
   OUR PERFORMANCE 

 
Welcome to our fourth annual report on the Scottish Social Housing Charter.  Working to a deadline of 
31st May every year we must supply the Scottish Housing Regulator with information on our progress in 
meeting the outcomes and standards of the Scottish Social Housing Charter.  This information has been 
published on the Scottish Housing Regulator’s website at www.scottishhousingregulator.gov.uk.  In            
addition we must provide information to our tenants on our performance against these outcomes.   

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.  We have listed below the various ways you can get in touch with us. 
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GETTING IN TOUCH 
119  Main Street, AYR, KA8 8BX 

www.ayrshirehousing.org.uk 
By telephone (01292) 880120  

By text 07860020459 
Or send us an email: 

info@ayrshirehousing.org.uk 

REPORT ON THE SCOTTISH  
SOCIAL HOUSING CHARTER 2017 

Ayrshire Housing were pleased to support a series of summer coaching sessions              
organised by Whitletts Victoria Junior Football Club.  



Dear Tenant 
I am pleased that we are once again      
providing you with our report on Ayrshire 
Housing’s performance over the last 
year.  As always, we have worked hard to 
maintain and improve the high standard of 
services which we deliver to our tenants 
and stakeholders. 
 

I hope that you find this year’s report on the services you receive 
useful.  We have worked hard with a group of supportive tenants to 
ensure that the information is as clear as possible.  We have, for 
example, highlighted the small number of areas where there is 
room for improvement as well as giving well deserved credit to our 
friendly staff team.  
 
I wish to thank all of you who took part in the independent survey 
of your views at the end of last year.  We invested in face to face 
surveys to give us a clear picture of your satisfaction with the rent 
that you pay and the services you receive in return.  We were 
pleased to see how much you value Ayrshire Housing as your                
landlord.  
 
The survey showed an increase in satisfaction levels, for example: 
 
 92% of tenants are satisfied with our overall service (an               

increase from 88% in 2013). 
 91% of tenants are satisfied with our management of their 

neighbourhood (an increase from 79% in 2013). 
 83% of tenants are satisfied with opportunities to participate 

in our decision making (an increase from 75% in 2013). 
 
We are well aware of the financial pressures on many of you.  So 
we have expanded our money advice service over the year by     
adding another member of staff.  
 
We continue to invest heavily in our existing stock. I am                  
especially pleased with the transformation of our flats at Rowan 
Road, Girvan. 
 
We contribute to the communities that you live in by supporting a 
whole range of worthy projects.  Our tenants are at the heart of 
many of these.  I am pleased that over the year we have, for              
example, supported community gardens and a community run 
shop in the little village of Barr.  So, please keep your suggestions 
coming in! 

 
With best wishes 

A MESSAGE FROM OUR  
CHAIRPERSON — RHONDA LEITH 
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We would like to thank our Tenant Led Scrutiny Group who reviewed a draft of this year’s Charter Report 
and were happy with the content and format. 
 
Our Tenant Led Scrutiny Group is an independent group solely run by tenants. They decide which area of 
Ayrshire Housing’s performance they would like to review, this could be anything — property repairs, 
voids, communication, budgets — whatever tenants feel they want to look at. 
 
The Group work with tenants, Board members and Ayrshire Housing staff. They review current processes 
and decide if there are ways things can be improved in the future. They report their findings to Ayrshire 
Housing’s Board who will review and, where possible, implement them.  
 
Being a member of the Tenant Led Scrutiny Group is a real opportunity to influence how Ayrshire            
Housing operates.  
 
If you are interested in getting involved or would like more information please contact Caroline Donald 
on (01292) 885573 or by email c.donald@ayrshirehousing.org.uk.  

The Scottish Public Services Ombudsman 
(SPSO) sets guidelines for organisations 
to respond to every complaint from            
service users.  For straightforward (1st 
stage) complaints, a response should be 
sent within 5 working days.   
More complex cases (2nd stage)            
complaints should be responded to            
within 20 working days.  We did not     
receive any second stage complaints  
between 1  April 2016 and 31 March 
2017.   
The graph shows the percentage of            
complaints we 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 96.3% last year to 96.8% 
for this year.  

HANDLING COMPLAINTS 

ARE YOU INTERESTED IN MAKING A DIFFERENCE? 

Percentage of all cases responded to during the        
reporting year within the timescales defined by SPSO 

PERFORMANCE INFORMATION  
In the next section, where an internal target is available, the graphs have been assigned a red or green        
rating.  These ratings indicate: 

      Exceeded average performance or internal targets. 

      Below average performance or internal targets.  Improvement required.  

  In this report where we have compared our performance with other housing associations in  
  Ayrshire and with the Scottish average —  
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HOUSING QUALITY AND MAINTENANCE 
 

2014 
2.0 Hrs 

 

  2015 
 2.1 Hrs 

  2016 
 2.3 Hrs 

 2017 
 2.2 Hrs 

1,244 properties required a gas safety check during the year.   
These checks were all completed within timescale, meeting our  

internal target of 100%. 

