
This year saw significant change in Cordale’s history with the 
Partnership with Caledonia taking place.  As 2014 draws to 
a close we can reflect over the year and we can safely say 

that your future is now in good hands.  Cordale can now go from 
strength to strength with its aim and focus on the delivery of a 
first class housing and maintenance service. What’s more we are 
on a sound financial footing to continue to meet that objective 
and 2015 will bring even more service improvements and much 
needed investment in your homes.

As we say goodbye to 2014 we’d like to share 
some of our highlights from 2014:
• We published our first ever Tenants’ Report card in October 

detailing our plans for 2015

• We launched a rent arrears campaign in September which has seen 
a big reduction in rent arrears and a high level of tenant contact

• Our investment programme has been a success with 43 new 
kitchens replaced, a much needed facelift  at Main Street with 
painting and new window cills, new energy efficient boilers 
installed at 55 properties and 113 properties had electrical 
upgrades

• New Citizens Advice Bureau financial assistance and advice service 
launched with a surgery every Thursday morning in Cordale’s office.

• Radio Clyde Cash for Kids successful grant application of £7,450

MERRY 
CHRISTMAS

As look forward to 2015 we aim to start the 
year with a bang
• We aim to deliver environmental improvements
• Seek long term employment and training opportunities for 

young people
• Attract Committee Members both locally and from the business 

community
• Carry out a major customer satisfaction survey – we’ll seek your 

views on how we’re doing and how we can improve
• Review our Approved Contractor’s list and will move to fixed 

rate repairs to seek even better value for money
• Aim to reduce our level of engagement with the Scottish 

Housing Regulator from high to medium

EVERYONE AT CORDALE WOULD LIKE TO WISH YOU A VERY 
MERRY CHRISTMAS AND A HAPPY AND HEALTHY 2015.

Inside:
Santa came to Cordale
Meet your new 
Area Director
Christmas Rent Info

Cordale Housing Association’s office will 
close on Wednesday 24th December 2014 

at 12.30pm and will re-open on 
Tuesday 6th January 2015 at 9am. 

(see page 12 for further details)
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MEET YOUR NEW 
AREA DIRECTOR
Cordale are delighted to introduce to you Barry Johnstone who is the new 
Area Director of Caledonia Housing Association.   Barry joined Caledonia 
as of 10th November 2014. As you will be aware, Cordale Housing 
Association is part of the Caledonia Group.   Barry’s role includes acting 
as lead officer for Cordale Housing Association.  This involves providing 
advice and support to the Management Committee and developing and 
guiding staff, so the Association has the foundations in place to continue 
to deliver first class housing services. 

Barry was previously the Depute Director of Easthall Park Housing Co-
operative, an award winning housing organisation based in Easterhouse, 
Glasgow.

Barry will be a regular presence in the Cordale office and no doubt will be 
a familiar face over the forthcoming months.

Jack McIntyre, Clerical Assistant 
Jack joined us in November 2014 and is 
with us for 3 months via the Skillseeker 
Employment Initiative. Jack will be with 
Cordale to train and develop his skills in 
reception and clerical tasks. Already Jack 
is becoming confident and able with our 
systems and is a welcome addition to the 
team. 

Laura Young, Temporary Housing Assistant
Laura has been with Cordale since 
September 2014 and will be with us until 
March 2015. Laura is focusing on rents 
and allocations. Laura has been a great 
support to the Association as she covers 
for Lisa Marie Brown who is currently on 
maternity leave. 

