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EXECUTIVE SUMMARY 

 

Satisfaction With Service Provided By Ayrshire Housing  

 

 Approaching 9 out of 10 tenants stated that they were satisfied with the 

overall service provided by Ayrshire Housing, and almost half specifically 

noted that they were very satisfied in this regard.   

 

 4 out of 5 tenants believed – having taking into account their 

accommodation and the services Ayrshire Housing provides – that the rent 

for their property represented good value for money, and 2 out of 5 

specifically believed that their rent represented very good value for money.   

 

 Tenants believe that Ayrshire Housing’s top priority should be repairs and 

maintenance, but also identified a range of other priorities for the 

association, including the overall quality of tenants’ homes and maintaining 

neighbourhoods as a good place to live.   

 

Communication & Participation  

 

 Approaching 9 out of 10 tenants believed that Ayrshire Housing is good at 

keeping them informed about their services and decisions, with over 2 out 

of 5 believing that the association is very good in this regard.   

 

Standard of Your Home  

 

 Amongst tenants who had moved into their home within the previous year, 

4 out of 5 noted satisfaction with the standard of their home when they 

moved in, with 2 out of 5 specifically stating that they were very satisfied in 

this regard.   

 

 The vast majority of tenants rated a range of aspects of their house to be 

good, particularly general layout of rooms, size of living rooms and size of 

bedrooms.  However, a notable proportion of tenants noted dissatisfaction 
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with their current home in terms of storage space, kitchen layout and 

heating systems.   

 

Repairs & Maintenance 

 

 Over 4 out of 5 tenants stated that, overall, they were satisfied with the 

quality of their home, with 2 out of 5 specifically stating that they were very 

satisfied in this regard.   

 

 Approaching three quarters of tenants stated that they had had repairs 

carried out to their property in the previous 12 months, with over 4 out of 5 

of these tenants stating that they were satisfied with repairs the last time 

they were carried out, and nearly 3 out of 5 specifically stating that they 

were very satisfied with the last repair carried out to their home.   

 

 Almost all tenants who had reported a repair to Ayrshire Housing in the 

previous 12 months stated that they found it easy to report a repair to the 

association the last time they did so, and two thirds specifically stated that 

this had been very easy.   

 

 A minimum of 9 out of 10 respondents noted their satisfaction with each of 

four indicators under consideration pertaining to the most recent repair 

carried out by Ayrshire Housing to their home, with between two thirds and 

three quarters specifically stating that they were very satisfied with the 

attitude of tradesmen, the condition of their house after the tradesmen left, 

quality of work and the time it took to complete the repair.   

 

 Approaching half of respondents stated that they had used Ayrshire 

Housing’s out of hours emergency repairs service, with over 9 out of 10 of 

those who had done so noting their overall satisfaction with this service, 

and 3 out of 5 specifically stating that they were very satisfied with this 

service.   
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Your Neighbourhood  

 

 4 out of 5 tenants expressed their satisfaction with Ayrshire Housing’s 

management of the neighbourhood they live in, with over a third specifically 

stating that they were very satisfied in this regard.   

 

 The three problems to emerge most prominently in neighbourhoods were 

door entry systems, security of common entries/closes and stair cleaning, 

and – although no problems emerged with great significance as being 

serious problems – a number of tenants did believe this to be the case in 

terms of parking and rubbish disposal.   

 

Contact With Ayrshire Housing  

 

 4 out of 5 tenants stated that their most recent contact with Ayrshire 

Housing had been by telephone, with 1 in 10 making reference here to 

visits to Ayrshire Housing’s office.    

 

 Overwhelmingly, the reporting of a repair was the most common reason for 

tenants’ most recent contact with Ayrshire Housing.   

 

 Around 9 out of 10 respondents noted their satisfaction with the helpfulness 

of staff, how easy it was to get hold of someone who could help, quality of 

advice and assistance and how easy it was to get to Ayrshire Housing’s 

office during their most recent contact, with a significant majority specifically 

stating that they were very satisfied in each of these four regards.   

 

 Almost exactly half of tenants stated that they had access to the internet, 

with this most commonly being via a laptop, and the internet being used 

regularly by two thirds of those who had access to it.   

 

 Tenants have a wide range of desires in relation to more information from 

Ayrshire Housing pertaining to their tenancy, and most prominently for 

information about Ayrshire Housing’s future plans.   
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 Tenants would most like Ayrshire Housing to use letters to inform them 

about itself and, thereafter, to use newsletters.  

 

Complaints  

 

 Two thirds of tenants were aware that Ayrshire Housing has a complaints 

procedure.   

 

Meeting Expectations  

 

 Nearly a quarter of tenants stated that there are areas where Ayrshire 

Housing’s service does not meet their expectations, with this most 

commonly relating to housing upgrade needs or requirements.   

 

Financial Questions  

 

 Amongst tenants expressing an opinion, three quarters were spending over 

10% of their household’s weekly income on gas and electricity, nearly half 

more than 15%, and 1 in 5 more than 20% of their household’s weekly 

income on gas and electricity.   

 

 Tenants most commonly pay for their gas and electricity via Direct Debit 

and, thereafter, by means of a payment meter (Powercard).   

 

 9 out of 10 of tenants have a bank or building society account, and 

approaching 9 out of 10 of these tenants stated that this account provides 

facilities for making Direct Debit payments.   

 

 Around 1 in 20 tenants stated that they were a member of a Credit Union, 

with 1 in 5 of the these tenants expressing an interest in opening a Credit 

Union bank account.   
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1.0 INTRODUCTION  

 

This report details findings to emerge from a Tenant Satisfaction Survey 

undertaken on behalf of Ayrshire Housing.   

 

During August 2013, self-completion questionnaires were issued to all 

tenanted properties of Ayrshire Housing (a total of 1,404).  Of these, 

590 were returned, representing a response rate of 42%.  Appendix I 

provides a geographical breakdown of responses.   

 

The questionnaire focused on the following issues:   

 

 Satisfaction with the service provided by Ayrshire Housing  

 Communication and participation  

 Standard of home  

 Repairs and maintenance  

 Neighbourhoods  

 Contact with Ayrshire Housing  

 Complaints  

 Financial questions  

 

A copy of the questionnaire is attached as Appendix II.   

 

It should be noted that during the analysis process, the data was 

weighted on the basis of the number of Ayrshire Housing tenanted 

properties in each of the towns and villages in which it has housing 

stock.   

 

Throughout the report, where possible, comparisons are drawn with 

outcomes for questions that were asked during Tenant Satisfaction 

Surveys undertaken by Ashbrook on behalf of Ayrshire housing in 2005 

and 2010.   

 

In addition, throughout the report, notable variations in findings are 

highlighted on the basis of the place of residence of tenants i.e.:   
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 Ayr, Prestwick, Troon, Dundonald and Symington area 

 Girvan, Barr, Ballantrae, Maidens and Kirkoswald area 

 Tarbolton, Mossblown and Coylton area 

 Maybole, Crosshill, Dailly, Kirkmichael and Straiton area 

 

Finally, Appendix III provides a summary of the survey outcomes for 

each of the Scottish Housing Regulator’s Charter Indicators, whilst 

Appendix IV provides time series graphics for a number of key survey 

outcomes.   
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2.0 SATISFACTION WITH SERVICE PROVIDED BY AYRSHIRE 

HOUSING 

 

“Taking everything into account, how satisfied or dissatisfied are you 

with the overall service provided by Ayrshire Housing?” 

Very satisfied 
48%

Fairly satisfied 
40%

Neither satisfied 
nor dissatisfied 

6%

Fairly 
dissatisfied 

4%
Very dissatisfied 

2%

Figure 1:  Satisfaction With Overall Service Provided 
By Ayrshire Housing

Base:  All Respondents
 

It is encouraging to note from Figure 1 that approaching 9 out of 10 

tenants (88%) stated that they were satisfied with the overall service 

provided by Ayrshire Housing (with this outcome being very similar to 

those found in 2005 and 2010 – 86% and 89% respectively), and almost 

half (48%) specifically noted that they were very satisfied in this regard, 

with this figure being similar to that found in 2010 (52%) but notably 

higher than that found in 2005 (38%).   

 

Indeed, Figure 1 also indicates that very few tenants (only 6%) noted 

their dissatisfaction with the overall service provided by Ayrshire 

Housing.   

 

Further examination of the data indicates no notable variances here on 

the basis of the area respondents live in.   
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“Taking into account the accommodation and services Ayrshire Housing 

provides, do you think that the rent for this property represents good or 

poor value for money?” 

Very good 
39%

Fairly good 
43%

Neither good 
nor poor 

13%

Fairly poor 
3%

Very poor 
2%

Figure 2:  Value for Money of Rent For Your Property

Base:  All Respondents
 

Figure 2 indicates that 4 out of 5 tenants (82%) believed – having taken 

into account their accommodation and the services Ayrshire Housing 

provides – that the rent for their property represented good value for 

money (with this figure being similar to those found in 2005 and 2010 – 

85% and 81% respectively), and 2 out of 5 (39%) specifically believed 

that their rent represented very good value for money, with this figure 

being slightly lower than that found in 2010 (45%), but still higher than 

that found in 2005 (34%).   

