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LOOKING BACK 
Our Chair’s Report 

Our new build programme at 
Dalquhurn will start later than 
anticipated, but we expect building to 
commence in the Autumn.  This first 
phase will involve building 25 new 
homes for affordable rent.  In addition 
to this initial phase, we are planning to 
develop a further 125 homes for sale 
and rent on the site.  This is our first 
new build programme in many years 
and we are delighted that we will be 
able to bring new homes to Renton, 
as well as help renew and revitalise 
the derelict site at Dalquhurn.

Our ability to fund the development 
of our new office and obtain public 
and private financial support to 
build new homes, provides further 
demonstration of how our partnership 
with Caledonia Housing Association 
has improved Cordale’s financial 
strength.

We were delighted to receive, in the 
Autumn of 2018, a £90,000 grant 
from the Big Lottery to develop 
our Renton Integration Project.  
This project involves developing a 
resident’s garden that can facilitate 
greater community integration and 
the building of relationships.  We have 
established a steering group of local 
residents to help manage the project, 
including children from local primary 
schools, to help shape the plans.

As you will recall from last years 
report, we’ve established a residents 
CHAT (Cordale Housing and Tenants) 

group and this will be a significant 
priority in the year ahead.  We see 
the CHAT group as another valuable 
resource to get resident feedback 
on how we are performing and what 
service improvements people would 
like to see.

In early 2019 we received Customer 
Service Excellence accreditation.  
This is a Government standard that 
provides a framework in which public 
and private organisations can measure 
and assess the quality of customer 
service.  It was pleasing to obtain 
external recognition for what we 
do and this exercise helps identify 
improvements that can enhance our 
performance.

We have continued to invest 
significant sums to maintain the 
existing Cordale stock.  Last year, we 
spent over £500,000 on planned and 
cyclical maintenance, over £140,000 
on reactive maintenance and £38,000 
re-letting empty properties.  

In closing, I would like to thank my 
fellow Management Committee 
members for their continued 
support and valued contribution. I 
am also thankful for the efforts of 
our dedicated staff and the many 
residents who have provided thoughts 
in the past year as to how we can 
shape and improve what we do.

Margaret McCallion
CHAIRPERSON

I am pleased to present our annual report for 2018/19.

I am delighted to report it has been another successful year for Cordale Housing Association.

One of our most significant accomplishments was opening our new office in Main Street, Renton.  
We are exceptionally proud of the new office and it has transformed the appearance of the heart 
of the village.  It has created a better working environment for staff and provides greater access for 
tenants and service users.  In the Autumn, we will host within the new office a resident open day, 
providing an opportunity to have a “look and feel” of the new office.
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Meanwhile we’ve been working 
for several years with the Scottish 
Government and West Dunbartonshire 
Council to develop a viable programme 
to complete the regeneration of 
Dalquhurn and provide new homes.  
Accordingly I am delighted we have 
established with partners a new build 
programme at Dalquhurn, with Cordale 
commencing in the Autumn the 
development of their first new homes in 
nearly a decade.

As you will recall in last year’s report, we 
spoke about the development of our 
Customer First programme and how 
we believe this will help Cordale and 
the Caledonia Group partners meet the 
changing needs and expectations of 
our tenants.  We are still very much in 
the early stages of the implementation 
process but have clear plans in place to 
move this forward significantly over the 
coming year.  

We want to make better use of 
technology to provide greater choice 
as to how tenants access our services, 
introducing self-service options.  

We want to streamline our processes 
and practices to achieve greater 
efficiency and concentrate resources on 
providing the tailored service tenants 
increasingly require.  

We want to create an adaptable and 
resilient staff structure that has the 
capacity to improve performance and 
achieve greater results.

The aim of this change is to ensure 
we have a strong future and can 
continue to provide value for money 
while continuously improving services 
that meet the changing needs and 
expectations of our tenants.

Julie Cosgrove
CHIEF EXECUTIVE

As the Chair has commented in her report, it has been another successful year for Cordale 
Housing Association.

The building of Cordale’s impressive new office has provided a modern and flexible working 
environment which benefits staff and will help strengthen further the connection with tenants 
and customers, while the location of the office has transformed the physical appearance of 
the heart of Renton.  
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LOOKING FORWARD
Our Chief Executive’s Overview 
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Planning Permission 
Granted for Cordale’s 
Dalquhurn Development
We were delighted to have received planning permission for 25 new 
semidetached homes at Dalquhurn in Renton in June 2019.

