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A WELCOME FROM OUR CHAIRPERSON 
MARGARET MCCALLION

A very warm welcome to our Annual 
Charter Report for 2015-16.  
At Cordale Housing Association we are committed 
to providing excellent services to our tenants and 
service users.  We want Cordale to be defined by the 
quality of our housing and the services we provide.  
This is key to fulfilling our ambitions, as we aspire 
to be recognised as one of the top performing 
community based housing associations.

As you will see within the report, our focus on 
achieving consistent service excellence has a direct 
link to the Scottish Social Housing Charter.  Our work 
in achieving the outcomes and standards set out 
in the Scottish Social Housing Charter provides a 
helpful framework to measure our performance and 
assess the quality of our services.

In last year’s Annual Charter report, we were able 
to report that we had made good progress in 
complying with the Scottish Social Housing Charter 
– we achieved 12 of the 14 Charter outcomes, 
relevant to Cordale, with two others being partially 
achieved.  “Participation” and “Value for Money” 
were the two Charter outcomes that were only 
partially achieved.  

Since last year we have improved our 
participation performance by introducing a 
new tenant participation strategy and reviewed 
the staff structure, creating a new Community 
Engagement Officer post.  A particular focus of 
these improvements has been to create greater 
opportunities for tenants and other customers to 
shape how we deliver services.  

We have also improved our performance delivering 
continuously improving value for money services.  
We froze rents in 2015/16 and this has been 
extended to 2016/17 (rents have not increased since 
October 2014).  Meanwhile we have continued 

to invest significant sums in our homes and the 
environment, while our performance in quickly 
letting empty properties and supporting our tenants 
pay their rent has been comparatively strong.

I’m pleased to advise that our assessment has 
concluded that all our services are being provided in 
line with the Charter.

Despite this significant improvement in 
performance,  we will continue to strive to do 
better and achieve greater results.  As such you will 
see within the report a number of improvement 
measures we intend to deliver.  

I hope that you find the information in this report 
valuable and insightful.  We wanted to report our 
performance on each of the Charter outcomes and 
explain the background to our findings on how well 
we are achieving these.  As ever though, if you would 
like to find out more about our Charter assessment 
or any aspects of this report – we would be more 
than happy to talk this through with you.

Finally, I’d like to acknowledge the many tenants and 
service users who have taken the opportunity over 
the past year to share their views and experience 
with us or have participated in our various activities, 
meetings and events. Thank you.

Margaret McCallion

Chairperson
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We are a community based housing 
association based in Renton, West 
Dunbartonshire.
We presently own and manage 508 social 
rented homes in and around the village of 
Renton.

Our partnership with Caledonia Housing 
Association produced over 80 new social 
rented homes in Alexandria and Renton in 2016.  

We are committed to continuing to increase 
the local supply of affordable housing.  We are 
planning, with Caledonia Housing Association, 
to deliver a new build programme at the 
derelict land site at Dalquhurn, Renton.

Our Management Committee presently 
consists of 10 members and the majority are 
local residents.

Last year, Cordale carried out a staffing review 
the outcome of which was to increase the 
number of front-line staff.  The aim was to 
establish the structure that could improve 

performance and achieve greater results for 
tenants and service users. 

At the start of April 2016, Cordale employed 12 
staff members.  

Our strategy is based on achieving excellence 
in everything we do and our day-to-day work 
is focussed on providing sustainable homes, 
delivering flexible services and establishing a 
vibrant community.

We are a financially strong housing association 
with a net surplus for the year of £334,000, 
accumulated reserves of £3,960,000 and 
housing assets in excess of £57,000,000.

The Association is in good financial health and 
well positioned to manage future challenges 
and continue to improve the quality of services.

CORDALE HOUSING ASSOCIATION   
AT A GLANCE… 

A WELCOME FROM OUR CHAIRPERSON 
MARGARET MCCALLION

Stock profile and average weekly rents

Size of home Number owned Average Rent Scottish average

2 apartment 154 £69.14 £70.39

3 apartment 209 £72.19 £71.55

4 apartment 116 £75.48 £77.60

5 apartment 29 £82.22 £85.98
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“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.”

OUTCOME 1

EQUALITIES

CHARTER REPORT 2015/16

OUR WORK

We have a 
comprehensive 

Equalities 
Policy

We introduced 
new equalities 

guidance for 
our staff  team

We have an 
Equalities 

Action Plan to 
help improve 
what we do

We carried 
out equalities 

related training 
for our staff  

team

Image of new offi  ce planned to be built in Main Street, Renton
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OUTCOME 1 
EQUALITIES

CHARTER REPORT 2015/16

“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 that the Landlord provides.”