 

Again, Figure 2 indicates that very few respondents (only 6%) believed 

that the rent for their property represented poor value for money. 

 

Further examination of the data indicates that respondents living in the 

Tarbolton, Mossblown and Coylton area were most likely to state their 

belief that the rent for their property represents good value for money 

(88% compared to between 80% and 82% for those in the other three 

areas).   
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“Which of the following services do you think that Ayrshire Housing 

should have as its top 3 priorities?” 

0% 20% 40% 60% 80%

Providing advice on energy/fuel costs &
payments

Providing advice/support re claiming welfare
benefits/paying rent

Listening to tenants' views & acting upon them

Providing value for money for your rent

Dealing with anti-social behaviour

Keeping tenants informed

Maintaining your neighbourhood

The overall quality of your  home

Repairs & maintenance

6%

13%

27%

28%

29%

29%

35%

47%

70%

Base:  All Respondents

Figure 3:  Desired Priorities for Ayrshire Housing

 

Respondents were provided with a listing of possible priorities and 

asked which three they believed should be Ayrshire Housing’s top 

priorities.  On this basis, Figure 3 indicates that the top priority identified 

was that of repairs and maintenance (70%) and that, thereafter, a range 

of notable secondary priorities were also identified, including:   

 

 The overall quality of tenants’ homes (47%)  

 Maintaining their neighbourhood as a good place to live (35%)  

 Keeping tenants informed (29%)  

 Dealing with anti-social behaviour (29%)  

 Providing value for money for their rent (28%)  

 Listening to tenants’ views and acting upon them (27%)  

 

Finally, Figure 3 indicates that relatively few tenants identified two areas 

which they believe should be priorities for Ayrshire Housing, namely:   

 

 Providing advice/support on claiming welfare benefits and paying 

rent (13%) 



Ayrshire Housing: 
Tenant Satisfaction Survey 2013 

 

12 

 Providing advice on energy and fuel costs and payments (6%)  

 

Further examination of the data indicates that the following priorities 

were greatest amongst respondents in the areas indicated: 

 

 Keeping tenants informed: respondents in the Maybole, Crosshill, 

Dailly, Kirkmichael and Straiton area (37%)  

 Overall quality of their home: respondents in the Tarbolton, 

Mossblown and Coylton area (55%)  

 Listening to tenants views and acting upon them: respondents in the 

Maybole, Crosshill, Dailly, Kirkmichael and Straiton area (29%) and 

the Ayr, Prestwick, Troon, Dundonald and Symington area (28%)  

 Repairs and maintenance: respondents in the Girvan, Barr, 

Ballantrae, Maidens and Kirkoswald area (81%)  

 Dealing with antisocial behaviour: respondents in the Tarbolton, 

Mossblown and Coylton area (49%)  

 Maintaining your neighbourhood as a good place to live: 

respondents in all areas except the Tarbolton, Mossblown and 

Coylton area (23%)  

 Providing advice and support in claiming welfare payments and 

paying rent: respondents in all areas except the Tarbolton, 

Mossblown and Coylton area (6%)  

 Providing value for money for your rent:  no notable variances  

 Providing advice on energy and fuel costs and payments: no notable 

variances  
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3.0 COMMUNICATION & PARTICIPATION 

 

“How good or poor do you feel Ayrshire Housing is at keeping you 

informed about their services and decisions?” 

Very good 
44%

Fairly good 
44%

Neither good 
nor poor 

9%

Fairly poor 
2%

Very poor 
1%

Figure 4:  Keeping Tenants Informed 
About Services & Decisions

Base:  All Respondents
 

Figure 4 indicates that approaching 9 out of 10 tenants (88%) believed 

that Ayrshire Housing is good at keeping them informed about their 

services and decisions, with over 2 out of 5 (44%) believing that the 

association is very good in this regard.   

 

Figure 4 also indicates that very few tenants (only 3%) believed Ayrshire 

Housing is poor at keeping them informed about their services and 

decisions.   

 

Further examination of the data indicates no notable variances here on 

the basis of the area respondents live in.   
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“How satisfied or dissatisfied are you with the opportunities given to you 

to participate in Ayrshire Housing’s decision making processes?” 

Very satisfied 
37%

Fairly satisfied 
38%

Neither satisfied 
nor dissatisfied

21%

Fairly 
dissatisfied 

3%

Very dissatisfied 
1%

Figure 5:  Satisfaction With Opportunities To 
Participate In Ayrshire Housing's 

Decision Making Processes 

Base:  All Respondents
 

Figure 5 indicates that three quarters of tenants (75%) noted their 

satisfaction with opportunities given to them to participate in Ayrshire 

Housing’s decision making processes, with nearly 2 out of 5 (37%) 

specifically stating that they were very satisfied in this regard.   

 

It should also be noted that whilst very few tenants (only 4%) noted their 

dissatisfaction with opportunities given to them to participate in the 

association’s decision making processes, 1 in 5 (21%) stated that they 

were neither satisfied nor dissatisfied in this regard.   

 

Further examination of the data indicates no notable variances here on 

the basis of the area respondents live in.   
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4.0 STANDARD OF YOUR HOME  

 

“Did you move into this property within the last year, that is since 

September 2012?” 

Yes 
13%

No
87%

Figure 6:  Move Into This Property 
Within The Last Year?

Base:  All Respondents
 

Figure 6 indicates that around 1 in 8 respondents (13%) stated that they 

had moved into their property within the last year.   

 

These respondents were then asked a question about their satisfaction 

or dissatisfaction with the standard of their home.   
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“Thinking about when you moved in, how satisfied or dissatisfied were 

you with the standard of your home?” 

Very satisfied 
41%

Fairly satisfied 
39%

Neither satisfied 
nor dissatisfied 

6%

Fairly 
dissatisfied 

10%

Very dissatisfied 
4%

Figure 7:  Satisfaction With Standard 
Of Home When You Moved In

Base:  Moved Into Property Within The Last Year
 

From Figure 7 it can be seen that – amongst respondents who had 

moved into their home within the previous year – 4 out of 5 (80%) noted 

satisfaction with the standard of their home when they moved in, with 2 

out of 5 (41%) specifically stating that they were very satisfied in this 

regard.   

 

In contrast, Figure 7 indicates that around 1 in 7 respondents here 

(14%) stated that they were dissatisfied with the standard of their home 

when they moved in.   

 

It should be noted that the sub sample of respondents here – 

particularly in the Girvan, Barr, Ballantrae, Maidens and Kirkoswald 

area, the Tarbolton, Mossblown and Coylton area and the Maybole, 

Crosshill, Dailly, Kirkmichael and Straiton area – is insufficient to allow a 

meaningful breakdown of responses to be provided.   
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“How would you rate your current house in terms of the following?” 

0% 20% 40% 60% 80% 100%

Storage space

Kitchen layout

Heating sytem

Security

Size of bedrooms

Size of living rooms

General layout of rooms

28%

22%

19%

14%

7%

5%

5%

71%

77%

80%

82%

93%

95%

95%

33%

35%

44%

36%

54%

61%

55%

Base:  All Respondents

Figure 8:  Rating of Current House Very Good

Fairly + Very Good

Poor

 

Figure 8 provides a very largely positive profile of tenant views in terms 

of their current house, on the basis that the vast majority of respondents 

rated each of a range of aspects of their house to be good i.e.:   

 

 General layout of rooms (95%)  

 Size of living rooms (95%)  

 Size of bedrooms (93%)  

 Security (82%)  

 Heating system (80%)  

 Kitchen layout (77%)  

 Storage space (71%)  

 

Figure 8 also indicates that those aspects of respondents homes which 

were most commonly rated as being very good were:   

 

 Size of living rooms (61%)  

 General layout of rooms (55%)  
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 Size of bedrooms (54%)  

 Heating system (44%)  

 

Finally, Figure 8 indicates that – although relatively limited – levels of 

dissatisfaction with respondents current home (i.e. being rated as poor) 

were most notable in respect of:   

 

 Storage space (28%)  

 Kitchen layout (22%)  

 Heating system (19%)  

 

It should be noted that overall ratings here were similar across all 

indicators in 2005, 2010 and 2013.  However, between 2010 and 2013, 

there was a fall in the rating of three indicators, namely:   

 

 Heating system (falling from 60% in 2010 to 44% in 2013)  

 Kitchen layout (falling from 47% to 35%)  

 Storage space (falling from 40% to 33%)  

 

Further examination of the data also indicates that the best ratings of 

each of the indicators under consideration were noted by the 

respondents in the areas indicated below:   

 

 General layout of rooms: no notable variances  

 Size of living rooms: respondents in all areas except those in the 

Tarbolton, Mossblown and Coylton area (85%)  

 Size of bedrooms: respondents in all areas, with the exception of 

those in the Maybole, Crosshill, Dailly, Kirkmichael and Straiton area 

(88%)  

 Kitchen layout:  no notable variances  

 Security: no notable variances  

 Heating system: respondents in the Ayr, Prestwick, Troon, 

Dundonald and Symington area (87%) and the Tarbolton, 

Mossblown and Coylton area (76%)  
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 Storage space: respondents in all areas, with the exception of those 

in the Girvan, Barr, Ballantrae, Maidens and Kirkoswald area (63%)  
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5.0 REPAIRS & MAINTENANCE  

 

“Overall, how satisfied or dissatisfied are you with the quality of your 

home?” 

