
 

A NOTE ABOUT PERFORMANCE 
We have also compared our performance with other housing associations in Ayrshire and with the          
Scottish average (where applicable).   Where we have an internal target, the graphs have been assigned a 
red or green traffic light.  These ratings tell you if we: 

Met or exceeded average              
performance against our           
internal targets. 

Fell below average performance 
or internal targets and                 
improvement is required.  

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. 

REPORT ON OUR CHARTER 
PERFORMANCE  

APRIL 2020 to MARCH 2021 

 
 

 

The Housing (Scotland) Act 2010 introduced the Scottish           
Social Housing Charter. This sets the standards which all           
social landlords should meet.  Each year we supply the           
Scottish Housing Regulator with information on our progress 
in meeting the Charter’s Standards.   The Scottish Housing           
Regulator publishes this information online at           
www.scottishhousingregulator.co.uk. This Report details how 
we performed over the last year.   

We are keen to find out what you think about our performance.  You can do this by completing the           
Feedback Form on Page 11 or online at My Home.  

The Scottish              
Social Housing            

Charter 

OUR COMMUNITY AND TENANT HUB 



 
Dear Tenant 
Welcome to our Annual Charter report, required by the Scottish 
Housing Regulator to show our performance against set targets 
over the last 12 months.  I think you will agree it’s been a very 
strange 18 months.  We hope you will see when reading this report 
that we have been able to maintain our service to our members  
despite all the constraints of Covid-19. This performance has been 
down to the hard work of our staff and our contractors and on          
behalf of the Board I would like to express our appreciation for all 
the effort put in by everyone to make this happen.  

The report shows our performance position at the end of March 2021.  I’m pleased to say that 
as restrictions due to Covid-19 ease, we have seen further improvements in service, for         
example in ensuring that gas checks are carried out when required.  I am delighted to say that 
our replacement programmes have restarted, we’re committed to bringing these back on 
track as soon as possible and are working hard to overcome the current shortages of                
materials. 
Our waiting list continues to grow. So, it’s good to see work start on 52 energy efficient homes 
in Troon. We have another 105 homes at the planning stage.  
Engagement with our tenants and communities is a key aspect of our work. Thanks to the      
introduction of new technologies allowing us to shift to homeworking, we have been able to 
maintain contact with you all.  During lockdown we were able to continue work on “The          
Local” and upgrades to our offices and we look forward to welcoming you soon to this new        
facility to enable community and voluntary groups to meet. 
The Scottish Housing Regulator (SHR) provides an independent check of our performance in 
their Landlord Report.  Each year we issue an Assurance Statement, our commitment to you 
that we are meeting our legal and other obligations.  You can see both of these together with 
the SHR’s latest engagement letter on both our website and that of the SHR itself.  
We welcome and we want to hear your comments on things that we could do better or just 
differently as we get back to normal. 
                                             With best wishes 
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Message from our Chairperson 



 

MONEY ADVICE   
 

Our Money Advice Team offers a free, confidential            
welfare rights service to all our tenants and their               
households. We have been very successful in              
providing financial help to those who need it,                    
including helping households to keep their tenancies 
and avoid rent arrears. Our service is open to all             
tenants regardless of the help needed.   Please either 
contact our office or go online through My Home if you 
need help. 

How can we help? 
Our Money Advice  
Team offer these  

services to tenants  
and their  

households. 

 Guidance & assistance to access utility support 
 Budgeting support 
 Help with benefit applications 
 Help to understand your entitlements 
 Identify and assist with charitable grants 
 Advocacy to assist with DWP disputes 
 Represent you at Tribunals 
 Assist with disability benefits 
 Benefit checks for any change in circumstances 

eg., affected by Covid 19. 

 

During 20-21 470 
tenants accessed this service 

£1,230,787 
in financial gains were secured 

“Unfortunately,             
Ayrshire Housing             

cannot help much with 
Covid-19 but they can 

and will help in any 
other way to make this 

horrible situation           
better.” 
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“Extremely friendly, 
courteous and very 

knowledgeable 
which put us at 

ease. Don’t know 
what we would have 
done without her.” “Very grateful, staff 

couldn’t be more  
helpful.” 