OUTCOME 2 
COMMUNICATION

100
%  

of Stage 1 
complaints  

responded to 
on time 

96.2
% of tenants  
satisfied with being 
kept informed about 
services and decisions

100
%  

of Stage 2 
complaints  

responded to 
on time 

Scottish  
Average
90.6

Scottish  
Average
87.3

Scottish  
Average
81.8

2015
96.2

2015
99

2015
69.5

Providing different 
ways to communicate:

www.cordalehousing.org.uk
e. info@cordalehousing.org.uk
t. 01389 721216
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“Tenants and other customers fi nd it easy to participate in and infl uence their
landlord’s decisions at a level they feel comfortable with.”

OUTCOME 3

PARTICIPATION

86.7

CHARTER REPORT 2015/16

2015
86.7

We have a Tenant Participation 
Strategy in place and Tenant 
Participation Action Plan

We have employed a Community 
Engagement Offi  cer in partnership 
with Bellsmyre Housing Association

Scottish 
Average
81.3

% tenant satisfaction with 
participation opportunities

Here are a selection of photos 
from a few of the community 
events we have hosted this year
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“Tenants’ homes, as a minimum, meet the Scottish Housing Quality Standard 
(SHQS) by April 2016, and continue to meet it thereafter, and when they are 
allocated, are always clean, tidy and in a good state of repair.”

OUTCOME 4 
HOUSING QUALITY

CHARTER REPORT 2015/16

100
% stock at or above 

specified NHER / SAP 
ratings % stock meeting 

Energy Efficiency 
Standard for Social 
Housing (EESSH)

100

97
% tenants satisfied 

with standard of 
home when moving 

in (new tenants 
within past year)

% tenants 
satisfied with 

quality of home

We invested 
over
£500,000
improving our 
housing stock

Our partnership 
with Caledonia 
Housing Association 
provided over  
80 new homes for 
social rent in Renton 
and Alexandria.

100
% stock meeting 
Scottish Housing 
Quality Standard 
(SHQS)

Scottish  
Average
92.8

Scottish  
Average
96.5

Scottish  
Average
68.6

Scottish  
Average
87.7

93.8
Scottish  
Average
86.4

2015
100

2015
100

2015
70

2015
93.8
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“Tenants’ homes are well maintained; with repairs and improvements carried out 
when required, and tenants are given reasonable choices about when work is done.”

OUTCOME 5
REPAIRS & MAINTENANCE

OUTCOME 4 
HOUSING QUALITY

CHARTER REPORT 2015/16

We carried out 

1,864  
repairs at a cost of over 

£174,000

342 
emergency repairs 
completed

2.3
Average 
completion time
Emergency  
repairs

Scottish  
Average
5.14

Scottish  
Average
7.52

Scottish  
Average
91.3

HRS 4.24
Average completion 
time
Non Emergency  
repairs

D
A

Y
S

% Repairs 
completed 
right first 
time

96.06

92.4
%

Properties with current 
gas safety record and 
renewed on time

100% Scottish  
Average
91.3

Tenant satisfaction with repairs 
and maintenance service

Scottish  
Average
89.9

2015
3.6

2015
2.0 2015

95.6

2015
99.8

2015
92.4
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“Tenants and other customers live in well maintained neighbourhoods where 
they feel safe.”

OUTCOME 6 
ESTATE MANAGEMENT, ANTI 
SOCIAL BEHAVIOUR, NEIGHBOUR 
NUISANCE & TENANCY DISPUTES

87.1
% tenant 
satisfaction with 
neighbourhood 
management

CHARTER REPORT 2015/16

Scottish  
Average
86.0

Scottish  
Average
37.8

Scottish  
Average
86.6

36
% tenancy 
offers refused

% ASB cases 
resolved within 
locally agreed 
targets

71.4

We 
had 
Anti-Social  
Behaviour Cases  
last year compared  
to 8 the year before

2015
87.1

2015
15.91

2015
91.1

7
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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

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

• People at risk of losing their homes get advice on preventing homelessness

OUTCOMES 7, 8, 9 & 10 
HOUSING OPTIONS & 
ACCESS TO SOCIAL HOUSING

CHARTER REPORT 2015/16

We work  
in partnership 
with West 
Dunbartonshire 
Council and have 
a nomination 
and homeless 
agreement in place

We provide  
advice and 
assistant through 
our Customer 
Service team

We let  
32 empty 
properties last year 
and 6 of these were 
to people who were 
homeless

Our homes 
are let through the 
Cordale housing 
list and anyone 
over the age of 16 
is eligible to be 
admitted to the 
list
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“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.”

OUTCOME 11
TENANCY SUSTAINMENT

CHARTER REPORT 2015/16

89.2 6.5 100
% new 
tenancies 
sustained for 
more than a 
year

% stock that  
became 
vacant

% of approved 
adaptation 
applications  
completed

Average time 
to complete 
adaptation 
applications

Scottish  
Average
88.3

Scottish  
Average
8.64

Scottish  
Average
83.3

Scottish  
Average
49.9

31.6
DAYS

2
Number of  
abandoned  
properties
2 last year

Carried out

15 
adaptations  
last year worth  
£20,000

2015
97

2015
7.66

2015
100

2015
77
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“Tenants, owners and other customers receive services that provide continually 
improving value for the rent and other charges they pay.”