Very satisfied 
41%

Fairly satisfied 
41%

Neither satisfied 
nor dissatisfied 

8%

Fairly 
dissatisfied 

8%

Very dissatisfied 
2%

Figure 9:  Overall Satisfaction With Quality of Home

Base:  All Respondents
 

From Figure 9 it can be seen that over 4 out of 5 tenants (82%) stated 

that, overall, they were satisfied with the quality of their home, with 2 out 

of 5 (41%) specifically stating that they were very satisfied in this regard.   

 

Figure 9 also indicates that 1 in 10 tenants (10%) noted dissatisfaction 

with the overall quality of their home.   

 

Further examination of the data indicates that those most likely to note 

satisfaction with the quality of their home were those living in the 

Maybole, Crosshill, Dailly, Kirkmichael and Straiton area (90% 

compared to between 77% and 83% for those living in the other three 

areas).   
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“Have you had any repairs carried out in this property in the last 12 

months?” 

Yes 
73%

No
27%

Figure 10:  Repairs Carried Out To Property In The 
Last 12 Months?

Base:  All Respondents
 

From Figure 10 it can be seen that approaching three quarters of 

tenants (73%) stated that they had had repairs carried out in their 

property in the previous 12 months.  This outcome is lower than those 

found in 2005 and 2010 (78% and 84% respectively), although it should 

be stressed that the question previously asked of respondents had 

reported a repair in the last 12 months.   

 

It should be noted that respondents living in the Girvan, Barr, Ballantrae, 

Maidens and Kirkoswald area were most likely to state that they had 

had a repair carried out to their property in the previous 12 months (79% 

compared to between 69% and 73% for those in the other three areas).   

 

Those stating that they had had a repair carried out to their property in 

the previous 12 months were then asked a follow up question.   
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“Thinking about the last time you had repairs carried out, how satisfied 

or dissatisfied were you with the repairs service provided by Ayrshire 

Housing?” 

Very satisfied 
56%

Fairly satisfied 
28%

Neither satisfied 
nor dissatisfied 

6%

Fairly 
dissatisfied 

4%

Very dissatisfied 
6%

Figure 11:  Satisfaction With Repairs Service Last 
Time Repair Was Carried Out

Base:  Had Repair Carried Out In Last 12 Months
 

It is encouraging to note from Figure 11 that over 4 out of 5 tenants who 

had reported a repair within the last 12 months (84%) stated that they 

were satisfied with repairs the last time they were carried out (with this 

figure being broadly in line with those found in 2005 and 2010 – 82% 

and 85% respectively), and nearly 3 out of 5 (56%) specifically stated 

that they were very satisfied with the last repair carried out to their 

home, with this outcome being very similar to that found in 2010 (59%) 

and slightly higher than that found in 2005 (50%).   

 

It should be noted, however, that approaching 1 in 10 respondents (9%) 

noted their dissatisfaction with the last repair carried out in their home.   

 

Further examination of the data indicates no notable variances here on 

the basis of the area respondents live in.   
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“Overall, how easy did you find it to report a repair to Ayrshire Housing 

the last time?” 

Very easy 
68%

Fairly easy 
27%

Fairly difficult 
2%

Very difficult 
2%

Don't know 
1%

Figure 12:  Ease of Reporting A Repair To 
Ayrshire Housing Last Time Repair Reported

Base:  All Respondents Reporting A Repair To Ayrshire Housing
 

Again, it is encouraging to note that almost all respondents who had 

reported a repair to Ayrshire Housing in the previous 12 months (95%) 

stated that they found it easy to report a repair to the association the 

last time they did so (with this outcome being very similar to those found 

in 2005 and 2010 – 95% and 94% respectively) and, indeed, two thirds 

of respondents here (68%) specifically stated that this had been very 

easy, with this outcome being similar to that found in 2010 (72%), but 

continuing to be slightly higher than that found in 2005 (62%).   

 

Indeed, very few respondents (only 4%) noted difficulty in reporting a 

repair to Ayrshire Housing the last time they did so.   

 

It should also be noted that further examination of the data indicates no 

notable variances here on the basis of the area respondents live in.   
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“Overall, how satisfied were you with the following aspects of the most 

recent repair carried out by Ayrshire Housing?” 

0% 20% 40% 60% 80% 100%

Time it took to complete the
repair

Quality of work

Condition of house after
tradesmen left

Attitude of tradesmen

5%

8%

5%

3%

90%

91%

95%

96%

64%

64%

70%

76%

Base:  All Respondents Reporting A Repair To Ayrshire Housing

Figure 13:  Repairs Satisfaction Profile Very Satisfied

Fairly + Very Satisfied

Dissatisfied

 

Figure 13 provides a very largely positive profile in respect of tenant 

satisfaction with the most recent repair carried out by Ayrshire Housing, 

not only on the basis that a minimum of 9 out of 10 respondents noted 

their satisfaction with each of four indicators under consideration, but 

that a significant majority specifically stated that they were very satisfied 

with:   

 

 The attitude of tradesmen (76%)  

 The condition of their house after the tradesmen left (70%)  

 Quality of work (64%)  

 Time it took to complete the repair (64%)  

 

Indeed, Figure 13 indicates that levels of dissatisfaction were very 

limited – ranging from 3% in relation to attitude of tradesmen to 8% in 

relation to time it took to complete the repair.   

 

It should also be noted that there is evidence of a slight increase in 

terms of overall satisfaction through time with:   
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 Attitudes of tradesmen (rising from 89% in 2005 and 2010 to 96% in 

2013)  

 Condition of house after tradesmen left (rising from 88% in 2005 to 

95% in 2013)  

 Quality of work (rising from 84% in 2005 to 91% in 2013)  

 Time it took to complete the repair (rising from 80% in 2010 to 90% 

in 2013)  

 

In addition, it should be noted that between 2005 and 2013, there was 

an increase in the extent to which respondents here specifically stated 

that they were very satisfied with the time it took to complete repairs 

(rising from 55% to 64%).   

 

Finally, it should be noted that further examination of the data indicates 

no notable variances here on the basis of the area respondents live in.   

 

“Have you ever used Ayrshire Housing’s out of hours emergency repairs 

service?” 

Yes 
46%

No
54%

Figure 14:  Used Ayrshire Housing Out Of 
Hours Emergency Repairs Service?

Base:  All Respondents 
 

Figure 14 indicates that approaching half of all respondents (46%) 

stated that they had used Ayrshire Housing’s out of hours emergency 
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repairs service.  This figure is similar to that found in 2010 (43%), but 

continues to be higher than that found in 2005 (33%).   

 

It should also be noted that respondents in the Maybole, Crosshill, 

Dailly, Kirkmichael and Straiton area were least likely to have used the 

out of hours emergency repairs service (37% compared to between 

46% and 48% for those in the other three areas).   

 

“Overall, how satisfied were you with the out of hours emergency 

repairs service?” 

Very satisfied 
59%

Fairly satisfied 
33%

Fairly 
dissatisfied 

5%

Very dissatisfied 
3%

Figure 15:  Satisfaction With Out Of 
Hours Emergency Repairs Service?

Base:  Used Out Of Hours Emergency Repairs Service
 

Figure 15 indicates that over 9 out of 10 of those who had used Ayrshire 

Housing’s out of hours emergency repairs service (92%) noted their 

overall satisfaction with this service (with this outcome being similar to 

those found in 2005 and 2010 – 91% and 87% respectively), and 3 out 

of 5 (59%) specifically stated that they were very satisfied with this 

service, with the outcomes here in 2013 being similar to those found in 

2005 and 2010 (59% compared to 63% and 64% respectively).   

 

Indeed, only 1 in 12 respondents here (8%) noted their dissatisfaction 

with the out of hours emergency repairs service.   
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It should be noted that the sub sample of respondents here – 

particularly in the Girvan, Barr, Ballantrae, Maidens and Kirkoswald 

area, the Tarbolton, Mossblown and Coylton area and the Maybole, 

Crosshill, Dailly, Kirkmichael and Straiton area – is insufficient to allow a 

meaningful breakdown of responses to be provided.   
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6.0 YOUR NEIGHBOURHOOD  

 

“Overall, how satisfied or dissatisfied are you with Ayrshire Housing’s 

management of the neighbourhood you live in?” 