Staff update

MORE NEW FACES

Barry Johnstone
Area Director of Caledonia Housing Association
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       HOW ARE WE DOING A LOOK BACK

OUR PERF    RMANCE 
 2014/15 TARGET YEAR TO DATE 

% total complaints responded Greater than 95% 90.1% 
to within Scottish Public   
Services Ombudsman timescales   

% of complaints upheld For information only 60.9%     
 
Average completion time –  Less than 10 days 3 days 
non emergency reactive repairs       
 
% reactive repairs completed Greater than 95% 92% 
right first time        

Average completion time –  Less than 4 hours 1.07 hours 
emergency reactive repairs        

% properties with current  100% 100% 
gas safety record       

% repairs appointments kept Greater than 95% 99.31%     
   
% new tenancies sustained  Greater than 95% 100% 
for more than a year      

Gross rent arrears as  Less than 4% 4.82% 
% of rent due       

Average re-let time  Less than 10 days 13 days 
(calendar days)  



PAGE 4

This is your opportunity to comment on our services. We plan to 
undertake a comprehensive residents’ survey early 2015. This 
will involve an independent research company speaking to at least 
40% of our tenants and this process will include door to door surveys
Your feedback will help us shape the future of how we deliver 
services. We will provide a 
detailed breakdown of the 
survey results to tenants in 
the Spring newsletter and 
report them on our website. 
If you have any questions on 
the survey, please contact the 
office.

Are you aware that the services 
delivered by the Estates Team 
are part of a wider employment 
opportunity programme? Three of 
our current team are provided to 
us by Community Jobs Scotland for 
a period of up to nine months. The 
trainees are aged between 16 and 24 
and some of them come to us with 
no previous employment history. 
There is a tremendous amount of 
time and energy that goes into 
developing these young people to 
shape them for their role at Cordale 
and also for future permanent 
employment. During their time with 
us they will develop skills to advance 
their career:
• Communication 
• Computer literacy
• Health & Safety training 

including First Aid Certification
• Preparing for Interviews
• CV Writing 

So next time you see the Estates Team 
out and about please remember that 
they are still learning and offer them 
your full support.

Over the winter months the Estates 
Team will be concentrating on fence 
painting and low level canopy and 
gutter cleaning (weather permitting). 
Already work has started to cut back 
many of the shrubs and tidying of 
the trees, all in preparation for the 
Spring. 

In addition the Association are also 
looking at carrying out significant 
environmental improvements to 
various areas and in our Spring 
newsletter we’ll do a spotlight on the 
areas earmarked for improvement.

Have your say

ESTATES SERVICE COMMUNITY 
ENVIRONMENTAL 

FUND
At the meeting in October 2014, the 
Management Committee agreed 
that the Community Environmental 
Fund would be used for two broad 
purposes - to support Cordale’s 
performance in improving the 
employability of people living 
in Cordale’s operational area 
and carrying out environmental 
improvements.   We are currently 
working to identify areas where 
improvements are most needed and 
a further update will be provided in 
our Spring newsletter.

At this meeting Committee also 
revised the Association’s procedure 
for considering donation requests 
and the criteria that must be met 
before donations are issued.

This is to ensure the Association 
complies with charity law and 
regulatory requirements.
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Cyclical Works 

Works are now fully complete with regards to the 
Associations external decoration programme for 2014-15. 
Although there were minor programme issues during the 
works we are sure you will agree the internal and external 
painting and remedial works carried out between 216-
222 Main Street has made a positive impact.

The Association’s contractor MITIE have now also 
completed all external low level decoration throughout 
the addresses below and the overall feedback from our 
tenants has been excellent:

We recently provided you with our first Tenant Charter Report Card. This detailed 
how well we are doing at delivering the services that matter to you. It also set out 
a list of improvements for the remainder of the year. One of the key areas we need 
to work on is establishing tenant feedback on a range of services. Watch for more 
information on how you can become involved in changing and improving services. 
In the meantime if you would like to find out how you can participate or you have 
any ideas on what you would like to become involved in, please contact the staff at 
the office for further information or to discuss your ideas.

Planned and Cyclical Maintenance 
Progress Update

SCOTTISH SOCIAL HOUSING CHARTER

Contract Phase Streets

External Decoration 1 RF, 2 NB & 3 NB 216A – 222 Main Street,  
  Wylie Place, 
  Katherine Place,
  Harrison Place, 
  Ross Walk, Glen View,  
  Main Street & 
  Cordale Avenue

Internal Close  1 RF 216A – 222 Main Street
Decoration

Planned Maintenance Programme
With regards the kitchen replacement programme, there 
have been some minor issues with the arrival of materials 
on site, this has resulted in a 7 day schedule change. The 
programme re-alignment has resulted in some tenants 
having their replacement kitchens postponed until early 
January. 
Overall though the consensus from tenants, excluding the 
delays, is that the service provided from start to finish has 
been to their satisfaction.
A summary of the kitchen replacement programme will 
be published in the Association’s next newsletter in Spring 
2015.

