
RAILWAY HOUSING ASSOCIATION 

 

Meet our longest residents  

Edith and Bessie Cordiner   

Edith and Bessie were born in Seaton 

Carew in 1918 and 1920.  

Their father, John William Cordiner, 

was a railway signalman who worked 

on the signal box at Hartlepool. In 

1932 John was promoted to the  

Darlington signal box and his family 

were offered accommodation in a 

railway property so in June of that 

year the Cordiner family moved to 33 

Auckland Oval. At this time the Oval 

was still a cul -de-sac and remained so 

until after the Second World War.  

Edith and Bessie left home  

temporarily during the war to serve 

in the forces but both returned to 

the property at Auckland Oval. Their 

siblings soon married and moved out 

and by the time their father passed 

away in 1964 Edith and Bessie were 

the only Cordiners remaining at home. 

They applied to take over the  

tenancy which was granted to the 

elder of the sisters, Edith.  

In 1986 the properties on Auckland 

Oval were due for full modernisation. 

This meant a complete re -wire, new 

kitchen and bathroom plus the  

replacement of the solid fuel heating 

with gas central heating. The pantry 

was also to be converted into a  

downstairs toilet. Edith and Bessie 

were now in their late sixties and 

already struggling with the size of the 

property at number 33, especially the 

large garden. All residents were being 

offered a temporary move while the 

modernisation was carried out. The 

sisters did not want to do this so they 

wrote to ask if they could have a  

permanent move to the smaller 93 

Auckland Avenue which was empty and 

had already been modernised. Once 

again permission was granted.  

Edith and Bessie moved to 93  

Auckland Avenue in 1986 and were 

happy in their new property. They 

could even keep an eye on any changes 

at 33 Auckland Oval as they could see 

it from their new home. The sisters 

also experienced further  

modernisation when their property on 

Auckland Avenue had double glazing 

fitted. There was no need for a move 

this time though as the work was  

completed within a couple of days.  

By the late 1990õs the sisters were 

beginning to struggle with the stairs 

and the upkeep of the house and  

garden. The majority of their family 

were still based in Seaton Carew and 

they were beginning to rely on them 

more for assistance with shopping 

amongst other things. Their family 

felt they could provide the sisters 

greater support, especially if there 

was a problem or if they were ill, if 

they lived close by so the sisters  

decided to move back to Seaton 

Carew. Edith and Bessie applied for a 

transfer in 1999 and in June 2000 

moved to a two bedroom bungalow on 

Lawson Road in Seaton Carew.  

The sisters are very happy in their 

bungalow and agree that it is the 

best move they have made in 

terms of health and age. They 

have peace of mind as their family 

live close by and provide lots of 

support. They also get to see their 

family more often. They still keep 

in touch with whatõs going on in 

Darlington and in particular on the 

òRailway Housingó estate. They buy 

the Northern Echo to keep up on 

local news particularly the 

òhatches, matches and despatchesó 

and friends send them copies of 

the local parish magazine. Edith 

and Bessie say they have always 

had and still do have good 

neighbours. They remain in touch 

with their old neighbours at 91  

and 95 Auckland Avenue.  

The sisters are both looking 

foward to celebrating their  

ninetieth birthdays at Lawson 

Road, Edith in October of this 

year and Bessie in May 2010.  

However they did say what they 

are really looking forward to is 

further modernisation namely the 

replacement of their back boiler!  

Can you challenge The Cordiners 

title of òLongest Residentsó or do 

you have your own experiences 

that you would like to share? If so 

please contact your local Housing 

Officer.  
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MAINTENANCE 

RAILWAY HOUSING ASSOCIATION  

 MAINTENANCE PROGRAMME  

 2008 / 2013 
 

The Association has identified through extensive research that by following a preventative maintenance procedure it has been able to 

maintain its properties to the highest of decency standards. 

A policy of preventative maintenance is more cost effective than a policy of ñFixing after failureò this is because preventative / planned 

maintenance can be performed at convenient times and has predictable and manageable costs, where as repairs after 

failure are often required at inopertune times in remote locations and at unpredictable and often extreme costs. 

Therefore The Association carries out stock condition survey to all properties every 4 years in order to access the condition of its stock, 

from these surveys the Association then develops its own options appraisal process which in turn identifies which properties are in need 

of new windows, doors or central heating systems etc.  These properties are then earmarked for a  preventative  / planned maintenance 

programme which in turn would identify what is  to do,  when this will happen and at what cost.  If your house has been identifi ed for 

any planned /  preventive maintenance the Association will in turn contact you via a letter explaining what type of work is to be carried 

out in your home, the date this is due to happen and the contractor who will be carrying this work out, additionally any contact details 

you may need in case you have any questions regarding the work to be carried out. 

