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The Scottish Social Housing Charter was       

introduced by the Scottish Parliament in April 

2012.  The Charter contains outcomes and 

standards which all social landlords must 

achieve. 

 

By 31st May every year we must supply       

information on these outcomes to the Scottish 

Housing Regulator, this information has been 

published by the Regulator on their website.  

In addition each social landlord must provide 

information to their tenants on our              

performance against these outcomes.  

This is our second report on the Charter.  Our 

tenants decide what is important and what 

they would like to know about our               

performance.  Meetings have taken place 

with members of our tenant panel to look at 

the content and layout of this report, which 

we hope you will find informative and easy to 

read. 

After reading this report, we are keen to find 

out what you think about our performance 

and whether you think we have got it right.  

The back page of this newsletter lets you 

know the different ways you can get in touch 

with us. 

 

 

REPORT ON  

THE SCOTTISH  

SOCIAL  

HOUSING 

CHARTER 

2015 

WHAT IS THE  

SCOTTISH SOCIAL HOUSING 

CHARTER? 

WHO DECIDES WHAT   

INFORMATION WE REPORT ON? 

             INTRODUCTION 
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A MESSAGE FROM OUR  

CHAIRPERSON 

 

Welcome to this year’s report on the services that we  

provide you with.   
 

Like every other housing association and Council housing department, we report on how we are 

doing against the national standards for housing. These are set out in the Scottish Social Housing 

Charter adopted by the Scottish Parliament in 2012.  

 

In developing this report, we have worked with a group of interested tenants. So hopefully its      

content and style should reflect what is important to all our tenants.  

 

I think you will agree that the overall quality of service is very good. This is reflected in the                  

positive feedback that we generally get from you.  There is always room for improvement though. 

For example, we want to increase further the number of repairs done by appointment.  We are also 

working with some of you on improving our online communications.  

 

Ayrshire Housing would also like to hear your ideas on how we can improve the community you live 

in. We’ve re-launched our Community Grant Fund to help local initiatives.  For example, we’ve    

supported a garden club, a youth sports team and village galas so far.    

 

Please feel free to get in touch with me if you would like to chat about any aspect of Ayrshire         

Housing’s work. Just email me at chair@ayrshirehousing.org.uk or leave a message on 01292 

880120.  I will get back to you! 

 

With best wishes  

Rhonda Leith 

Chairperson 
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The Scottish Public Services Ombudsman 

(SPSO) sets guidelines for organisations to     

respond to every complaint from service     

users.  For 1st stage complaints a response 

should be sent within 5 working days.  2nd 

stage complaints should be responded to 

within 20 working days.  We did not receive 

any second stage complaints between 1st  

April 2014 and 31st March 2015. 

 

The graph shows the percentage of            

complaints Ayrshire Housing responded to 

within SPSO guidelines, compared to the    

average percentages for other Ayrshire        

associations and the Scottish average.  Our 

performance in this area has improved from 

86.0% last year to 94.0% for this year.  

HANDLING COMPLAINTS 

NOTE: Performance Information (in the next section) — where an internal target is available, the 

graph has been assigned a red or green rating.  These ratings indicate: 

 Exceeded average performance or internal targets. 

 Below average performance or internal targets.  Improvement required. 

 

The group:      

 Liked the colour and layout of the report which they felt was easy to follow. 

 Felt the “thumbs up” and “thumbs down” symbols made it easy to identify areas of work 

where improvement was required.  

 Were happy with the balance between the graphs, pictures and text.   

 Liked the year to year comparison and felt the “ticks” and “crosses” quickly drew your eye 

to any drops in performance.   

 Asked that the text on Page 6 be reviewed as it did not fully explain the graphs. This text 

has been revised.  

 Asked if we could add an additional graph to the report showing where money was spent.  

This graph will be added next year after further consultation. 

 

If you are interested in participating and would like more information please contact Caroline 

Donald or Helen Ross at our office.  