The 25 homes comprise of 15 two bed houses, 8 three bed houses 
and 2 four bed houses and are the first properties to be developed on 
the Dalquhurn site since 2010. The new homes, on Taylor Street, will 
complement our previous regeneration of the former industrial dye works 
site providing new homes for affordable rent on an area which up until now 
has been waste ground.

On hearing the news of the successful planning application Margaret 
McCallion, Cordale Housing Association chair said “We are delighted to 
receive planning consent to proceed with the development of these new 
homes. We opened our new office earlier this year which transformed the 
heart of Renton. It’s fantastic we are now providing new affordable housing 
and helping to revitalise Dalquhurn. It’s been a remarkable year for Cordale 
Housing Association”.

Julie Cosgrove, chief executive of Caledonia Housing Association, Cordale’s 
partner Housing Association further commented “The development of 
Dalquhurn is one of the commitments that Caledonia gave to Cordale and 
its tenants when we entered into our partnership. I am delighted to see 
that further new homes will be provided in the area and I am extremely 
pleased that our partnership has been able to achieve this. I look forward to 
continuing our partnership for the benefit of the community”

With planning permission granted our Contractor, Engie, will start the work 
in Autumn 2019, with the aim of completing the project by mid-2020.

NEWS HIGHLIGHTS
OF THE YEAR
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Cordale is 
Officially Excellent
We are delighted to have been formally 
recognised as an organisation worthy of the 
Customer Service Excellence Standard Hallmark.

The Customer Service Excellence is a highly 
regarded quality framework that supports 
the delivery of services that meet individual 
needs and preferences. The Customer Service 
Excellence standard tests in great depth those 
areas that research has indicated are a priority 
for customers, with particular focus on delivery, 
timeliness, information, professionalism and 
staff attitude. There is also emphasis placed on 
developing customer insight, understanding the 
user’s experience and robust measurement of 
service satisfaction.

Cordale were highlighted as “compliant plus” for 
areas including customer engagement, access 
to services and the quality of the first point of 
contact, culture and leadership, and partnership 
working.

At the end of the two day assessment, the award 
assessor praised the Cordale team for the work 
they do stating that we superbly demonstrated 
how they deliver the best possible customer 
service and make a significant difference in their 
community.

When presenting the certificate to the Cordale 
Team Margaret McCallion Cordale Chairperson 
commented ”We were delighted to receive 
this recognition. It provides helpful assurance 
that we are meeting the needs of our tenants. 
It also provides advice and recommendations 
that will shape our future plans. We’ll celebrate 
this achievement, but we’re not complacent. 
We know the needs 
of our tenants are 
constantly changing 
and we recognise we 
need to adapt and 
evolve to continue to 
make a difference”.



In March 2019 we were delighted to 
open the doors of our new office on Main 
Street in Renton.  The £1.6million new 
Housing Association office is based in 
the heart of Renton improving resident 
access to Cordale and Caledonia Housing 
Association services whilst revitalising 
Main Street, replacing the long-
standing dilapidated and empty shops, 
transforming the physical appearance 
of the area that had previously been in 
environmental decline.

The new office pays fitting tribute to 
former Chair, the late Isobel Barr, whom 
the new Board Room has been named 
after in recognition of her unique 
contribution to Cordale’s history and 
recent accomplishments.

Speaking at an opening event prior to 
the office officially opening, Margaret 
McCallion, Chair of Cordale’s Board, 
spoke passionately about Cordale’s 
achievements over recent years and in 
talking about the new office commented:   
“The Cordale committee always had 
an ambition to build on this particular 

location.  We knew it would transform 
the appearance of the village. The empty 
shops that were situated on this site were 
an eyesore.  They had lay derelict for 
over a decade.  The heart of our village 
was an environmental blight, a source of 
frustration to all those that resided in and 
cared about Renton.

Did we ever think it was possible to 
regenerate where we stand today and 
build a new office?  Possibly not. Initially 
it seemed a fanciful dream. It’s not been 
easy to get to where we are at today.  I 
am therefore delighted to be standing in 
front of you celebrating the completion of 
the new office. “

Following an official ribbon cutting 
ceremony at the opening event Caledonia 
Housing Association Chief Executive 
Julie Cosgrove commented:  “I am 
extremely proud of what the Caledonia 
and Cordale partnership has achieved in a 
very short period of time. The partnership 
has used its collective strength for the 
benefit of the community to bring further 
investment, new homes and now the new 
office to the area.”