Very satisfied 
37%

Fairly satisfied 
42%

Neither satisfied 
nor dissatisfied 

13%

Fairly 
dissatisfied 

5%

Very dissatisfied 
3%

Figure 16:  Satisfaction With Ayrshire Housing's 
Management of Neighbourhood 

Base:  All Respondents
 

Figure 16 indicates that 4 out of 5 tenants (79%) expressed their 

satisfaction with Ayrshire Housing’s management of the neighbourhood 

they live in, with over a third (37%) specifically stating that they were 

very satisfied in this regard.   

 

Figure 16 also indicates that only 1 in 12 respondents (8%) noted their 

dissatisfaction with the association’s management of the neighbourhood 

they live in.   

 

Further examination of the data indicates no notable variances here on 

the basis of the area respondents live in.   
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“How serious do you believe the following problems are in the area or 

development that you live in?” 

0% 10% 20% 30% 40% 50% 60%

Vandalism

Maintenance of common
areas

Rubbish disposal

Condition of gardens

Parking

Stair cleaning

Security of common
entries/closes

Door entry system

36%

37%

38%

40%

46%

50%

51%

51%

5%

5%

10%

4%

16%

4%

6%

5%

Base:  All Respondents

Figure 17:  Problems in Area/Development
Serious Problem

Minor + Serious Problem

 

From Figure 17 it can be seen that the three problems to emerge most 

prominently – i.e. as being minor or serious problems – in a 

respondents neighbourhood were:   

 

 Door entry systems (51%)  

 Security of common entries/closes (51%)  

 Stair cleaning (50%)  

 

Thereafter, a notable proportion of respondents indicated that a range of 

other problems were apparent in their area or development, namely:   

 

 Parking (46%)  

 Condition of gardens (40%)  

 Rubbish disposal (38%)  

 Maintenance of common areas (37%)  

 Vandalism (36%)  
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It is of interest to note from Figure 17, however, that none of the 

problems under consideration emerged with any great significance as 

being serious problems, although this was most notable in respect of:   

 

 Parking (16%)  

 Rubbish disposal (10%)  

 

It is also of interest to note that between 2010 and 2013, there was a 

notable increase in terms of the notification of a number of problems, 

namely:   

 

 Door entry systems (rising from 23% in 2010 to 51% in 2013)  

 Security of common entries/closes (rising from 24% to 51%)  

 Stair cleaning (rising from 16% to 50%)  

 Maintenance of common areas (rising from 28% to 37%)  

 Condition of gardens (rising from 31% to 40%)  

 

In all cases – with the exception of maintenance of common areas and 

condition of gardens – the figures for 2005 were higher than in 2010, but 

not as high as in 2013.   

 

It should also be noted that between 2010 and 2013, there was a slight 

increase in the notification of parking as a problem (rising from 39% to 

46%), with this figure being very similar to that found in 2005 (49%).   

 

Further examination of the data also indicates that between 2005 and 

2013, there was a notable decrease in the incidence of vandalism being 

noted as a problem (falling from 42% to 36%), whilst there was also 

evidence of a decrease in a number of problems being identified as 

serious between 2005 and 2013, namely:   

 

 Door entry systems (falling from 13% in 2005 to 5% in 2013)  

 Security of common entries/closes (falling from 15% to 6%)  

 Stair cleaning (falling from 14% to 4%)  

 Condition of gardens (falling from 12% to 4%)  
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 Maintenance of common areas (falling from 11% to 5%)  

 Vandalism (falling from 12% to 5%)  

 

This outcome is of particular interest given that – as noted above – 

between 2010 and 2013, there was an increase in the indication of a 

number of these problems existing (i.e. being either a minor or serious 

problem).   

 

Further examination of the data for 2013 indicates that the problems 

under consideration were most likely to be cited by the tenants living in 

the areas indicated below:   

 

 Vandalism:  those resident in the Ayr, Prestwick, Troon, Dundonald 

and Symington area (42%)  

 Rubbish disposal: those resident in all areas, with the exception of 

those in the Maybole, Crosshill, Dailly, Kirkmichael and Straiton area 

(31% compared to between 36% and 45% for those in the other 

three areas)  

 Parking: those resident in the Ayr, Prestwick, Troon, Dundonald and 

Symington area (50%) and the Maybole, Crosshill, Dailly, 

Kirkmichael and Straiton area (43%)  

 Maintenance of common areas: those resident in the Girvan, Barr, 

Ballantrae, Maidens and Kirkoswald area (40%) and the Ayr, 

Prestwick, Troon, Dundonald and Symington area (39%)  

 Stair cleaning: no notable variances  

 Door entry system: those resident in the Ayr, Prestwick, Troon, 

Dundonald and Symington area (53%) and the Maybole, Crosshill, 

Dailly, Kirkmichael and Straiton area (49%)  

 Condition of gardens: no notable variances  

 Security of common entry/closes: those resident in the Ayr, 

Prestwick, Troon, Dundonald and Symington area (54%)  
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7.0 CONTACT WITH AYRSHIRE HOUSING 

 

“Was your most recent contact with Ayrshire Housing by…” 

Telephone 
81%

Letter 
4%

Visiting Ayrshire 
Housing's office 

10%

Visit to your 
home by a AH 
Representative 

3%

E-mail 
2%

Figure 18:  Method of Most Recent Contact With 
Ayrshire Housing

Base:  All Respondents
 

Figure 18 indicates that 4 out of 5 tenants (81%) stated that their most 

recent contact with Ayrshire Housing had been by telephone, with 1 in 

10 respondents (10%) making reference here to their most recent 

contact with the association being through visiting Ayrshire Housing’s 

office and the remaining respondents stating that their most recent 

contact had been:   

 

 By letter (4%)  

 Through a visit to their home by a representative of Ayrshire Housing 

(3%)  

 By e-mail (2%)  

 

It should be noted that the following patterns are apparent through time:   

 

 An increase in telephone contacts (from 69% in 2005 to 81% in 

2013)  

 A decrease in visits to Ayrshire Housing’s office (falling from 17% in 

2005 to 10% in 2013)  
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 A decrease in visits to tenants homes by Ayrshire Housing 

representatives (falling from 9% in 2005 to 3% in 2013)  

 

It should also be noted that the data in 2013 indicates that:   

 

 Most recent contacts with Ayrshire Housing by those resident in the 

Ayr, Prestwick, Troon, Dundonald and Symington area were least 

likely to have been by telephone (78% compared to between 83% 

and 88% for those in the other three areas)  

 Most recent contacts by those living in the Ayr, Prestwick, Troon, 

Dundonald and Symington area were most likely to have been via a 

visit to Ayrshire Housing’s office (13% compared to between 3% and 

5% for those living in the other three areas)  

 

“Which of the following was the reason for your most recent contact with 

Ayrshire Housing” 

0% 20% 40% 60% 80%

Other

About supporting/maintaining your tenancy

Benefits advice

To apply/ask question about housing

To apply for a transfer

About a neighbour dispute

To enquire about medical adaptations

To make a complaint

About rent payments

To report a repair

3%

1%

1%

2%

2%

2%

2%

3%

12%

74%

Base:  All Respondents

Figure 19:  Reason for Most Recent Contact With Ayrshire Housing

 

From Figure 19 it can be seen that, overwhelmingly, the reporting of a 

repair was the most common reason for respondents most recent 

contact with Ayrshire Housing (74%).   
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Indeed, the only other reason to emerge with any significance was that 

of most recent contacts being in relation to rent payments (12%).   

 

Further examination of the data indicates that those resident in the 

Tarbolton, Mossblown and Coylton area were least likely to state that 

their most recent contact with Ayrshire Housing had been to report a 

repair (57% compared to between 73% and 83% for those living in the 

other three areas), whilst those resident in the Tarbolton, Mossblown 

and Coylton area were least likely to state that their most recent contact 

with Ayrshire Housing had been:   

 

 About rent payments (21% compared to 6% for those resident in the 

other three areas)  

 To apply or ask a question about housing (8% compared to between 

0% and 4% for those resident in the other three areas)  

 

“Overall, how satisfied were you with your most recent contact with 

Ayrshire Housing?” 

0% 20% 40% 60% 80% 100%

How easy it was to get to
Ayrshire Housing's office

How easy it was to get hold of
someone who could help

Quality of advice & assistance

Helpfulness of staff

5%

8%

8%

7%

86%

91%

90%

92%

61%

64%

63%

68%

Base:  All Respondents

Figure 20:  Satisfaction With Most Recent Contact
With Ayrshire Housing

Very Satisfied

Fairly + Very Satisfied

Dissatisfied
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Figure 20 provides a highly positive profile of respondents most recent 

contact with Ayrshire Housing, on the basis that, typically, around 9 out 

of 10 respondents noted their satisfaction with four indicators pertaining 

to this contact (with all four of these outcomes being very similar to 

those found in 2010), and a significant majority specifically stated that 

they were very satisfied with these aspects of their contact i.e.:   

 

 Helpfulness of staff (68%)  

 How easy it was to get hold of someone who could help (64%)  

 Quality of advice and assistance (63%)  

 How easy it was to get to Ayrshire Housing’s office (61%)  

 

Indeed, Figure 20 indicates that levels of dissatisfaction here were 

limited i.e. ranging from 5% in terms of how easy it was to get to 

Ayrshire Housing’s office to 8% for both quality of advice and assistance 

and how easy it was to get hold of someone who could help. 