TENANT FOCUS GROUP 

Scottish Social Housing  

Charter 

94.0% 97.2%

82.0%

Percentage of all cases responded to 

during the reporting year within the 

timescales defined by SPSO

Ayrshire Housing
Average - Ayrshire associations
Scottish Average

We would like to thank the tenants who took 

part in our Focus Group meeting on 31st July 

2015.  The group reviewed a draft of this year’s 

Charter Report and were happy with the          

proposed format.   
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HOUSING QUALITY AND MAINTENANCE 
Outcome 5, 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. 

Our Right First Time performance 

improved on last year, but still fell 

short of our internal target of 95%. 

We continue to work closely with 

contractors to ensure they are fully 

aware of the importance of         

getting the work done at the first 

visit where possible.  

Appointments kept dropped 

slightly from 98.7% to 97.3% but 

stayed above our target of 95%.  

We continue to work with tenants 

and contractors to ensure that         

maximum benefits are gained 

from offering appointments.  We 

hope to continue to increase the 

number of jobs where we offer   

appointments over the next year. 

This year’s results were taken 

from our repairs satisfaction     

surveys, rather than our recent 

tenant satisfaction survey.   The 

results show high satisfaction 

rates which are well above our 

internal target of 80%.    

We continue to hold regular   

meetings with our contractors to 

discuss ways in which we can    

improve performance. 

98.2% 87.6%

89.3%

Percentage of tenants who 

have had repairs carried out 

in the last 12 months who 

were satisfied with the 

service

Ayrshire Housing

Average - Ayrshire associations

Scottish Average

97.3% 93.6%

92.4%

Percentage of Repairs 

Appointments kept

Ayrshire Housing

Average - Ayrshire associations

Scottish Average

92.1% 91.3%

90.2%

Percentage of Reactive 

Repairs carried out in the 

last year completed Right 

First Time 

Ayrshire Housing

Average - Ayrshire associations

Scottish Average
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COMPARISON OF AYRSHIRE HOUSING’S RESULTS  31.03.15 31.03.14  

Average length of time taken to complete non-emergency repairs 4.5 days 4.8 days  

Average length of time taken to complete emergency repairs 2.1 hours 2.0 hours  

Percentage of repairs appointments kept 97.3% 98.7%  

Percentage of reactive repairs carried out in the last year completed 

Right First Time 

92.1% 88.2%  

Percentage of tenants who had a repair carried out in the last twelve 

months who were satisfied with the service 

98.2% 84.0%  

We completed 1,634 emergency 

repairs.  Our internal target is to        

complete these within 4 hours.  

Our performance is well within 

this target with emergency jobs 

being completed on average 

within 2.1 hours.  

Our performance in this area  is 

slightly lower than last year —

from  2.0 hours to 2.1 hours. 

82.0% of tenants are 

satisfied with the quality 

of their home.  

100.0% of gas safety 

checks were carried 

out  by the due date.  

2.1

Hours

3.1

Hours

5.9

Hours

Average length of time taken to 

complete emergency repairs

Ayrshire Housing

Average - Ayrshire associations

Scottish Average

We completed 3,526 non 

emergency repairs on average 

within 4.5 days. Performance 

in this area is very good.  This 

is confirmed by comparison 

w i t h  o t h e r  A y r s h i r e                

associations and the Scottish         

average.  

HOUSING QUALITY AND MAINTENANCE (CONT’D) 

4.5

Days

5.7

Days

7.9

Days

Average length of time taken to 

complete non-emergency repairs

Ayrshire Housing

Average - Ayrshire associations

Scottish Average
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GETTING GOOD VALUE FROM RENTS AND SERVICE CHARGES 
Outcomes 14 and 15, 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 

services, and how far current and prospective tenants and other customers can afford them and     

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. 

We need to collect rent  

to provide services.          

Maximising rental income 

and keeping arrears at a 

low level helps us to    

provide better services 

and allows us to maintain 

your home in good       

condition both now and 

for the future. 

Our Housing Officers and 

our Money Advice Officer 

have been working very 

hard to try and help      

tenants manage their 

rent payments, for               

example, by helping them 

get access to all the    

benefits and income to 

which they are entitled.  