OUTCOME 13
VALUE FOR MONEY

OUTCOME 11
TENANCY SUSTAINMENT

CHARTER REPORT 2015/16

% tenant satisfaction 
with value for money 
offered by rent

% tenant satisfaction 
with overall service

Scottish  
Average
79.0

Scottish  
Average
89.0

Scottish  
Average
5.26

9177.1 4.48
% gross rent arrears

% void rent loss

0.26 Scottish  
Average
0.99 10.6 D

A
Y

S

average re-let 
time

Scottish  
Average
35.4

2015
77.1

2015
91

2015
4.66

2015
0.22

2015
11.7

Outcome 12 Homeless People
This only relates to services provide by local authorities and 
is not applicable to Cordale Housing Association
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“A balance is struck between level of service provided, the costs of the services, 
and how far current and prospective tenants and service users can afford them.

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

OUTCOMES 14 & 15 
RENTS AND  
SERVICE CHARGES

Average  
rent increase

CHARTER REPORT 2015/16

Scottish  
Average
1.88

£ 0%

We have not 
increased our rent 
since October 
2014, with Cordale 
tenants having a 
rent freeze again in 
2016/17.

% of Rent Collected

100.29

2015
0%
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OUR CHARTER 
IMPROVEMENT ACTIONS 

CHARTER REPORT 2015/16

OUTCOME KEY IMPROVEMENT ACTIONS TIMEFRAME
1 - Equalities Undertake tenant profiling exercise to inform 

how we could consult with and involve minority 
and harder to reach groups.

September 2017

2 - Communication Establish a tenant focus group to review the 
presentation and content of newsletters.

August 2017

Strengthen the process for collecting, analysing 
and responding to learning from customer 
complaints.

March 2017

3 - Participation Develop a new Tenant Participation Action 
Plan for 2017/18 that will provide greater 
opportunities for tenants to shape services.

March 2017

4 – Quality of Housing Review the availability of energy efficiency 
and fuel poverty information and produce new 
guidance.

August 2017

5 – Repairs, 
Maintenance and 
Improvements

Review opportunities available for tenants to 
have greater influence setting service standards 
and monitoring performance.

August 2017

6 – Estate 
Management, Anti-
social Behaviour, 
Neighbour Nuisance 
and Tenancy Disputes.

Review of our anti-social behaviour and estate 
management policies and practices.

March 2017

7,8,9 – Housing Options Develop a development strategy for the 
vacant site at Dalquhurn that will increase 
the availability of housing and mix of housing 
options available.

February 2017

Implement new allocation, assignment and 
succession procedures following review of 
Housing Act 2014 powers.

September 2017

10 – Access to Housing Review how available homes are marketed to 
improve access and opportunities for people in 
housing need.

August 2017

11 – Tenancy 
Sustainment

Explore funding options to provide specialist 
tenancy sustainment support.

March 2017

13 – Value for Money Improve opportunities for tenants to participate 
in the review  of services to determine if they are 
delivering value for money. 

August 2017

14 & 15 – Rents and 
Service Charges

Complete a strategic review of the estates 
service to improve the understanding of service 
charges. 

March 2017
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Registered O�   ce – 1 Red Row, Renton, Dunbartonshire G82 4PL
Cordale Housing Association is a registered society under the Co-operative and Community Benefi  t Societies Act 2014 – Reg. No. 2411R(S)
Scottish Housing Regulator Reg. No. HEP 259 Scottish Charity No. SC032859 Property Factor Reg. No.PF00319

Management Committee
Margaret McCallion (Chair) Tricia Morris
Martin Walker (Vice Chair) Penny Coburn (joined Apr 16)
Graham Kemsley Lilian Peters (appointed Sep 16)
Leeanne Campbell Catherine Hollern (resigned Nov 15)
Liz Bowden Robin Grant (resigned Mar 16)
Veronica Hamilton John Smith (resigned Jun 16)
Keith Underhill John Bell (resigned Jun 16)

Contact Us
By Post or Visit: Cordale Housing Association
1 Red Row, Renton
Dunbartonshire
G82 4PL

By Phone: 01389 721 216
Monday to Friday 9am-5pm with the exception of every
2nd and 4th Wednesday or the month when closed from
9am to 12pm for sta�  training.

By Email: info@cordalehousing.org.uk
www.cordalehousing.org.uk

BANGALI

CHINESE

HINDI

PUNJABI

URDU

POLISH

Information in other formats
If you have di�  culty 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.
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