“the transformation 
is excellent, especially 
the new window sills, 
looks like a different 

building”
Mrs Hall – 

220 Main Street

“Over the moon/
delighted with 

paintwork to our close, 
makes the place a lot 
brighter and fresher 

looking. Also window 
sill’s have added the 

perfect finish”
Miss Currie – 220A Main 

Street

“the house has come 
up great, all the metal 

fencing looks brand 
new, good job”

Mrs Markey – Main Street
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Changes to the 
Committee
WE SAY GOODBYE TO    
SOME FAMILIAR FACES
Our Management Committee has recently seen changes 
with familiar faces leaving us.

Liz Buckley offered her resignation in September 
following 23 years of voluntary service to the 
Management Committee and Tom McKeown resigned 
in November with 22 years service. Both members have 
led the Association through its early days of regenerating 
Renton and more recently were a huge support in the 
new Partnership. We’re sure everyone will join us in saying 
a huge thank you for all their hard work, dedication and 
commitment.

In recent times John McMorrow, Director of Easthall Park (Easterhouse), provided support to the Management Committee 
to assist in the transition of the developing partnership with Caledonia Housing Association. John leaves us now in a 
healthier position and we’d like to thank him too for his valuable input. 

Complaints HOW ARE WE DOING?
No one likes complaining but sometimes if you feel there 
is something not quite right about the service you’re 
receiving you’ve just got to let us know. Our tenants will 
now all be familiar with our much publicised Complaints 
Handling Procedure.

We aim to resolve all complaints informally and advise you 
of this within 5 working days. In addition we also make 
sure that we learn from your complaint by noting any 
service improvements we make following that complaint.

So how have we performed? Here is our statistics for 
the period 1st April 2014 – 30th September 2014, we’d 
like to hear your views!

Number of Complaints Received 55

Number of  complaints  2 complaints of 55 not responded
responded to within  to within timescale due to staff
timescales  changes and crossover of public  
 holidays and staff annual leave

Number  of complaints upheld 31 out of the  55 complaints   
 received were upheld

Number of Learning outcomes  10 learning outcomes from 31
from upheld complaints upheld complaints were   
 identified

We believe that the Complaints Handling Procedure 
is working well for both tenants and the Associations. 
Here’s a couple of the Learning Outcomes:

Repairs Contractors – We have had an example of 
a Contractor failing to meet the correct attendance 
timescale on a tenant arranged routine repair. When this 
was brought to our attention we advised all staff and 
our Contractors that when attending repairs if a specific 
repair appointment has been made with a tenant and if 
the Contractor is unable to meet that arrangement the 
Contractor must ensure that he makes direct contact 
with the tenant and the Association to advise and to re-
arrange to a mutually convenient time with the tenant 
and still meet the repair timescale.

Communication  - We had a tenant who made contact 
with the office  to enquire about garden assistance 
services as due to ill health they could not maintain their 
garden.  The Association has an obligation to respond 
within 5 working days if a response is not readily available. 
When the tenant enquired about receiving assistance to 
have their grass cut no-one responded and the tenant 
had to make further contact to establish if help could be 
provided. It was evident that the Association had failed to 
respond to the tenant and advise that they were eligible 
for the service. We instructed an immediate tidy up of the 
garden and all staff were reminded of the importance of 
meeting timescales to respond to service enquiries within 
the designated timescales set of 5 working days.

Liz Buckley John McMorrow
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Our partner Caledonia Housing Association are working extremely hard to deliver new homes in the area. Here is a summary of 
what’s coming our way in 2015.

55 social rented flats and houses Kippen Dairy, Alexandria - The Contractor building these homes anticipates a site start for 
this project in February/March 2015 with an expected completion in September 2016.  