This work is reflected      

in our very good                

performance at collecting 

rent and keeping arrears 

very low . 

COMPARISON OF AYRSHIRE HOUSING’S RESULTS  31.03.15 31.03.14  

Gross rent arrears as a percentage of rent due for the reporting year  2.5% 3.1%  

Rent collected as a percentage of total rent due in the reporting year 104.5% 97.9%  

Percentage of rent lost through properties being empty last year 0.3% 1.0%  

The rent lost while houses are  

empty can be affected by factors 

such as how long it takes to get 

the necessary supply checks   

carried out, including gas safety 

checks, how long it takes to get 

the property repaired and brought 

up to standard and also how 

quickly we can make an offer 

which is accepted by an                

applicant.  Our target is to lose no 

more than 0.8% of the rent due.  

We are reasonably pleased that 

we only lost 0.3% of the rent due 

during the year. 

2.5%

3.4%

5.3%

Gross ren t  arrears as a 

p ercent ag e of  ren t d u e 

f or  t h e rep or ting y ear 

Ayrshire Housing
Average - Ayrshire associations
Scottish Average

104.5%

100.9%

99.5%

R en t  co l lected as a 

p ercent ag e of  t ot al ren t 

d u e i n  t h e rep or ting 

y ear

Ayrshire Housing
Average - Ayrshire associations
Scottish Average

0.3%

0.9%
1.1%

P ercen tage of  ren t  l ost  

t h rough p ropert ies 

b ei n g empty i n  t he l ast 

y ear  

Ayrshire Housing
Average - Ayrshire associations
Scottish Average
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ACCESS TO HOUSING AND SUPPORT 
Outcome 10, 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 prospect of being housed. 

COMPARISON OF AYRSHIRE HOUSING’S RESULTS  31.03.15 31.03.14  

Number of cases of anti-social behaviour resolved within target in the 

last year 

75.3% 72.7%  

Average length of time taken to re-let properties in the last year 15.3 days 17.7 days  

NEIGHBOURHOOD AND COMMUNITY 
Outcome 6, 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. 

 

 

 

 

 

 

 

 

 

We received 198 complaints about anti-social behaviour last 

year covering a variety of issues such as noise, inappropriate 

behaviour and dog nuisance. We aim to respond to               

complaints within specific timescales.  190 complaints were 

resolved during the reporting year and of those 149 (75.3%) 

were resolved within agreed targets.  

98.6% of tenants 

are satisfied with 

the   standard of 

their home when 

moving in.  

We own and 

manage 1,474 

homes. 

Our year end figure of 15.3 days is slightly below our target of 

16 days and well below the national average. 

 

Where possible, we seek to keep rent loss to a minimum by 

working with our contractors to assist them to keep to their 

timescales and by the efficient letting of properties when they 

become vacant. 

75.3%

88.0%

83.2%
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85

90

Number of cases of anti-

social behaviour resolved 

within target in the last year

Ayrshire Housing
Average - Ayrshire associations
Scottish Average
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Ayrshire Housing
Average - Ayrshire associations
Scottish Average
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We can supply this document in a print size to suit.  It is 

also available in Braille, audio and other formats, and in 

other languages.  Our website also has several               

accessibility features which you may find useful. 

 

GETTING IN TOUCH 
 

Ayrshire Housing 

119  Main Street, AYR, KA8 

8BX 

www.ayrshirehousing.org.uk 

 

You can contact us by           

telephone (01292) 880120 or 

on our Lo-Call  number 

08452712327 

by text :  07860020459 

Or send us an email: 

info@ayrshirehousing.org.uk 

Frances McGuire a retiring Board member     

receiving a bouquet of flowers in thanks for her 

years of service on the Board. 

Alan Park, Head of Finance gave a 

presentation on Ayrshire Housing’s finances. 

David McGivern, Head of Housing Services   

chatting with tenants 
Ayrshire Housing tenants and staff members  

Some of Ayrshire Housing’s  

staff team 

AYRSHIRE HOUSING’S AGM 

9th SEPTEMBER 2015 