 

It should be noted that between 2010 and 2013, there was an increase 

in these very satisfied scores in relation to: 

 

 Helpfulness of staff (rising from 61% in 2010 to 68% in 2013)  

 Quality of advice and assistance (rising from 54% to 63%)  

 How easy it was to get hold of someone who could help (rising from 

55% to 64%)  

 

Further examination of the data for 2013 indicates that lowest levels of 

overall satisfaction were noted with respect to three of the indicators 

under consideration were noted by the tenants living in the Girvan, Barr, 

Ballantrae, Maidens and Kirkoswald area i.e.:   

 

 Helpfulness of staff: 85% compared to 93% for those living in the in 

other three areas  

 Quality of advice and assistance: 81% compared to between 89% 

and 96% for those resident in the other three areas  
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 How easy it was to get to Ayrshire Housing’s office: 77% compared 

to between 82% and 89% for those resident in the other three areas  

 

“Do you have access to the internet?” 

Yes 
52%No 

48%

Figure 21:  Have Access To The Internet?

Base:  All Respondents
 

Figure 21 indicates that almost exactly half of tenants (52%) stated that 

they had access to the internet (compared to 35% in 2005 and 45% in 

2010), with this outcome being highest for those in the Tarbolton, 

Mossblown and Coylton area (68% compared to between 45% and 51% 

for those in the other three areas).   

 

These respondents were then asked two further questions.   
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“How do you access the internet?” 

0% 10% 20% 30% 40% 50% 60%

On a tablet

On a personal computer or PC

On a mobile phone

On a laptop

22%

33%

37%

59%

Base:  Have Access To The Internet

Figure 22:  How Internet Is Accessed

 

From Figure 22 it can be seen that – amongst respondents with access 

to the internet – the internet was most commonly accessed on a laptop 

(59%) and, thereafter:   

 

 On a mobile phone (37%)  

 On a personal computer or PC (33%)  

 On a tablet – such as an i-pad (22%)  

 

It should be noted that the sub sample of respondents here – 

particularly in the Girvan, Barr, Ballantrae, Maidens and Kirkoswald 

area, the Tarbolton, Mossblown and Coylton area and the Maybole, 

Crosshill, Dailly, Kirkmichael and Straiton area – is insufficient to allow a 

meaningful breakdown of responses to be provided.   
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“How regularly do you use the internet?” 

Regularly 
67%

Occassionally 
30%

Never 
3%

Figure 23:  How Regularly Internet Used

Base:  Have Access To The Internet
 

Figure 23 indicates that – amongst respondents who had access to the 

internet – two thirds (67%) stated that they use it regularly, with most 

remaining respondents here (30%) stating that they do so occasionally.   

 

It should be noted that regular use of the internet was similar in 2010 

and 2013 (68% and 67% respectively), but higher than in 2005 (61%).  

In addition, non use of the internet was similar in 2010 and 2013 (1% 

and 3% respectively), but notably lower than in 2005 (10%).   

 

Again, it should be noted that the sub sample of respondents here – 

particularly in the Girvan, Barr, Ballantrae, Maidens and Kirkoswald 

area, the Tarbolton, Mossblown and Coylton area and the Maybole, 

Crosshill, Dailly, Kirkmichael and Straiton area is insufficient to allow a 

meaningful breakdown of responses to be provided.   
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“Would you like more information from Ayrshire Housing about any of 

the following?” 

0% 10% 20% 30% 40% 50%

Paying rent

How the association is run

Allocations policy

How rent money is spent

Benefit advice

Safety and security

Energy advice

Repairs policy

Ayrshire Housing's future plans

13%

16%

18%

20%

22%

24%

25%

29%

46%

Base:  All Respondents

Figure 24:  Desire For More Information From Ayrshire Housing

 

When respondents were provided with a listing and asked if they would 

like more information from Ayrshire Housing about any of the elements 

of this listing, Figure 24 indicates that the most prominent response 

related to a desire for more information about Ayrshire Housing’s future 

plans (46%).   

 

Thereafter, a notable proportion of respondents also made reference 

here to their desire for more information from Ayrshire Housing, 

including:   

 

 Repairs policy (29%)  

 Energy advice (25%)  

 Safety and security (24%)  

 Benefit advice (22%)  

 How rent money is spent (20%)  

 Allocations policy (18%)  
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Further examination of the data indicates that greatest desires for more 

information from Ayrshire Housing with respect to each of the issues 

under consideration were noted by the respondents living in the areas 

indicated below:   

 

 Allocations policy:  no variances  

 Safety and security: no variances  

 Benefit advice: no variances  

 How the association is run: tenants in the Girvan, Barr, Ballantrae, 

Maidens and Kirkoswald area (21%), the Maybole, Crosshill, Dailly, 

Kirkmichael and Straiton area (17%) and the Ayr, Prestwick, Troon, 

Dundonald and Symington area (16%)  

 How rent money is spent: tenants in the Girvan, Barr, Ballantrae, 

Maidens and Kirkoswald area (28%)  

 Energy advice: tenants in the Maybole, Crosshill, Dailly, Kirkmichael 

and Straiton area (35%)  

 Paying rent:  no variances  

 Ayrshire Housing’s future plans: tenants in the Girvan, Barr, 

Ballantrae, Maidens and Kirkoswald area (52%), the Ayr, Prestwick, 

Troon, Dundonald and Symington area (47%) and the Maybole, 

Crosshill, Dailly, Kirkmichael and Straiton area (44%) 

 

It should also be noted that through time there has been a decrease in 

desire for information in respect of:   

 

 Ayrshire Housing’s future plans (falling from 56% in 2005 to 46% in 

2013)  

 Repairs policy (falling from 40% to 29%)  

 Safety and security (falling from 31% to 24%)  

 How rent money is spent (falling from 28% to 20%)  

 

In contrast, however, between 2005 and 2013, there has been a notable 

increase in desire for more information regarding benefit advice (rising 

from 15% to 22%).   
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“Which two of the following would most like to be used to inform you 

about Ayrshire Housing?” 

0% 20% 40% 60% 80%

Other

Local meetings

Ayrshire Housing's website

E-mail

Staff visits

Newsletters

Letter

1%

5%

8%

13%

19%

54%

76%

Base:  All Respondents

Figure 25:  Desired Methods To Be Informed By Ayrshire Housing

 

When respondents were provided with a range of options and asked 

which two they would most like to be used to inform them about 

Ayrshire Housing, Figure 25 indicates that the principal method was that 

of letters (76%) and, thereafter, newsletters (54%).   

 

Figure 25 indicates that a number of other methods were also desired, 

with these primarily focusing around:   

 

 Staff visits (19%)  

 E-mails (13%)  

 

It should be noted that between 2010 and 2013, there was an 

increasing desire for use of:   

 

 Letters (rising from 70% to 76%)  

 Newsletters (rising from 48% to 54%)  

 Staff visits (rising from 14% to 19%)  
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However, during that time, there was a decrease in desire for use of:   

 

 The Ayrshire Housing website (falling from 16% in 2010 to 8% in 

2013)  

 Local meetings (falling from 12% to 5%)  

 

Finally, further examination of the data indicates only one variance here 

in 2013 on the basis of place of residence.  This relates to the desire to 

use letters being highest amongst those living in the Tarbolton, 

Mossblown and Coylton area (85% compared to between 74% and 79% 

for those living in the other three areas).   
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8.0 COMPLAINTS 

 

“Did you know that Ayrshire Housing has a complaints procedure?” 

Yes 
64%

No
36%

Figure 26:  Aware Ayrshire Housing 
Has A Complaints Procedure?

Base:  All Respondents
 

Figure 26 indicates that approaching two thirds of tenants (64%) stated 

that they knew that Ayrshire Housing has a complaints procedure.  This 

represents a slight rise on the figures found in both 2005 and 2010 

(58% and 59% respectively).   

 

It should also be noted that further examination of the data indicates 

that awareness of Ayrshire Housing’s complaints procedure in 2013 was 

highest amongst tenants living in the Girvan, Barr, Ballantrae, Maidens 

and Kirkoswald area and the Ayr, Prestwick, Troon, Dundonald and 

Symington area (66% and 65% respectively compared to 58% for those 

living in the Tarbolton, Mossblown and Coylton area and 57% for those 

living in the Maybole, Crosshill, Dailly, Kirkmichael and Straiton area).   
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9.0 MEETING EXPECTATIONS  

 

“Are there areas where Ayrshire Housing’s service does not meet your 

expectations?” 

