
2014 CHARTER REPORT 

In 2012, The Scottish Parliament set out the key service standards 

and outcomes which all social landlords should achieve. These have now been published as the 

Scottish Social Housing Charter. It guarantees the quality of service that every tenant should get 

from their landlord whether it is a Council or a housing association. 

Each year, we must send a report to the Scottish Housing Regulator setting out how well we are 

doing against the Charter. This report is called the Annual Return on the Charter (or ARC). We 

are also expected to get feedback from our tenants on how they think we are really performing 

and on what areas need improvement. We hope that this Charter Report will encourage our    

tenants to offer comment and also criticism where it is due.  The report summarises our        

performance between April 2013 and March 2014.  

A panel of tenants has helped us design the report. They said which national standards were 

the most important to them.  In the report, we have given added detail on how we think we are     

doing in these key areas. 

We think that our core housing management and maintenance services are performing well. 

This can be seen in the graphs where we compare ourselves against both the national average 

and other Ayrshire housing associations.  

We hope that you find the content of this report informative. We welcome your own views on 

how well or otherwise we are doing.   

INTRODUCTION 

Burns Wynd, Maybole picked up two 

prestigious design awards, including 

this Saltire Housing Design Award  
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 We would once again like to thank the tenants who took 

 part in both our initial focus group meeting on 24th June 

 2014 and through our postal survey to the wider          

 consultation panel.  The group have been fully involved in 

 agreeing the content and format of this year’s Charter 

 Report.   

 

 The group suggested we: 
 

 - Use more graphics, and less text 

 - Include small photographs 

 - Make comparisons with other housing associations 

  both locally and nationally 

 - Use a traffic light system to show if we performed  

  above or below our internal targets 

 

 We are grateful to those who have taken part and look 

 forward to further involvement with this group.  If you are     

 interested in participating and would like more information, 

 please contact our office.  

 

 

 

SCOTTISH SOCIAL  

HOUSING CHARTER 

TENANT FOCUS GROUP 

 I am delighted to introduce the first of a new style annual 

 report to all our tenants.  The Scottish Parliament has set 

 every Registered Social Landlord (RSL) and Council housing 

 department the challenge of guaranteeing quality service. 

 This is set out in the Scottish Social Housing Charter. A key 

 point about the Charter is that landlords are expected to        

 consult with tenants about what is important to them and 

 to agree local targets with them.  

 

 Ayrshire Housing has always had the tenants’ interest to 

 the fore. We’re unusual amongst housing associations in   

 giving automatic voting rights to tenants to elect our five 

 tenant Board members. But we recognise that we always 

 need to do better in getting your feedback on the quality of 

 day to day services.  So I’m delighted that many of you have 

 volunteered to join our Charter focus group.  You will have a 

 key role to ensure that the volunteer Board and our staff do 

 not become complacent.  

 

Looking through the report, we seem to be doing quite well.  We do recognise though that we 

can always do better. At the end of the day, it’s for tenants to say what is “good service” and 

not just the Board or the association’s workers.    

 

Feel free to contact me personally if you would like to chat about any aspect of Ayrshire           

Housing’s performance.  You could also send an email to:  chair@ayrshirehousing.org.uk.                                
 

Paul Torrance, Chair 

CHAIR’S FOREWORD 
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PERFORMANCE INFORMATION — where an internal target is available, the graph has been assigned a 

red, amber or green rating.  These ratings indicate: 

 Exceeded average performance or internal targets. 

 Above average performance or internal targets however ongoing effort is being made to improve the 

service.  

 Below average performance or internal targets.  Improvement work required.  

 

Major Repairs 

We planned to upgrade 28 properties to meet 

Scottish Housing Quality Standards but actually 

completed 30.  23 kitchen replacements, 6 gas 

central heating installations and one bathroom.  

In addition, 33 properties in Dailly had air 

source heat pumps installed after securing 

funding from the Renewable Heat Premium     

Social Landlords competition. 23 properties 

had gas central heating installed under the 

Green Homes Cashback Scheme. 

Operating Costs 

The total costs of the organisation are shown in 

the pie chart opposite.  After all these costs 

were accounted for the surplus remaining from 

our total income of £5.9M was £1.4M and this 

will be transferred to our reserves to fund long 

term maintenance and guard against future 

risks. During the year our involvement with the 

national Mortgage to Rent Scheme added 7 

new properties to our stock.  We also added 4    

properties to our general stock from open    

market purchases and we completed one new 

build of 13 properties. 

 

FINANCIAL INFORMATION 

23%

1%

34%

15%

27%

Ayrshire Housing 
Operating Costs 2013/2014

Management Costs Insurance

Maintenance Depreciation

Interest

 

 

 

 

 

HANDLING COMPLAINTS 

The Scottish Public Services Ombudsman 

(SPSO) sets guidelines for organisations to 

respond to every complaint from 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 

2nd Stage complaints between 1st April 

2013 and 31st March 2014.  The graph 

opposite shows the percentage of         

complaints Ayrshire Housing responded to 

within the SPSO guidelines, compared to 

the average percentages for other Ayrshire 

associations and the national average. 

86.0%

91.3%

79.5%

Percentage of all cases 
responded to within timescales 

defined by SPSO

Ayrshire Housing

Average - Ayrshire associations

National Average
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 687 appointments were arranged and 678  

 were kept by our contractor.  Our internal     

 target  is 95%, and we performed well above 

 this target. Our intention is to increase the 

 number of available appointments over the 

 coming year and we are working with our 

 contractors to achieve this. 

HOUSING QUALITY AND MAINTENANCE 

Repairs, Maintenance and Improvements 

 We completed 1,531 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 in 2 hours.  