94.7% of our homes met the Scottish Housing Quality Standard.  

87.9% of tenants were satisfied with the quality of their home.  

We have always given a high priority to the repairs service we provide and realise the importance 
of delivering a good service to our tenants. We work closely with all of our contractors to get          

repairs carried out as quickly and as efficiently as possible.  On average it took us 4.7 days to complete 
each non-emergency repair and we completed 3,535 such repairs last year. The Scottish average          
completion time for non-emergency repairs was 7.1 days. 

We have a very challenging target to complete emergency repairs within 4 hours.  Performance in 
this area improved from  last year.  We are pleased to report that it took us only 2.2 hours, on     

average, to complete an emergency repair.  We completed 1,541 emergency repairs and our average 
completion time was significantly better than the Scottish average of 4.7 hours, which was more than 
double our performance. 

 
     AVERAGE LENGTH OF TIME TAKEN TO COMPLETE NON EMERGENCY REPAIRS 

 
AVERAGE LENGTH OF TIME TAKEN TO COMPLETE EMERGENCY REPAIRS 

Outcome 5 — Social landlords manage their business 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. 

4 

 
 4.7 Days 

 
4.8 Days 

 
4.5 Days 

 
 5.3 Days 

2014 2015 2016 2017 



              HOUSING QUALITY AND MAINTENANCE (Cont’d) 
 

              SATISFACTION 
 
Our performance has improved in this 
area from 96.7% to 97.7%. This is 
above our internal target (80.0%), and 
we will continue to work with our           
contractor to find ways to improve our 
performance further. 
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          RIGHT FIRST TIME 
 
We know that our tenants want            
repairs carried out as quickly and            
efficiently as possible and we have set 
a target to have work completed “right 
first time” for at least 95.0% of jobs.  
Although our performance (93.4%) fell 
short of our internal target we still 
managed to do slightly better than the 
Scottish average.  We will continue to 
stress the importance of this to our 
contractors and hopefully see an            
improvement in performance this 
year. 

          APPOINTMENTS 
 
We know how important it is to carry 
out repairs at times that suit our            
tenants.  So, we offer appointments 
for an increasing number of repairs.  
Of these appointments, we are 
pleased that 98.7% were kept by our            
contractor. This exceeds our internal 
target of 95.0%.  We aim to increase 
the number of jobs where            
appointments can be made for our 
tenants in the coming year.  



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. 
 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. 

KEEPING RENT ARREARS LOW 
 

Ayrshire Housing’s main              
income source is the rents our 
tenants pay us. Without this 
essential income we cannot 
provide the repairs service we 
know that our  tenants expect.  

Your rent also allows us to build up the 
funds we need to keep our houses to the 
highest standards through year on year                               
improvement works.  
It is good that our rent arrears are amongst 
the lowest in Scotland for both housing           
associations and Councils.  
We know that keeping rent arrears low is a 
real challenge given welfare reform and the 
general cost of living and we have               
extended our services to include money 
advice to help tenants who need to budget 
for their rent.  

RENT LOST 
 

We work very hard trying to ensure 
that our empty houses are brought 
back to an acceptable standard 

before they are allocated to the next                 
tenant. We do this knowing that the longer 
houses remain empty the more rent that is 
lost. Carrying out all the work in as short a 
time as possible is a major challenge but it 
is one in which we do well compared to       
other landlords.  
In the past year we actually lost only 0.3% 
of the rent due because houses were                    
empty compared to the Scottish average of 
0.9%. In other words, we lost a third of the 
amount of rent due to houses being empty 
compared to the Scottish average. 
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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 233 complaints about anti-social behaviour last year covering a variety of issues such as 
noise, inappropriate behaviour and dog nuisance.   The vast majority of complaints were resolved during 
the reporting year and of those 196 (84.1%) were resolved within target.  

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. 
 
The average time to re-let properties has decreased from 21.2 days to 15.8 days.  This has been due to 
the following: 
 Being more focussed on the efficiency of our processes and procedures. 
 A lower turnover of temporary, furnished lets for homeless persons. 
 A lower turnover in areas where there is less demand. 
 
This continues to be an indicator where performance can vary for reasons not wholly within the control 
of the organisation.  For example,  if major works are needed when a property becomes vacant the re-let 
time is likely to be longer. 



 

              AYRSHIRE HOUSING’S AGM 
             6TH SEPTEMBER 2017 

 

FINANCIAL INFORMATION 
Ayrshire Housing retains surpluses to fund 
improvements to our properties today and 
in future years.  We will continue to improve 
our financial strength to ensure investment 
in our housing stock and to improve and 
expand the services we offer to our tenants 
and residents.  Ensuring value for money is 
very much a priority for Ayrshire Housing. 
This chart shows how each pound we             
received was spent in the year ended 31 
March 2017. 

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. 
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AYRSHIRE HOUSING’S TOTAL COSTS 2016/17 