Yes 
23%

No
77%

Figure 27:  Areas Where Ayrshire Housing's Service 
Does Not Meet Your Expectations?

Base:  All Respondents
 

From Figure 27 it can be seen that nearly a quarter of tenants (23%) 

stated that there are areas where Ayrshire Housing’s service does not 

meet their expectations.  This figure is identical to that found in 2010 

and is notably lower for those living in the Tarbolton, Mossblown and 

Coylton area (8% compared to between 23% and 27% for those living in 

the other three areas).   

 



Ayrshire Housing: 
Tenant Satisfaction Survey 2013 

 

45 

“In which areas does their service not meet your expectations?” 

0% 5% 10% 15% 20% 25%

Nuisance neighbours

Heating system issues/problems

Rent increases

Benefits advice

Garden maintenance

Quality of repairs

Housing upgrade needs

5%

5%

7%

12%

15%

16%

24%

Base:  'Yes' in Figure 27

Figure 28:  Areas Where Ayrshire Housing's 
Service Does Not Meet Expectations (Unprompted)

 

Figure 28 indicates that – amongst those stating that there are areas 

where Ayrshire Housing’s service does not meet their expectations – 

this was most commonly (as noted on an unprompted basis) in relation 

to housing upgrade needs or requirements (24%).   

 

Thereafter, secondary mention was made in this regard of:   

 

 Quality of repairs (16%)  

 Garden maintenance (15%)  

 Benefits advice (12%)  

 

It should also be noted that between 2010 and 2013, there was 

increasing reference here to quality of repairs (rising from 4% to 16%).  

In addition, it should be noted that whilst in 2010 the key factor referred 

to was length of time to wait for repairs (45%), no reference was made 

to this factor in 2013 and, also, two secondary factors identified in 2010 

were also not referred to in 2013, namely:   

 

 Communications (9%)  
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 Complaints not resolved (7%)  

 

Finally, it should be noted that the sub sample of respondents here – 

particularly in the Girvan, Barr, Ballantrae, Maidens and Kirkoswald 

area, the Tarbolton, Mossblown and Coylton area and the Maybole, 

Crosshill, Dailly, Kirkmichael and Straiton area – is insufficient to allow a 

meaningful breakdown of responses to be provided.   
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10.0 FINANCIAL QUESTIONS 

 

“How much of your household’s weekly income is spent on gas and 

electricity?” 

Up to 5%
5%

Between 5% & 
10%
13%

Between 10% & 
15%
21%

Between 15% & 
20% 
19%

More than 20%
15%

Don't know 
27%

Figure 29:  Percentage of Household's Weekly 
Income Spent on Gas & Electricity

Base:  All Respondents
 

Figure 29 indicates that when respondents were asked how much of 

their household’s weekly income was spent on gas and electricity, 

around a quarter (27%) felt unable to answer this question i.e. provided 

a ‘don’t know’ response.   

 

However, amongst those who did express an opinion:   

 

 Three quarters (75%) are spending over 10% of their household’s 

weekly income on gas and electricity  

 Nearly half (47%) more than 15%  

 1 in 5 (20%) more than 20%  

 

It is of interest to note that those living in the Girvan, Barr, Ballantrae, 

Maidens and Kirkoswald area and the Maybole, Crosshill, Dailly, 

Kirkmichael and Straiton area were most likely to state that they spend 
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more than 20% of their household’s weekly income on gas and 

electricity (both 20%).    

 

“What method do you use to pay for gas?” 

Direct Debit 
46%

On receipt of a 
bill 

12%

Payment meter 
(Powercard) 

30%

Other 
12%

Figure 30:  Method Used To Pay For Gas

Base:  All Respondents
 

Figure 30 indicates that tenants most commonly pay for gas by Direct 

Debit (46%) and, thereafter, payment meter – Powercard (30%). 

 

Further examination of the data indicates that use of each of the 

methods under consideration to pay for gas was lowest in the areas 

indicated:   

 

 Direct Debit: tenants in the Maybole, Crosshill, Dailly, Kirkmichael 

and Straiton area (39% compared to between 46% and 54% for 

those in the other three areas)  

 On receipt of a bill: tenants in the Girvan, Barr, Ballantrae, Maidens 

and Kirkoswald area (1% compared to between 12% and 15% in the 

other three areas)  

 Payment meter (Powercard): tenants in the Tarbolton, Mossblown 

and Coylton area (18% compared to between 30% and 37% for 

those in the other three areas)  
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“What method do you use to pay for electricity?” 

Direct Debit 
42%

On receipt of a 
bill 

11%

Payment meter 
(Powercard) 

36%

Other 
11%

Figure 31:  Method Used To Pay For Electricity

Base:  All Respondents
 

Figure 31 indicates that, again, tenants most commonly pay for 

electricity by means of Direct Debit (42%) and payment meter – 

Powercard (36%). 

 

Further examination of the data indicates that highest levels of use of 

each of the three methods under consideration were noted by the 

tenants in the areas indicated below:   

 

 Direct Debit: no notable variances  

 On receipt of a bill: tenants in the Tarbolton, Mossblown and Coylton 

area (19%) and the Ayr, Prestwick, Troon, Dundonald and 

Symington area (12%)  

 Payment meter (Powercard): tenants in the Girvan, Barr, Ballantrae, 

Maidens and Kirkoswald area (43%) and in the Maybole, Crosshill, 

Dailly, Kirkmichael and Straiton area (39%)  
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“Do you have a bank or building society account?” 

Yes 
90%

No
10%

Figure 32:  Have A Bank Or Building Society Account?

Base:  All Respondents
 

Figure 32 indicates that 9 out of 10 tenants (90%) stated that they had a 

bank or building society account.   

 

It should be noted that there were no notable variances here on the 

basis of place of residence.   
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“Does your bank/building society account provide facilities for making 

Direct Debit payments e.g. to pay your fuel costs or rent charges?” 

Yes 
88%

No
7%

Don't know 
5%

Figure 33:  Does Bank/Building Society Account 
Provide Facilities for Making Direct Debit Payments?

Base:  All Respondents
 

Figure 33 indicates that – amongst tenants with a bank or building 

society account – approaching 9 out of 10 (88%) stated that this 

account provides facilities for making Direct Debit payments, with less 

than 1 in 12 (7%) stating that this was not the case, and the remaining 

respondents (5%) not knowing if this was the case.   

 

It should be noted that those living in the Maybole, Crosshill, Dailly, 

Kirkmichael and Straiton area were least likely to state that their 

bank/building society account provides facilities for making Direct Debit 

payments (80% compared to between 88% and 92% for those in the 

other three areas).   
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“Are you a member of a Credit Union?” 

Yes 
6%

No
94%

Figure 34:  Member of a Credit Union?

Base:  All Respondents
 

Figure 34 indicates that around 1 in 20 tenants (6%) stated that they 

were a member of a Credit Union, with this outcome being highest 

amongst those in the Ayr, Prestwick, Troon, Dundonald and Symington 

area (7%) and the Maybole, Crosshill, Dailly, Kirkmichael and Straiton 

area (7%).   
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“Would you be interested in opening a Credit Union bank account?” 

Yes 
20%

No
65%

Don't know 
15%

Figure 35:  Interested In Opening A 
Credit Union Bank Account

Base:  Member of a Credit Union
 

Figure 35 indicates that – amongst tenants who were a member of a 

Credit Union – 1 in 5 (20%) expressed an interest in opening a Credit 

Union bank account, whilst nearly two thirds (65%) stated that they 

would not be interested in doing so, and those living in the Tarbolton, 

Mossblown and Coylton area being least likely to note interest in this 

regard (15% compared to between 20% and 23% for those in the other 

three areas).   
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11.0 CONCLUSIONS  

 

The survey undertaken amongst tenants of Ayrshire Housing in 2013 is 

characterised by a very largely positive set of outcomes.  However, 

there are a number of negative outcomes which must be reviewed by 

the association, together with a number of challenges which it faces.   

 

11.1 Positives  

 

There are a wide range of positive outcomes in 2013, with these relating 

to issues such as overall service provided, value for money of rent, 

keeping tenants informed, opportunities to participate in decision 

making processes, standard/quality of homes, reporting/quality of 

repairs, out of hours emergency repairs service, management of 

neighbourhoods and contacts with Ayrshire Housing.   

 

In addition, it is encouraging to note that in 2013 increasingly positive 

outputs were noted in respect of overall service provided, time it takes 

to complete repairs and contacts with Ayrshire Housing.   

 

Finally, it is encouraging that the problem of vandalism is decreasing 

through time and, in addition, it was evident in 2013 that a range of 

serious problems in neighbourhoods have reduced.   

 

11.2 Negatives  

 

There were relatively few negatives to emerge from the study 

undertaken in 2013, particularly compared to the range of positive 

outcomes which were evident.   