We completed the 3,640 non-emergency repairs on  

average within 4.8 days.  Performance in this area 

is very good.  This is confirmed by comparison with 

other Ayrshire associations and the national         

average. 

The Scottish Social Housing Charter (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. 

2.0

Hours

2.9

Hours

6.9

Hours

Average length of time taken to 
complete emergency repairs

Ayrshire Housing

Average - Ayrshire associations

National Average

4.8

Days

5.9

Days

8.2

Days

Average length of time taken to 
complete non-emergency 

repairs

Ayrshire Housing

Average - Ayrshire associations

National Average
98.7%

95.7%

92.9%

Percentage of repairs 
appointments kept

Ayrshire Housing

Average - Ayrshire associations

National Average
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Repairs, Maintenance and Improvements (cont’d) 

 

 Right First Time 

 Our performance fell short of our internal 

 target of 95%.  

 

 This is an area where we are working closely 

 with our contractors to ensure that they are 

 fully aware of the importance of reporting 

 information accurately and getting the work 

 done, wherever possible, at the first visit. 

 

 Repair Satisfaction 

 The information for this indicator was taken 

 from our recent tenant satisfaction survey 

 and shows 84% satisfaction, above our 

 internal target of 80%. 

 

 We also record satisfaction with our service 

 through repairs satisfaction surveys.  For 

 the year to 31 March 2014, this  showed a 

 satisfaction rate of 94.4% from 933       

 surveys returned. This shows high          

 satisfaction with our contractors and the  

 quality of their work. 

 

 We continue to hold regular meetings with 

 our contractors to discuss performance 

 and agree standards and targets as part 

 of our contract monitoring. 

 

Did you know that 80.52% of 

tenants were satisfied with 

the standard of their home 

when moving in? 

And 82.03% were    

satisfied with the    

quality of their home.  

1,223 properties required a gas 

safety check during the year.  

These were all completed within 

timescale, meeting our internal 

target of 100%. 

99.2% of our homes 

met the Scottish    

Housing Quality    

Standard. 

88.2%

89.9%

87.2%

Percentage of reactive repairs 
carried out in the last year 
completed right first time

Ayrshire Housing

Average - Ayrshire associations

National Average

84.0% 84.2%

87.6%

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

National Average
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GETTING GOOD VALUE FROM RENTS AND SERVICE CHARGES 

Rents and Service Charges  

The Scottish Social Housing Charter (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. 

While we are required by the Regulator to report our 

gross rent arrears from all sources we continue to    

monitor and set targets for our current tenants’ arrears 

excluding any housing benefit still to be received by us.  

This figure was previously viewed as the key measure of 

performance for rent arrears.   

Our year end figure for this measure was 1.39% which 

was below our target of 1.75% and places us amongst 

the top performers in the country by this measure.  

 Percentage of rent lost through properties being    

 empty in the last year.  Our year end figure of 1.0% 

 was above our internal target of 0.8%. We experienced 

 an increase of 46% in the number of empty properties 

 compared to  the previous year. This had a big impact 

 on our rent loss, re-let times and empty house repair 

 costs.  Whilst we do not have complete control over 

 this, we seek to minimise the annual rent loss to no 

 more than 0.8% of the total rent due.  

1.0%
1.1%

1.2%

Percentage of  rent los t 
through properties be ing 

empty in the  las t  year 

Ayrshire Housing

Average - Ayrshire associations

National Average

97.9%

98.7%

99.0%

Rent co llected f rom 
tenants as  a percentage of 

to tal rent due in the  

reporting year

Ayrshire Housing

Average - Ayrshire associations

National Average

3.1%

3.7%

5.1%

Gross rent arrears as  a 
percentage of  rent due for 

the  repor ting year 

Ayrshire Housing

Average - Ayrshire associations

National Average
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NEIGHBOURHOOD AND COMMUNITY 

Estate management, anti-social behaviour, neighbour     

nuisance and tenancy disputes 

ACCESS TO HOUSING AND SUPPORT 

Access to Social Housing 

 Our year end figure of 17.7 days 

 was slightly above our target of 16 

 days or less although it was 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 empty. 

The Scottish Social Housing Charter (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. 

The Scottish Social Housing Charter (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 143 complaints about      

antisocial 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. 

We managed to achieve our response 

targets for 74% of complaints.  The   

majority of complaints were resolved 

and written or verbal warnings were 

issued where it was considered       

appropriate and necessary. 72.7%

90.7%

75.9%

Number of  cases of  anti -social 
behaviour resolved w ithin target 

in the  las t  year

National Average

Average - Ayrshire associations

Ayrshire Housing

17.7

Days

21.6

Days

35.7

Days

Average length of time taken to relet 
properties in the last year

Ayrshire Housing

Average - Ayrshire associations

National Average
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AYRSHIRE HOUSING 

119 Main Street, AYR, KA8 8BX 

www.ayrshirehousing.org.uk 

Ayrshire Housing own and manage 

1,465 homes.   

 

Total rent due for the year to 31st 

March 2014 was £5,903,401. 

 

We increased our weekly rent on     

average 2.7% from the previous year, 

that is by inflation only.  

TENANT SATISFACTION: 

 88% of tenants said they were   

satisfied with the overall service we 

provided. 

 88% of tenants feel that we are 

good at keeping them informed 

about our services and outcomes. 

  75% of tenants were satisfied with 

 the opportunities to participate in 

 our decision making . 

 

 

 

            

 

 

 

            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 accessibil ity         

features which you may find 

useful. 

GETTING IN TOUCH 

You can contact us by telephone 

(01292) 880120 or on our Lo-Call 

number 08452712327 

 

You can text us on : 07527360360 

 

Or send an email to: 

info@ayrshirehousing.org.uk 


