always happy to help with completion of housing benefit forms.

If you would like to speak to a member of staff about your rent account please contact Yvonne Reilly, Housing Services Officer
on 01389 721216 or by email YvonneReilly@cordalehousing.org.uk.

Total Gross Arrears % Target %

£90,900.56 4.3% 2%

Total Net Arrears % Target %

£29,281.67 1.3% 1%

Total Former Tenant Arrears % Target %

£7,599.81 0.25% Not to increase by existing level of former 

tenant arrears and to reduce existing 

former tenant arrears by at least £90 per month

Number of tenants Number of tenants Number of tenants 
in rent arrears maintaining Rent Repayment Plan not maintaining Rent Repayment Plan

106 60 (56%) 46 (44%)

Current Tenants Arrears

Former Tenants Arrears

Our Rent Management Performance as at 30 June 2012

Number of neighbour complaints received
between April and June 2012
The Association has very few reported neighbour disputes
during this quarter.  It would appear that we have a fairly,
neighbourly community within our housing stock.  
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Repairs & Maintenance Performance as at 30 June 2012
Number of repairs carried out within timescales between April and June 2012

Customer Satisfaction April to June 2012
The Association aims to contact 25% of tenants who have had a repair carried out in the month to check that they were satisfied with
the service provided by the Association and its Contractors.  Generally the overall level of satisfaction is very high.  All tenants advise
staff that they are very happy with the service they are receiving from contractors.  Tenants are also very happy with the
professionalism and service that the Association’s staff members provide for repairs. 

Category Number of repairs % on time

Emergency (attendance within 2 hours) 16 100%

Right to Repair 73 100%

Non Emergency Repairs/Tenant Arranged 286 100%

TOTAL 375 100%

Questions Asked VG S P

Professionalism of Cordale Staff 100% 0% 0%

Time taken to do the repair 100% 0% 0%

Standard of work carried out by the Contractor 100% 0% 0%

Contactor’s conduct whilst in your home 100% 0% 0%

Did the contractor leave the repair site in a clean state? Yes – 100% No – 0%

Did the repair fix the problem? Yes – 100% No – 0% 

Source of Application Housing List Homeless Referrals Internal
Target 25% from Council Transfer 25%

Target 50%

Number of Lets 57% 15% 28%

Rechargeable Repairs as at 30 June 2012
Where there is a need for a repair, which is the tenant’s responsibility, (i.e. as a
result of vandalism, negligence, or where no action by the Association, could
result in serious damage to the property and/or neighbouring homes) the Association will undertake for the tenant a rechargeable
maintenance service.  Again it is imperative that this housing debt is paid by tenants.  

Gas Safety Performance to 30 June 2012

Amount owed by tenants No of cases

£11,539.81 50

As at 30  June2012

Total number of properties that require an annual service 474

Number of annual services due between April and June 2012 147

Number of annual services completed within 1 year timescale that were due between April and June 2012 146

Total Number of annual services completed within 1 year timescale for 2012/2013 146

Percentage of annual safety checks post inspected between April and June 2012 0 - 0%

Total Number of re-lets: 14

New Lets: 0

Total: 14

Allocations Performance as at 30 June 2012
Number of houses allocated between 
April and June 2012

Which quota did the new tenants come from

Number of Calendar Days Total Void Loss % Target %

to Allocate a Void Property

8 calendar days £1,087.48 0.19% 1%

Void Loss as at 30 June 2012 

Our housing list as at 30 June 2012
The Association had 858 applicants on the Housing List at 30 June 2012.

Applicants should also remember to apply to West Dunbartonshire Council and tick that they wish to be nominated to
Cordale Housing Association, as the Association has a 50% Nominations Agreement with the Council.
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Estate Management 

Good Neighbour
Award 2012

Is your neighbour one a million?  
Do they make a difference to your life or the

lives of the people in the community?

We’re looking for nominations for this year’s Good
Neighbour Award.  The Association introduced this in 2010
to give residents a chance to say thank you to someone they
know who goes out of their way to help others.

The winner will be selected by an independent judge and
will receive a £50 shopping voucher and commerative
plaque.  All nominees will receive a certificate in recognition
of the kindness and recognition they have shown to their
neighbours.

The closing date for nominations is 31 August 2012.  Please
complete the form below if you would like to nominate your
neighbour for an award and we will send you a nomination
form.  Further information and nomination forms are
available on our website www.cordalehousing.org.uk

Name: 

Address:

Tel No:

Please send me a nomination form so that I can nominate
my neighbour. 