 

However, there are a number of negatives which should be reviewed by 

the association, with these focusing around:   

 

 Some concerns about storage space, kitchen layout, heating 

systems and security in homes 
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 A fall in ratings with regard to storage space, kitchen layout and 

heating systems in homes  

 Parking continuing to be the most notable problem in 

neighbourhoods  

 Increasing notification of problems across a number of indicators 

(despite – as noted earlier – a decrease in serious problems being 

noted in 2013 across a number of indicators)  

 Increasing reference to quality of repairs not meeting expectations  

 

11.3 Challenges  

 

It is evident from the study undertaken that Ayrshire Housing faces a 

number of challenges, with the overarching challenge relating to 

continuing to deliver the high level of service that it does to its tenants 

(particularly within a difficult financial environment).   

 

In addition, a range of more specific challenges are also faced by the 

association, with these focusing around:   

 

 Responding to tenant priorities, particularly in terms of repairs and 

maintenance and the quality of their home  

 Ensuring that systems for responding to the reporting of repairs are 

of high quality (given the fact that there are high levels of contact 

with the association in this regard)  

 Increasing internet interaction with tenants without disadvantaging 

those who do not have access to the internet  

 Responding to tenants information needs, particularly in terms of the 

association’s future plans, but also across a range of other issues  

 Addressing areas where expectations are not being met  

 

It should be stressed, however, that these challenges – and the 

negative outcomes noted earlier – should be placed in the context of a 

study which has highlighted the positive and effective performance of 

Ayrshire Housing in the delivery of its services and responsibilities.   



 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

APPENDIX I 
 



 

 

Breakdown Of Responses By Settlement  
 

 Ayr – 289  

 Ballantrae – 12  

 Barr – 5  

 Coylton – 21 

 Crosshill – 4  

 Dailly – 19  

 Dundonald – 34  

 Girvan – 57  

 Kirkmichael – 10  

 Kirkoswald – 4  

 Maidens – 2  

 Maybole – 34  

 Mossblown – 8  

 Prestwick – 22  

 Straiton – 9  

 Symington – 3  

 Tarbolton – 20  

 Troon – 27  

 Other – 10  

 Total – 590  
 
 
Breakdown Of Responses By Aggregated Area  
 

 The Ayr, Prestwick, Troon, Dundonald and Symington area – 375  

 The Girvan, Barr, Ballantrae, Maidens and Kirkoswald area – 80  

 The Tarbolton, Mossblown and Coylton area – 49  

 The Maybole, Crosshill, Dailly, Kirkmichael and Straiton area – 76  

 Other – 10  

 Total – 590  
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AYRSHIRE HOUSING:  
TENANT SATISFACTION SURVEY 2013 (J775)  

 
 
This survey is being conducted on behalf of Ayrshire Housing.  It is an important 
opportunity for you to let Ayrshire Housing know what you think of them, their service 
and your home.  The questionnaire will be totally anonymous – there is no way that 
you could be identified from the answers you provide.   
 
When you have completed the questionnaire, please place it in the envelope provided 
and return it to us at Ashbrook – no stamp is required.   
 
Alternatively, if you would prefer to complete this questionnaire by telephone, please 
call us at Ashbrook on 0141 226 3798, and we will arrange an appropriate time to call 
you to conduct an interview.   
 
If you have any queries or questions, please contact your Housing Officer at Ayrshire 
Housing.  
 
Thank you for taking time to complete this questionnaire.  It will play a vital part in 
ensuring that Ayrshire Housing can improve the service that it offers to its tenants.   
 
Satisfaction With Service Provided By Ayrshire Housing 
 
1. Taking everything into account, how satisfied or dissatisfied are you with the 

overall service provided by Ayrshire Housing? (Please tick appropriate box) 
 

Very satisfied   
Fairly satisfied   

Neither satisfied nor dissatisfied   

Fairly dissatisfied   

Very dissatisfied   

No opinion   

 
2. Taking into account the accommodation and the services Ayrshire Housing 

provides, do you think that the rent for this property represents good or poor 
value for money? (Please tick appropriate box) 

 

Very good   
Fairly good   

Neither good nor poor   
Fairly poor   
Very poor   

 



 

 

3. Which of the following services do you think that Ayrshire Housing should have 
as its top three priorities? (Please tick three boxes only) 

 

Keeping tenants informed  

The overall quality of your home  

Listening to tenants' views and acting upon them  

Repairs and maintenance  

Dealing with anti-social behaviour  

Maintaining your neighbourhood as a good place to live  

Providing advice and support on claiming welfare benefits and 
paying rent 

 

Providing value for money for your rent  

Providing advice on energy and fuel costs and payments  

 
Communication & Participation  
 
4. How good or poor do you feel Ayrshire Housing is at keeping you informed 

about their services and decisions? (Please tick appropriate box) 
 

Very good   
Fairly good   

Neither good nor poor   

Fairly poor   

Very poor   

 
5. How satisfied or dissatisfied are you with opportunities given to you to participate 

in Ayrshire Housing’s decision making processes? (Please tick appropriate 
box) 

 

Very satisfied   
Fairly satisfied   

Neither satisfied nor dissatisfied   

Fairly dissatisfied   

Very dissatisfied   

 
Standard of Your Home 
 
6. Did you move into this property within the last year, that is since September 

2012?  (Please tick appropriate box) 
 

Yes   Now go to Q7 

No   Now go to Q8   

 



 

 

7. Thinking about when you moved in, how satisfied or dissatisfied were you with 
the standard of your home? (Please tick appropriate box)  

 

Very satisfied   
Fairly satisfied   

Neither satisfied nor dissatisfied   

Fairly dissatisfied   

Very dissatisfied   

 
8. How would you rate your current house in terms of the following?  (Please tick 

appropriate boxes)  

 

 Very 
Good  

Fairly 
Good  

Fairly 
Poor  

Very 
Poor 

Don’t 
know/NA 

General layout of rooms       

Size of living rooms  
     

Size of bedrooms       

Kitchen layout       

Security       

Heating system       

Storage space  
     

 
Repairs & Maintenance  
 
9. Overall, how satisfied or dissatisfied are you with the quality of your home?    

(Please tick appropriate box) 
 

Very satisfied   
Fairly satisfied   

Neither satisfied nor dissatisfied   

Fairly dissatisfied   

Very dissatisfied   

 
10. Have you had any repairs carried out in this property in the last 12 months?    

(Please tick appropriate box) 
 

Yes   
No  

 



 

 

11. Thinking about the last time you had repairs carried out, how satisfied or 
dissatisfied were you with the repairs service provided by Ayrshire Housing?  
(Please tick appropriate box) 

 

Very satisfied   Now go to Q12 

Fairly satisfied   Now go to Q12 

Neither satisfied nor dissatisfied   Now go to Q12 

Fairly dissatisfied   Now go to Q12 

Very dissatisfied   Now go to Q12 

Never had repairs carried out   Now go to Q14 

 
12. Overall, how easy did you find it to report a repair to Ayrshire Housing the last 

time?  (Please tick appropriate box) 

 

Very easy   

Fairly easy   

Fairly difficult   

Very difficult   

Don’t know   

 

13. Overall, how satisfied were you with the following aspects of the most recent 
repair carried out by Ayrshire Housing?  (Please tick appropriate boxes)  

 

  

Very 
Satisfied 

 

Fairly 
Satisfied 

 

Fairly 
Dissatisfied 

 

Very 
Dissatisfied 

Repair Not 
Yet 

Completed 

 

Don’t 
know 

Quality of 
work        

Attitude of 
tradesman        

Condition 
of house 
after 
tradesman 
left  

      

Time it 
took to 
complete 
the repair  

      

 

14. Have you ever used Ayrshire Housing’s out of hours emergency repairs service?  
(Please tick appropriate box)  

 

Yes   Now go to Q15 

No   Now go to Q16 

 



 

 

15. Overall, how satisfied were you with the out of hours emergency repairs service?  
(Please tick appropriate box) 

 

Very satisfied   

Fairly satisfied   

Fairly dissatisfied   

Very dissatisfied  

Don’t know   

 

Your Neighbourhood  
 
16. Overall, how satisfied or dissatisfied are you with Ayrshire Housing’s 

management of the neighbourhood you live in? (Please tick appropriate box) 
 

Very satisfied   
Fairly satisfied   

Neither satisfied nor dissatisfied   

Fairly dissatisfied   

Very dissatisfied   

 
17. How serious do you believe the following problems are in the area or 

development that you live in?  (Please tick appropriate boxes)  

 

 Serious 
Problem 

Minor 
Problem 

No 
Problem 

Vandalism     

Rubbish disposal     

Parking      

Maintenance of common areas     

Stair cleaning     

Door entry system     

Condition of gardens     

Security of common entries/closes     

 
Contact With Ayrshire Housing 
 
18. Was your most recent contact with Ayrshire Housing by… (Please tick one box 

only) 

 