If you have any queries regarding the above or would like to know if any planned maintenance will be affecting your home in the next 

five years please contact your local housing officer or alternatively call the Association on free phone  

0800 0287428. 

RECHARGEABLE REPAIRS / INFORMATION  

FOR RESIDNTS 

 

 

It is the responsibility of the Association to carry out 

most repairs, however in exceptional circumstances the 

Association may insist on undertaking certain repairs 

that will then be re-charged to those responsible for the 

damage, repair or neglect. 

Therefore a majority of repairs are potentially  

re-chargeable, repairs can also be re-charges  

retrospectively as it may not become apparent until after 

the job is complete that the work falls in to the 

re-chargeable category, for example if the Association 

contractors were called out to a blocked drain and  

subsequently discover the fault was caused by the  

resident flushing disposable nappies down the toilet or 

grease deposits from cooking etc, we would re-charge the 

resident for the repair work. 

The Association will re-charge you the cost of the repair 

for one or more of the following reasons. 

 

¶ The repair was a result of an action by you, your 

relatives or guests. 

¶ The repair was a result of work undertaken by you  

       or others on your behalf. 

¶ The repair is your responsibility to undertake in    

       accordance with your tenancy conditions. 

¶ Another specific reason you were advised about. 

¶ You may be charged for forced entry to your home  

        if you fail to allow our gas contractors access for the  

       annual gas safety check. 

       If the repair has been identified as a user fault this        

       simply means if any contractor is called out to your    

       property and there is no repair to carry out this will      

       incur a re-charge. 

RESIDENT SATISFACTION WITH REPAIRS  

 

The Associations Repairs and Maintenance Service has always 

aimed to provide a first class service to all its residents.  In order to 

achieve our goal we measure our service against performance  

targets set by The Housing Corporation and ourselves all of which 

cover all aspects of repairs and maintenance.  Our performance 

results are in turn  

measured against social landlords who operate in a similar manner. 

It is the Associations responsibility to monitor the quality of our  

contract work that is carried out in your home.  In order to do this 

the Associations own maintenance inspectors carry out post  

inspections of completed work in order to check that the 

 contractors standards of work meets the Associations standards, 

also the price charged for the works represents value for money in 

the event of unsatisfactory workmanship the contractor will in turn 

be reprimanded and recalled to do the said works again. 

Association repairs and maintenance contractors will check that the 

resident is happy with the work to the property before they leave.  

In order for the Association to ensure all residents are satisfied with 

the contractor and the service provided, we measure this by  

feedback provided by yourselves.  When a resident phones in a 

repair a works order is raised for the repair, we then send you  

written notification and a resident satisfaction survey form with a 

pre-paid envelope.  Please try to find the time to complete the  

survey as it helps us to monitor how well our contractors are  

performing, this information is used as a management tool for 

 improving the services the Association offers its residents.  Below 

are some typical examples of residents satisfaction with the repairs 

and maintenance provided by the Association over the last 12 

months are: 

 

¶ Total number of jobs issued                                          =   2824 

¶ Total number of satisfaction slips returned                   =    858 

¶ Total number of complaints upheld regarding repairs   

        carried out                                                                     =        1 



We welcome the views of our residents whether they are good or bad points, as they enable the Association to improve the repairs and 

maintenance service it offers its residents.  If you wish to make a complaint, comment or compliment you can do so using one of the  

following options. 

 

Option 1-  Repairs Contract Centre 

You can contact our repairs centre by telephone, letter or fax. 

 

Option 2 ï Association Procedure 

We also have a complaint, comment or compliment procedure,  This leaflet contains further information.  You can also contact our cus-

tomer services centre on free- phone  0800 0287428. 

 

Railway Housing Association office hours are: 8.30am ï 4.30 pm Monday to Friday. 

If you require any further information regarding repairs or any other housing related issues, please contact your local Housing Officer or  

customer 

 services. 

Reporting Out of Hours Emergency Repairs  
 
To Report an Emergency Out of Hours - Domestic properties  
 
If you are a resident in one of the Associationôs domestic properties and you have an out of hours 
emergency please contact our emergency call out provider on 01429 298988 - this number will 
take you through to Hartlepool Neighbourhood Services whose operators will vet your call to  
ensure it is an emergency and then contact the relevant contractor. The contractor will be expected 
to curtail the circumstances of the emergency and make good until the next working day.  
(PLEASE KEEP THE ABOVE NUMBER NEAR TO YOUR TELEPHONE IN CASE YOU NEED TO 
USE IT IN AN EMERGENCY) 
 
To Report an Out of Hours Emergency - Schemes  
If you are a resident in one of the Associationôs schemes and you have an out of hours emergency 
please pull your cord which will take you through to the Central Warden Call office you are 
connected to.  Again they will vet your call to ensure it is an emergency and then contact the  
relevant contractors. The contractor will be expected to curtail the circumstances of the emergency 
and make good until the next working day. 
 