Last Year’s Winners
Mrs Norma Mullen and Mrs Janet Linton are the joint
winners of the Good Neighbour Competition 2011.
They were nominated by you will be surprised to hear,
their neighbours. 

Norma regularly pops to the shops for her neighbours
and picks up prescriptions for the elderly and infirm.
Visits in the evening for a ”Blether “  and to check they
are keeping well. Norma does all this while taking care
of her own family.

Janet came to the assistance of a neighbouring family
when their washing machine was faulty.  She takes
time to listen when someone is having a difficulty and
always has a smile on her face. Her patience is very
much appreciated and she too does all while taking
care of her family.

Congratulations to both winners!!201

!

Grass Cutting Season
As we are now in the middle of grass cutting season the

Association would like to remind our tenants that grass cutting

equipment is available for all tenants to use free of charge

from the Association’s garden stations at:

15 Jackson Place

47 Grant Crescent

28 New Cordale Road

19 Stirling Street

7 Burns Street

58 Johnstone Road
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ANNUAL GENERAL
MEETING NOTICE

The Association will be
holding its Annual General
Meeting on 
19 September 2012. 
The official notice will be issued to all our
Members on 4 September 2012.

We are holding a
Special General
Meeting
At the Management Committee meeting

held on 24 July 2012 the Committee

agreed to hold a Special General Meeting

for all the Association’s members. The

SGM will be held on 21 August 2012 at

6.45pm, in the assembly hall of the Vale

of Leven Academy, Place of Bonhill,

Alexandra G83 0TR. There will be only one

item of business that evening which will

be to consider a motion that the SGM has

full confidence in the Committee of

Management.

If you would like to know more about this,

please do not hesitate to contact any

Member of the Committee of Management

either directly or through the office of the

Association.

Have we got
your latest
details?
Have we got your most up to date email

address or mobile phone number?

These tend to change regularly and it’s

all too easy to forget to let your contacts

know.  We have started emailing and

texting residents more which is more

personal and immediate.  You can send

your latest email and mobile details to

Julie Montague at

juliemontague@cordalehousing.org.uk
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CONTACT US
Cordale Housing Association, 
1 Red Row, Renton, G82 4PL, 

Tel: 01389 721216
Fax: 01389 755990 

email:
info@cordalehousing.org.uk

website:
www.cordalehousing.org.uk

Cordale Housing Association is a recognised Scottish
Charity (SC032859) and is registered under the

Industrial & Provident Societies Act No. 2411 R(S) and
with The Scottish Housing Regulator

Our Newsletter can be
downloaded from our website as
a PDF file for viewing using Adobe

Acrobat Reader.
On request, it can be made
available as an audio tape, in
Braille and can be provided in
languages other than English.  

We welcome your
comments, suggestions,
contributions and letters.

OFFICE OPENING HOURS
MONDAY

9.00am-12.30pm & 1.30pm-5.00pm

TUESDAY
9.00am-12.30pm & 1.30pm-5.00pm

WEDNESDAY
Closed in the morning. 
Open 1.30pm-5.00pm

THURSDAY
9.00am-12.30pm & 1.30pm-5.00pm

FRIDAY
9.00am-12.30pm & 1.30pm-5.00pm

Can’t make it in to see us 
during the day?

Evening home appointments 
can be arranged by 

calling 01389 721216.

Being a member of Cordale Housing Association entitles you to
attend the Association’s Annual General Meeting during which you
can have a say in the Association’s activities.  To be a member you
should be over 18 years of age (unless you are a tenant of the
Association).  We hope that some people will take membership a
step further by joining the Management Committee.

You do not need to be a tenant of the Association to join the

Management Committee. The current Management Committee is

made up of 12 people who are either tenants or homeowners who

live in Renton and Alexandria. Amongst other things, they make

decisions about housing, community, social and financial matters.

We hope to attract new Management Committee members who

have the skills, experience, knowledge and interest to help us

reflect the views of our tenants and membership.  

To join, simply complete a Membership Form and return it to our

office at 1 Red Row, Renton, with a payment of £1.00, which buys

you a lifetime membership of the Association.  

If you are interested in becoming a member of the Association

and/or joining the Management Committee, please contact Julie

Montague on: 01389 721216 or by emailing

JulieMontague@cordalehousing.org.uk. 

Name:

Age:

Address:

Email:

Signature:

Date:

BECOME A MEMBER OF 
CORDALE HOUSING ASSOCIATION

Membership Form
!