By telephone   

By letter   

By visiting Ayrshire Housing’s office  

Through a visit to your home by a representative of Ayrshire 
Housing  

By e-mail   

 



 

 

19. Which of the following was the reason for your most recent contact with Ayrshire 
Housing?  (Please tick one box only)   

 

To report a repair   

About rent payments   

To apply or ask a question about housing   

To apply for a transfer   

To make a complaint   

About rent arrears   

About a neighbour dispute   

To enquire about medical adaptations   

About supporting or maintaining your tenancy   

For another reason (please write this in) 
___________________________________________ 
___________________________________________ 
___________________________________________ 

 

 

20. Overall, how satisfied were you with your most recent contact with Ayrshire 
Housing?  (Please tick appropriate boxes) 

 

 Very 
Satisfied 

Fairly 
Satisfied 

Fairly 
Dissatisfied 

Very 
Dissatisfied 

Don’t 
Know 

Helpfulness of staff 
     

Quality of advice & 
assistance       

How easy it was to 
get hold of someone 
who could help  

     

How easy it was to 
get to Ayrshire 
Housing’s Office  

     

 

21. Do you have access to the Internet?  (Please tick appropriate box) 

 

Yes  Now go to Q22 

No   Now go to Q24 

 
22. How do you access the internet?  (Please tick appropriate boxes)  

 

On a personal computer or PC   

On a laptop   

On a tablet – such as an i-pad   

On a mobile phone   

 



 

 

23. How regularly do you use the Internet?  (Please tick appropriate box)  

 

Regularly   

Occasionally   

Never  

 
24. Would you like more information from Ayrshire Housing about any of the 

following?  (Please tick appropriate boxes) 

 

 Yes No 

Repairs policy    

Allocations policy    

Safety and security    

Benefit advice    

How the association is run    

How rent money is spent    

Energy advice    

Paying rent    

Ayrshire Housing’s future plans    

 

25. Which two of the following would you most like to be used to inform you about 
Ayrshire Housing?  (Please tick two boxes only) 

 

Letters   

Staff visits   

Newsletters   

Local meetings   

Ayrshire Housing’s website   

E-mail   

Other   

 
Complaints 

 

26. Did you know that Ayrshire Housing has a complaints procedure?  (Please tick 
appropriate box)  

 

Yes   

No   

 
27. Are there areas where Ayrshire Housing’s service does not meet your 

expectations? (Please tick appropriate box) 
 

Yes   Now go to Q28 

No   Now go to Q29 

 



 

 

28. In which areas does their service not meet your expectations?  (Please write in 
below)  

 
 _______________________________________________________________ 
 _______________________________________________________________ 
 _______________________________________________________________ 
 
Financial Questions  
 
29. How much of your household’s weekly income is spent on gas and electricity?  

(Please tick appropriate box) 
 

Up to 5%  

Between 5% and 10%  

Between 10% and 15%  

Between 15% and 20%  

More than 20%  

Don’t know   
 
30. What method do you use to pay for gas? (Please tick appropriate box) 
 

Direct Debit  

On receipt of a bill  

Payment meter (Powercard)  

Other  

 
31. What method do you use to pay for electricity? (Please tick appropriate box) 
 

Direct Debit  

On receipt of a bill  

Payment meter (Powercard)  

Other  

 
32. Do you have a bank or building society account?  (Please tick appropriate 

box) 
 

Yes  Now go to Q33 

No   Now go to Q34 

 
33. Does your bank/building society account provide facilities for making Direct 

Debit payments e.g. to pay your fuel costs or rent charges?  (Please tick 
appropriate box) 

 

Yes  

No   

Don’t know   
 
34. Are you a member of a Credit Union?  (Please tick appropriate box) 
 

Yes  Now go to Q35 

No   Now go to Q36 

 



 

 

35. Would you be interesting in opening a Credit Union bank account?  (Please tick 
appropriate box) 

 

Yes  

No   

Don’t know   
 
And Finally  
 
36. Are you…(Please tick appropriate box) 

 

Male   

Female   

 
37. What age are you?  (Please write in below)  

 

 _____________________ 

 

38. What is your ethnic background? (Please tick appropriate boxes)  

 

 Tenant 
Joint 

Tenant (if 
applicable) 

White Scottish   

White Other British   

White Irish   

White Gypsy/Traveller   

White Polish   

Any other White background   
Mixed or multiple ethnic background   

Asian, Asian Scottish or Asian British – Indian   

Asian, Asian Scottish or Asian British - Pakistani   

Asian, Asian Scottish or Asian British - Bangladeshi   

Asian, Asian Scottish or Asian British - Chinese   

Any other Asian background   

Black, Black Scottish or Black British -Caribbean   

Black, Black Scottish or Black British - African   

Any other Black background   
Other ethnic background - Arab, Arab Scottish or Arab 
British 

  

Other ethnic background - Any other group   
 
39. Are you or a member of your household registered disabled?  (Please tick 

appropriate box)  
 

Yes   Now go to Q40 

No   Now go to Q41 

 



 

 

40. Is the nature of your disability or the disability of the other member of your 
household… (Please tick appropriate boxes)  

 

Visually impaired  

Hearing/speech impairment   

Learning difficulties  

Physical disability   

Other (please write this in)  
___________________________ 

 

 
41. Where do you live?  (Please tick appropriate box) 

 

Ayr   Crosshill   Kirkmichael   Prestwick   

Ballantrae   Dailly   Kirkoswald   Symington   

Barr   Dundonald   Maybole   Tarbolton   

Coylton   Girvan   Mossblown   Troon   

Maidens  Straiton  Other    

 
42. Do you receive Housing Benefit?  (Please tick appropriate box) 

 

Yes – full Housing Benefit   

Yes – partial Housing Benefit   

No   

 
43. Would you be interested in taking part in any of the following activities so that 

Ayrshire Housing can obtain feedback from its tenants?  (Please tick 
appropriate boxes)  

 

 Yes No 

Completing online or e-mail surveys    
Taking part in estate management walkabouts with staff    

Tenant panels or focus groups to review the association’s 
housing management and maintenance policies and 
procedures  

  

Completing text surveys using your mobile phone    

Other methods (please write in below)  
________________________________________ 

  

 
44. For those you ticked yes, would you like us to pass your contact details onto 

Ayrshire Housing?  (Please tick appropriate box)  
 

Yes  

No   

 



 

 

45. Ayrshire Housing is developing a consultation register containing names of 
tenants who would like to be consulted on particular service reviews.  Would you 
like your name to be added to this register?  If so, this is the only other piece of 
information that will be passed back to Ayrshire Housing?  (Please tick 
appropriate box) 

 

Yes  Please fill in your details below 

No    

 
 Name:   ________________________________________ 

 Address:   ________________________________________ 

  ________________________________________ 

  ________________________________________ 

 Home Tel Number:   ________________________________________ 

 Mobile Tel Number: ________________________________________ 

 E-mail Address:  ________________________________________ 

 
Thank you for taking time to complete this questionnaire.  Please place it in the 
enclosed pre paid envelope and return it to us.   
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SURVEY OUTCOMES – CHARTER INDICATORS 
 
 

Number  Charter Indicator  Outcome 

1. 
Percentage of tenants satisfied with the overall 
service provided by their landlord 

88% 

3. 
Percentage of tenants who feel their landlord is good 
at keeping them informed about their services and 
decisions 

88% 

6. 
Percentage of tenants satisfied with the opportunities 
given to them to participate in their landlord’s decision 
making processes 

75% 

9. 
Percentage of tenants satisfied with the standard of 
their home when moving in 

80% 

10. 
Percentage of tenants satisfied with the quality of 
their home 

82% 

16. 
Percentage of tenants who have had repairs or 
maintenance carried out in the last 12 months 
satisfied with the repairs and maintenance service 

84% 

17. 
Percentage of tenants satisfied with the management 
of the neighbourhood they live in 

79% 

29. 
Percentage of tenants who feel the rent for their 
property represents good value for money 

82% 

 



 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

APPENDIX IV 
 

TIME SERIES GRAPHICS FOR KEY INDICATORS  
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Figure 36:  Satisfaction With Overall 
Service  Provided By Ayrshire Housing
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2013
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Figure 37:  Value for Money of Rent
2005

2010

2013



 

 

0% 10% 20% 30% 40% 50% 60%

Don't know/no opinion

Very dissatisfied

Fairly dissatisfied

Neither satisfied nor dissatisfied

Fairly satisfied

Very satisfied

N/A

6%

4%

6%

28%

56%

2%

11%

5%

N/A

23%

59%

2%

12%

8%

N/A

28%

50%

Base:  Repair Carried Out Within Last 12 Months

Figure 38:  Overall Satisfaction With 
Most Recent Repair Carried Out 
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Figure 39:  Repairs Satisfaction Profile
2005

2010

2013
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Figure 40:  Satisfaction With Out Of Hours Emergency 
Repairs Service - Very Satisfied Scores 

 
 