NEWS HIGHLIGHTS
OF THE YEAR
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New Office



NEWS HIGHLIGHTS
OF THE YEAR

6

Cordale’s 
Community 
Garden 
Successes
Cordale were delighted in September 
2018 to discover we’d been successful 
in a £90,000 funding bid application 
from the Big Lottery Fund to develop 
your new “Village of Renton Community 
Integration Project – Community 
Garden”

The Village of Renton Community 
Integration Project aims to create a new 
community garden hub, developing 
community integration and cohesion, 
improving health and reducing social 
isolation. Through previous funding from 
The Big Lottery the project steering 
group, made up of local residents and 
volunteers, and supported by Cordale 
Housing Association, has developed 
detailed plans to regenerate a vacant 
plot of land surrounded by social housing 
in the heart of Renton village. In addition 
to the build/landscaping element of 
the community garden hub project, 
structured activities will also be delivered 
on-site, including gardening and 
horticultural courses, healthy cooking/
eating sessions using fruit and vegetable 

produce, nature walks, in addition to local 
residents using it as informal outdoor 
space and an community outdoor venue.

Robert Harold, our new Community 
Garden Project Coordinator, started 
early 2019 as a result of the funding. 
Robert is supporting the steering group 
to drive the project forward, ensuring 
continued participation in the project 
by the wider community, including 
local residents, older people, primary 
school pupils and staff, families and 
veterans groups, supporting integration 
and cohesion whilst instilling wider 
community participation and ownership 
of the project. Over the three years the 
project will involve 30 volunteers and 
250 individuals across the community 
of Renton with local schools already 
involved in the steering group.

Work on the community garden has 
started, with the site cleared of grass and 
‘hillocks’ and levelled in preparation for 
construction.  The drainage lines and a 
water line have been put in place. Next 
we anticipate the permanent pathways 
will be created. Then the raised-growing-
beds will be constructed & the fence 
painted. Garden tools, a garden shed, 
and an ‘all weather’ shelter will be 
sourced, with some donations already 
received from local businesses. Then 
seeds, plants, shrubs, and trees can 
be planted in the garden - and garden 
activities can really get underway!

The Group have also undertaken a 

small project at Renton Primary School. 

Helen Watt, a teacher at the school, is 

organising a group of pupils, teachers 

and a gardener (from the Renton 

Community Integration Project garden 

group) - to take apart 3 derelict growing 

beds and reuse the wood in another part 

of the school grounds to build narrower 

wild flower plant-out areas. The soil will 

be reused in tubs and planters, and some 

plants have been rescued from the old 

raised beds to put into new ones.

CHAT: Cordale Housing and Tenants  
Since launching in spring 2018 our CHAT group has continued to develop with tenants coming 
along to have their say. The CHAT format provides an informal gathering so tenants can attend 
and take part at a level they are comfortable with tea, coffee, sandwiches and cakes provided. 
Over the last year the CHAT Group have helped shaped our estate management planning, void 
property procedures, repair procedures and our charter outcomes and delivery.

We continue to look for enthusiastic, motivated individuals who feel they can and would like to 
make a difference to their landlord services. 



NEWS HIGHLIGHTS
OF THE YEAR
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Cordale’s NEW Reactive Maintenance Contractor:  
P and D Scotland
As of April 2019 P&D Scotland were appointed reactive contractor on an interim basis 
while we decide what is the best option to procure and deliver a reactive maintenance 
service that can meet expectations. P&D Scotland have vast experience in delivering this 
type of service to community based housing associations and are a great addition to the 
Cordale service delivery team.

From Westminster to West Dunbartonshire, the 
Universal Credit Roll Out

Universal Credit was rolled out in West Dunbartonshire in 

November 2018 with staff preparing extensively ahead of 

November for the expected impact of Universal Credit.  In 

Autumn 2018 MP Martin Docherty-Hughes took time away from 

the House of Commons parliamentary business at Westminster 

and joined housing staff from Bellsmyre and Cordale Housing 

Associations in West Dunbartonshire to discuss their concerns 

over the impact of the roll out of Universal Credit on their 

tenants and local constituents. The housing team briefed the MP 

on the actions they had been taking to reduce the impact on 

families including early intervention with tenants experiencing 

rent payment problems, extensive communications on the run 

up to the roll out of Universal Credit, and their partnership 

relationship with the Department of Works and Pensions (DWP) 

to ensure there are good lines of communications between the 

Association and the DWP to assist tenants managing their rent 

affairs. Both Associations continue to provide Welfare Benefit 

Services from their offices delivered in partnership with the 

Citizens Advice Bureau.