Please do not abuse this service - it is in place for genuine emergencies when our offices at 
Bank Top House are closed on an evening, weekends and Bank Holidays.  
There will be a recharge to the resident for any charges incurred if the service has been 
used in circumstances that are not an emergency.  

Armchair Monitors ï giving us your views from the comfort of your 
 armchair 
 
All Armchair Monitors have been invited to attend a meeting which are 
being held in several locations to discuss their role and meet up with 
other Armchair monitors from their area. We appreciate that not all 
monitors were able to attend these meetings, in fact the reason some 
Residents chose to become involved in this way was because they 
didnôt need to leave home to become involved. However as we go to 
press these meetings are still  taking place but early feedback shows 
that the majority of monitors are finding the meetings useful.  
 
Armchair monitors have also  been asked to comment on the  
Customer Standards policy and the comments we receive will be 
made known to the board.  If these comments result in any  
amendments being made you will be informed in the next newsletter. 
 
Anyone interested in becoming an Armchair monitor should contact 
Bank Top House on 01325 482125. 

DID YOU KNOW?.... 

 

We can arrange home visits for 

customers who are unable to  

access our offices. 

Farewell to Linda Lowe 

 

Linda Lowe the scheme co-ordinator at Shildon 

Court left the Association on 7th March 2008 

after 14 years service.  Everyone at Railway 

Housing would like to thank Linda for all her 

hard work over the years and wish Linda  and 

her family all the best for the future. 



Andrea Abbott ï Development Manager  
 

Andrea Abbott was appointed to the post of  
Development Manager and commenced her  
employment on 25th February 2008.  
 
The Association reviewed its Business Strategy 
during 2007 and made the decision to  
re -commence a development programme,  
continuing to provide accommodation for its  
current client groups.  
 
Andrea, who joins us from The Guinness Trust, will 
be identifying potential development /  
re -development sites within the Associationôs  
geographic areas of operation using the Options 
Appraisals carried out on all of the Associationôs 
existing stock as an information database.  
 
In addition Andrea will be investigating potential 
development partnerships with other associations 
and making contact with local authorities to ensure 
the Associationôs development programme is  
delivered successfully.  
 
Information regarding future developments will be 
communicated to residents via this Newsletter.  

Board Membership 

 

Railway Housing Association is currently in the process of recruiting a Resident to our Board of Trustees. This will be 

another step to demonstrate that Railway Housing Association is committed to ensuring that our residents have a real 

say in shaping the services you receive. 

 

The recruitment process has been agreed with by the Board of Trustees, but also by our growing number of focus 

groups. 

 

We will be hoping to appoint this new member to the Board in April/May of this year. 

In our next newsletter we will be announcing the successful candidate. 

 

If you wish to know more about this, please contact Mrs Karen Dunn on 01325 482125 

North East Residents  Needed To Form Focus Group  
 

We would like to form a focus group made up of Residents from the Northumberland, Newcastle and Gateshead areas 
to form another Focus Group.  Meetings would be held at least 4 times a year but Residents would only be committed 
to attending two meetings a year.  The Group would meet at one of the Associations sheltered schemes in either New-
castle or Gateshead and all travelling expenses for those attending will be paid.  The meetings last approximately 2 
hours including a buffet lunch.  The Focus Groups give their opinions on a variety of subjects and their views give valu-
able feedback to the Association which is used when deciding on future policies for the Association.  The Group also 
review policies on behalf of the Association and suggest amendments that they think are appropriate.  If you live in any 
of our properties in the North East  (or any other area),   and you can spare  at least 2 mornings a year  and are inter-
ested  in sharing your  views and experiences  with the Association, please contact Julie Clark on 01325 373055. 

 

Have Your Say 
 
What would you like to see included in future 
newsletters?  Let us know your ideas for future 
articles, the things you like about the current 
newsletter and the things you donôt.  drop us a 
line to Bank Top House, or call  us on 0800 
0287428 

DID YOU KNOW?.... 

 

We can provide written information in 

a range of languages and formats such 

as large print, Braille or audio tape. 

Smoke Alarms 
 
Railway Housing Association does not fit battery 
operated smoke alarms to its properties.  If you  
have not  got a smoke alarm fitted in your home 
contact your local Fire Prevention Officer who will 
advise on the positioning of the alarms and in a 
lot of cases  fit  the smoke alarm free of charge  
for you. 