John Street, Renton – 14 social rented units with an anticipated February/March site start and a completion of October 2015.

Main Street/King Street, Renton – 14 refurbishment and 3 newbuild properties. Surveys and investigations are now complete 
for the proposed demolition of the existing blocks. There are 3 separate locations along Main Street.  The block at 115 – 119 Main 
Street will be demolished and replaced with a terrace of 3 new build, 3 apartment houses.  Planning approval is awaited and a site 
start for the Main Street and King Street refurbishment property proposals is estimated March 2015 with completion anticipated 
December 2016.

This year we introduced a campaign to highlight the importance 
of paying your rent at Christmas.

This is because arrears increased significantly last winter. Please 
note we are here to help. If you are experiencing problems paying 
your rent, please get in touch.

Ways you can pay your rent

Christmas Rent

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.

DEVELOPMENT UPDATE - what’s new
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Santa Claus came to Cordale
CORDALE THANKS RADIO CLYDE CASH FOR KIDS
Santa very kindly visited our office along with Rudolph and 
his Little Elf on Thursday 4th December 2014. Each child that 
visited Santa received a selection box. However, thanks to 
an overall grant of £7,450.00 from Radio Clyde Cash for Kids 
and the dedicated team at Cordale we were able to provide 
each child with a £25 gift voucher to buy Christmas presents. 
Santa’s visit was a huge success with many of the children 
eagerly queuing to meet Santa and we’re delighted to say 
that over 160 children met Santa and his helpers.

The Association provided a voucher to 298 children. This 
is the first time that the Association has applied for this 
grant and we will on annual basis make the application on 
our tenant’s behalf. It is therefore vital that you notify the 
Association of any new additions now or in the future so that 
you don’t miss out.

Here are a selection of the photographs of the day and some 
of the feedback from tenants of what they thought 
of the day:

“I thought Santa’s
Grotto was beautiful, 

you all did a wonderful 
job.  I really appreciate the 

vouchers as well.  It was 
very kind and will 

help a lot” 
Elizabeth McMahon, 
Main Street Renton.

“Great event for 
the children in the 

community and 
tenants of Cordale.  

Grotto was decorated 
so well.  Thank you”

Dawn Millar, 
Stirling Street

“Great gesture.  
Proud to be a Cordale 

tenant!  Spreading 
Christmas cheer 
throughout the 

village.”
Laura McNicol, 

Main Street
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Santa Claus came to Cordale
CORDALE THANKS RADIO CLYDE CASH FOR KIDS

“Amazing! Thank you 
very much.  It means a lot 
and a lovely thing to offer 
families this time of year.  
The Grotto was amazing 

and staff were super 
helpful.  Thank you.”  

Lorraine Cameron, 
Taylor Street

“Very much 
appreciated, big help 
to our family during 
hard times. This is a 
fantastic idea and 
lovely to see the 

community spirit” 
Lisa Gemmell, 
Taylor Street

“The kids had 
a great time and they 

will have fun in the 
sales too.  Thank you”

Sarah Jane Berens, 
McFarlane Place

“A big change and 
a step in a good 

direction.” 
Robert Summers, 
Johnstone Road
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FIRE SAFETY REMINDER
Follow these simple, inexpensive tips to prevent fires in your 
home. You can also get free advice from your local Fire and 
Rescue Service so, if a fire does break out, you and others can 
get out quickly and safely.

Test your smoke alarm regularly
• smoke alarms are on each level of your home – it’s the 

simplest, single step you can take to cut the risk of dying 
from fire in your home 

• test the batteries in your smoke alarm every week and 
change them every year - never remove your smoke alarm

Take care when cooking
• more than half of accidental fires in the home start 

because of something to do with cooking 
• take extra care when cooking with hot oil and don’t leave 

children alone in the kitchen when the hob or oven is on

Plan an escape routes and make a bedtime check
• plan a route to escape your home if there is a fire and 

make sure everyone in the house knows the plan 
• if there’s a fire, don’t tackle it yourself – get out, stay out 

and call 999 
• check for fire hazards in your home before you go to bed 

- it takes longer to become aware of a fire when you are 
asleep 

Don’t overload sockets
• try to keep to one plug per socket - too many electrical 

appliances plugged into one socket can overload it, 
which can lead to overheating 