Mr Docherty-Hughes advised that his team are available to help 

constituents and partner agencies to address any key concerns 

they have regarding Universal Credit Claims which have been 

unable to be resolved through the usual channels commenting 

that, “As the local MP I will be working closely with local 

housing associations’, advice and welfare agencies across West 

Dunbartonshire to offer assistance to any residents experiencing 

difficulties with their benefit entitlement.”  

This continued support was welcomed by the Associations 

housing teams as they do expect that there will be challenges 

ahead in some cases.

We are currently managing 39 Universal Credit (UC) cases on 

our systems. There may be more Universal Credit claimants 

who are currently unknown to us as they currently do not have 

rent payment paid directly to the Association.  There are a 

number of challenges relating to the current cases, including; 

the 4 weekly payment schedules are creating technical arrears 

for our tenants and delays in receiving their payments when the 

rental commitment is due. There are times the Association will 

not receive tenant’s direct payment for almost a month after 

the tenant received their UC payment; the Association do not 

receive notifications of direct UC payments stopping which can 

create financial hardship for our tenants if we have been unable 

to be advised and provide support and advice to discuss future 

payment arrangements.



Customer 
Service

92.7%  
tenant satisfaction 
with our overall 
service

95%  
tenant satisfaction 
with keeping 
informed about 
services and 
decisions

95% 
tenants satisfied 
with opportunities 
to participate in the 
decision making 
process

Repairing 
Homes

86% 
tenant satisfaction 
with our repairs 
service

2  
hours was the 
average time 
taken to complete 
emergency  
repairs

6.3 
days was the 
average time taken 
to complete non-
emergency repairs

Maintaining 
Homes

91.8% 
of tenants satisfied 
with the quality of 
their home

100% 
of new tenants 
satisfied with the 
standard of their 
home when moving 
in.

100% 
of our housing stock 
meets the Scottish 
Housing Quality 
Standard

Managing 
Tenancies

92.3% 
tenant satisfaction 
with our 
neighbourhood 
management services

100% 
of anti-social 
behaviour cases were 
resolved within locally 
agreed targets

85% 
of new tenancies were 
sustained for more 
than a year

Value for 
Money

91.8% 
of tenants feel their 
rent offers value for 
money

0.36% 
of rental income was 
lost due to properties 
being empty

8.9  
days taken, on 
average, to relet a 
property

PERFORMANCE 
HIGHLIGHTS 
2018-19
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The Committee play an important role in 
supporting the three governing bodies 
by:

4  Scrutinising the integrity and 
robustness of the Group’s approach to 
risk management

4  Developing and implementing 
comprehensive internal and external 
audit arrangements

4  Reviewing internal control systems 
and processes and considering 
recommendations to improve these 

4  Reviewing, discussing and approving 
financial statements for each of the 
Group’s Associations

4  Reporting to the governing bodies 
on any matters that the Committee 
members’ consider need specific 
action taken on, and making 
recommendations in relation to these  

Managing Risk  

The Group has a comprehensive 
Risk Management Policy in place.  
The implementation of this and the 
associated risk management process is 
overseen by the Committee.  This year, 
the Committee identified areas where 
the Group’s existing risk management 
arrangements could be strengthened. 
This included the way in which key risks 
were identified, managed and reviewed. 
The outcome involved clearer format and 
content of the Group’s Corporate Risk 
Register. Future plans include the review 
of specification documents for internal 

audit activity and performance, as well as 
re-tendering of the internal audit service 
for the Group.

Our Internal Audit Programme

Over the course of 2018-19 our internal 
auditors, Wylie Bisset LLP, carried 
out systems reviews for the following 
business and service related activities 
across the Group:  

• Allocations (Caledonia and Cordale)

• IT Systems (Group)

• Business Continuity Planning (Group)

• GDPR Compliance (Group)

• Mobile Working (Group)

•  Integration of Antonine Housing 
Association (Caledonia)

• Factoring (Group)

• Follow up actions review (Group)

The outcome reports were reviewed and 
discussed in detail and the improvement 
actions implemented.  

Financial Statements - External Audit

The annual financial statements for the 
Group were audited by our external 
auditors, RSM UK Audit LLP, in line 
with current accounting standards 
FRS102 and the relevant Statement of 
Recommended Practice.  I am pleased 
to advise that the Committee, through 
the work undertaken by RSM, were able 
to inform the Caledonia Management 

Board and the Bellsmyre and Cordale 
Management Committees that they were 
unqualified and provide a true and fair 
view of performance, achievements and 
plans for the future.

Alex McDougall

CHAIR OF THE AUDIT AND RISK 
MANAGEMENT COMMITTEE

GROUP AUDIT AND RISK 
MANAGEMENT COMMITTEE 
The Chair’s Report 

The Group Audit and Risk Management Committee is a central pillar of the governance 
arrangements, firmly established within the Caledonia Housing Association Group. The 
Committee comprises governing body members from each of the Group’s three Associations and 
benefits from the contribution made by members of the Caledonia Tenants Scrutiny Panel who 
attend each of the Committee meetings.  
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FINANCIAL 
REVIEW  
2018-19

Our current operating environment 
continues to be one of change and 
challenge.  We understand that it is 
important to undertake analysis and 
review in order to identify where 
we can improve customer service, 
use resources more effectively and 
ultimately achieve our business plan 
objectives. As in previous years, income 
maximisation, cost control and robust 
treasury management continue to be 
key influencing factors on whether we 
can achieve our ambitions. Also, our 
Management Committee continues 
to place a great deal of emphasis 
on financial planning and sensitivity 
analysis. From this, we are confident 
that Cordale Housing Association 
has the ability and resources in place 
to continue to grow, meet changing 
customer service expectations and 
react to challenges in our operating 
environment.  

Over the past year we have taken steps 
to further strengthen our governance 
and financial management systems, 
and the implementation of reviewed 
processes and new management 
information software will continue 
over this year. Combined with existing 
financial analysis and reporting there 

will be a specific focus on controlling 
current and future costs with a view 
to minimising the requirement to 
apply annual rent increases in excess 
of the Consumer Price Index. This 
action reflects specific concerns raised 
by the Management Committee on 
rent affordability, given the financial 
pressures placed on household incomes 
through issues such as welfare reform, 
fuel costs and changes in the wider 
economy.

Our financial planning and management 
activities will also facilitate work being 
carried out to transform the way we 
provide customer services, achieve 
our new house building ambitions 
through the development of new 
homes at Dalquhurn and manage our 
business.  We remain confident that we 
have the financial strength, capacity 
and flexibility to achieve successful 
outcomes and consolidate our position 
as one of the best performing housing 
associations in Scotland. 

In the year to 31st March 2019 Cordale Housing Association continued to make best use of 
its resources by building a new office and investing significant sums in its existing housing 
stock.  Financial strength, long term viability and making best use of our resources are all 
critical to our work and we are pleased therefore to report comprehensive income for the 
year of £112,000, accumulated reserves of £5.3m and housing assets in excess of £37m.  This 
strong level of financial performance has ensured that we have again met all of our existing 
financial lending covenants.
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FINANCIAL 
SUMMARY  
2018-19

Cordale HA Cordale HA

2018/19 2017/18

£000’s £000’s

Statement of Comprehensive Income

Turnover 3,459 3,402

Operating Surplus 712 664

Net Surplus 382 403

Total Comprehensive Income 112 402

Statement of Financial Position

Housing Assets 57,179 57,122

Property Depreciation  (19,470) (18,398)

Other Fixed Assets 1,735 275

Investment Property 950 950

40,394 39,949

Current Asset 1,119 2,611

Current Liabilities (2,058) (1,988)

Long Term Liabilities (33,668) (35,130)

Provision for Liabilities (432) (200)

Net Assets 5,355 5,242

Represented by:

Revenue Reserves 5,355 5,242
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Cordale
(Cordale Housing Association)
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Cordale Housing Association is the trading name of Cordale Housing Association Ltd

Registered Office – 167 Main Street, Renton. West Dunbartonshire  G82 4PL.

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

Management Committee
Margaret McCallion (Chair)
Martin Walker (Vice Chair)
Veronica Hamilton
Patricia Morris
Lilian Peters
Aileen Overend
Graham Logan – Caledonia representative 
18/09/2018
Leanne Keegan – co-opted 23/04/219
Graham Kemsley – resigned 13/9/2018
Penny Coburn – resigned 13/9/2019
Sarah Erskine – resigned 07/06/2019

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

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

Information in other formats
If you have difficulty 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.

Working in Partnership with
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