• electrical appliances, plugs and cables that are old or 
poorly wired can also be a real danger

Cigarettes – put them out, right out!
• more fatalities are caused by smoking than in fires caused 

by anything else 
• always stub cigarettes out properly and dispose of them 

carefully 

Use candles carefully
• candles, decorative lights and decorations are a growing 

cause of fires 
• make sure candles are secured in a stable holder and kept 

away from curtains, fabrics and paper 
• always put candles out when you are leaving the room or 

going to bed

Ask for a home visit from you local Fire Safety Officer
• many Fire and Rescue Services offer a free home fire safety 

visit to people living in their area 
• they will inspect your home to help you spot any potential 

fire hazards and show you what to do to reduce or prevent 
the risk of fire 

• they can also help you to develop an escape plan for your 
property

BIN UPLIFT DURING 
FESTIVE PERIOD

West Dunbartonshire Council has advised there 
will be changes to the bin uplifts for the residents 
in Dalquhurn Estate and 216A to 230 Main Street 
only.  If you live in these properties your bins will be 
uplifted on the following dates:
Saturday 27 December 2014
Saturday 3 January 2015

We recently launched our new website have you 
had a look yet? The website is full of information 
about Cordale here are some of the features:

• REPORT A REPAIR ONLINE 

• DOWNLOAD THE RENT PAYMENT APP

• WELFARE REFORM BENEFITS CALCULATOR

• COPIES OF NEWSLETTERS, POLICIES, 
ANNUAL REPORTS & ANNUAL ACCOUNTS

Take a look for yourself and leave us some feedback. 

www.cordalehousing.org.uk

CORDALE WEBSITE 
HAVE YOU CHECKED IT 

OUT YET?
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The Scottish Government commenced it’s Are You 
Ready for Winter Campaign in October 2011.  The 
main aims of the campaign are to:
• Remind individuals and families of the risks and 

consequences of being underprepared for the impact 
of severe winter weather

• Offer information and advice on the simple steps that 
people, businesses and communities can take to reduce 
those risks

• Highlight the range of information, support and 
resources available across all sectors and all regions of 
Scotland

• Encourage as many people as possible to be ready for 
winter this year

Getting ready for winter at home is easy. Here are 
some top tips:
• Make a household plan and collect together the items 

that will be essential to you and your family in an 
emergency.

• Make your home more energy efficient, keep dry 
(protect pipes and know how to turn off the water 
supply if you need to) and stay connected (keep a 
battery operated radio and a list of emergency contact 
numbers to hand).

• If you have medicines that you take on a regular basis 
make sure you have enough supply should you be 
unable to go to the pharmacist for a few days. Over the 
festive season it is also important to know when your 
GP will be open.

• Ensure you have access to a shovel and salt or grit, for 
clearing snow and ice from paths and drives.

• Create an emergency kit that contains what you need. 
• Think about what else is important for you and 

your family to get by during an emergency e.g. pet 
supplies, food supplies and formula/baby food.

• LP gas users can get advice on stocking up this winter 
from the UKLPG website.

See further advice on:
• Winter proofing your home
• Keeping safe and warm at home
• Power cuts and loss of other utilities
• Looking after your pets
• Clearing paths and driveways
• Dealing with the thaw

Here’s how you can play your part in making your 
community more prepared:  
• Identify family members or neighbours who may need 

an extra helping hand if severe weather strikes
• Have their phone numbers to hand
• Offer to help with grocery shopping or other essential 

tasks
• Clear ice or snow from pathways
• Volunteer to help others by visiting www.

volunteerscotland.org.uk
• If you are part of a community group, think about what 

your group can do to help others during bad weather
• See examples of how communities across Scotland 

are working together to get ready for winter/severe 
weather

• Further advice is available here.
Local authorities’ do all they can to keep essential services 
running during periods of severe weather. However, severe 
weather may cause some change to routine local services. 
Check with your local authority for the latest information 
and advice during severe weather.
For more information check out the Scottish 
Government’s website at www.scotland.gov.uk and 
enter ‘Are you Ready for Winter?’ in the search box at the 
top right hand side of the screen.

DUNCAN’S 
HANDY HINTS NEIGHBOURS
This is the best time of year 
to clear all dead leaves and 
moss from your lawn.
Air the soil by using a fork and piercing 
through to 4 to 6 inches deep allowing air to 
permeate through the soil.
It is also a good a good time of year to 
sprinkle slow release lawn feed on your grass.
Duncan also advises that you should paint 
your wooden shed with protective wood 
stain or preservative.

If you have an elderly or 
vulnerable neighbour 
please look out for them. 
Perhaps you could offer to 
do some grocery shopping 
if they can’t get out. It’s also 
a good idea to pop in and 
say hello and make sure 
they are keeping warm and 
eating well.

WATERSIDE VIEW 
RESIDENT’S TREAT
The Association also wanted to provide 
some welcome treats to the residents 
at Waterside extra care unit. For their 
Christmas party on the 19th December 
2014 we’ll be supplying a selection of 
cakes and other festive treats. We will 
in our Spring newsletter provide some 
pictures and feedback.

ARE YOU READY FOR WINTER?
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ADVICE FOR A 
SAFE, HAPPY 

AND HEALTHY 
CHRISTMAS

Emergency repairs are repairs which could cause danger 
to health, a tenant’s safety or serious damage to a 
property. Remember if a Contractor does call out it will be 
an instruction to make safe only. Follow on work will only 
be undertaken during normal working hours.

If your boiler breaks down before calling out a gas 
engineer for an emergency repair, if you have a prepayment 
meter ensure there is credit in your payment meter.

If your power goes off make sure you know who your 
electricity suppliers are (the information will be on your 
utility bills) and take a note of their emergency contact 
information.

Be careful with candles – they look nice, but should be 
under supervision at all times, or have you thought about 
replica battery operated candles they look just as nice and 
are much safer.

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

This year GP surgeries will close for a period of 4 days 
over Christmas and 4 days over New Year, make sure 
that you plan ahead by ordering repeat prescriptions. 
It’s also worthwhile to be prepared for coughs, colds and 
other minor ailments by picking up a few medicines from 
your local pharmacy.

CHRISTMAS & 
NEW YEAR HOLIDAYS
Cordale Housing Association’s office will close on Wednesday 
24th December 2014 at 12.30pm and will re-open on Tuesday 
6th January 2015. Whilst the office is closed during this period 
it’s important that you know who to contact if you have an 
emergency and when you should contact them. We’ve provided 
you with a comprehensive breakdown and tips to help see you 
through the office closure

Handy Hints from our contractor, City Technical Services
This is one the busiest times of the year for our central heating 
contractor City Technical Services.  As a result the have provided the 
following handy tips and checks to do before reporting a repair:

Water leak at boiler Turn off water supply to boiler and house 
Smell of gas Contact Scottish Gas Networks on 0800 111 999
No heating or hot water Check power to boiler – is it switched on?
 Check there is credit in your gas meter
 Check controls are set for heating and hot   
 water and they are set to the maximum
 Check if the room thermostat is turned up
Radiator not heating Check that the valve on the radiator is open   
 and set to maximum

EMERGENCY REPAIR NUMBERS DURING FESTIVE SEASON
For heating and hot water emergency repairs:
City Technical Services 0844 579 6493
All other emergency repairs
Carillion Property Services  0845 930 3031

Office Mobile 
If you experience any difficulties with the repairs service during 
the festive period, please contact 07974 745 462 and a staff 
member will call you back.

EMERGENCY REPAIR NUMBERS DURING FESTIVE SEASON
Gas leaks - Scottish Gas Network: 0800 111 999
Police: In an emergency dial 999 – non emergency 101
Scottish Power: 0845 272 999
Scottish Water: 0845 600 8855