MONEY 
ADVICE 

“A real asset to   
Ayrshire Housing.” 



KEEPING RENT ARREARS LOW 
Our main source of income is the rent that you pay 
us.  This allows us to maintain and improve on the 
levels of service you expect from us.  We have           
introduced over a number of years a range of           
payment methods to make it as convenient as              
possible for you to pay. This includes using our 
online tenant portal, My Home. 
 
At the end of March 2021 our rent arrears were 
1.4% of the total rent due which was significantly 
lower than the Scottish average of 6.1%. This was 
an excellent result and demonstrates the                        
willingness of our tenants to meet their rental               
obligations in return for the high standards of              
service they receive. 
 
The ongoing challenges and pressures on                     
household incomes through the impact of Covid-
19 and other welfare reforms means that it is ever 
more important that we continue to work hard in 
helping tenants pay their rent. This involves                     
contacting tenants who are in arrears at the              
earliest opportunity to provide support and                
assistance to prevent the arrears rising to much 
more serious levels. We always aim to make             
repayment arrangements which are affordable 
and reasonable without placing unrealistic                   
demands on tenants’ incomes.  The work of our 
Money Advice team helps ensure that tenants can 
maximise their income and receive all benefits 
and assistance to which they are entitled. 
 

 
 

 
 

PERCENTAGE AVERAGE WEEKLY RENT INCREASE TO BE APPLIED 
IN THE NEXT REPORTING YEAR 

2019/20  

3.0% 

GETTING GOOD VALUE FROM RENTS AND SERVICE CHARGES 
OUTCOMES 14 AND 15.  Rents and Service Charges.  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 service users 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. 

2020/21 

2.9% 

2021/22 

1.5% 
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RENT 
LOST 

 HOW EVERY   IS SPENT  

0.7% of our rental income was lost due to properties being empty in the reporting year, compared to the 
Scottish Average of 1.4% and the Ayrshire Average of 1.0%.  Although this represents a good level of            
performance it is higher than previous years which is similar to what is being reported by other social 
landlords and local authorities. This increase has primarily been due to the ongoing restrictions and 
changes in working practices due to the Covid-19 pandemic. However, our housing maintenance and 
housing management teams are working hard, along with our contractors, to minimise any unavoidable 
delays in the process. 
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VALUE FOR MONEY 
We aim for real value for money in all of our business activities.  This 
supports further investment in high quality services to our tenants 
and the resources needed to provide more affordable homes for local       
people in the communities we serve.  Increasing numbers of tenants 
are using our “tenant portal”, My Home, to pay their rent or to report 
repairs.  Tenants can even upload photos of the repairs they are            
reporting.  We have had great feedback about how easy it is to use My 
Home and also how convenient it is for tenants.  When it comes to      
finances we take a long term approach. Our plans look decades into 
the future to  ensure we are able to respond to new challenges, while 
still giving value for money today. 



NEIGHBOURHOOD AND COMMUNITY 
OUTCOME 6.  Estate management, anti-social behaviour, neighbour nuisance and tenancy disputes.          
Social landlords, working in partnership with other agencies, help to ensure as far as reasonably possible 
that tenants and other customers live in well-maintained neighbourhoods where they feel safe. 

We hope that all our tenants can live happily in their homes without being affected by anti-social          
behaviour, however if this occurs we aim to respond within specific timescales.  Anti-social behaviour          
complaints cover a variety of issues.  The vast majority of which are resolved during the reporting          
period.   However, sometimes due to the nature of the behaviour and relationships between neighbours it 
can be difficult to resolve them by a set time. Sometimes, a lengthy period of monitoring and          
management may be needed before the case can be “closed”.               
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Our re-let times at 37.2 days are less 
than the Scottish Average of 56.2 
days however our re-let times for the 
past year have risen above our target 
of 16 days. This, as with our void rent 
loss increase, has primarily been due 
to the impact of the pandemic on all 
aspects of the allocations process, 
from selecting prospective tenants, 
interviewing, viewing properties,          
tenancy sign-ups as well as          
inspecting and repairing the house to 
meet our minimum lettable standard. 
Our staff and our contractors are 
working to reduce the 
re-let times and as 
restrictions continue 
to be eased it is 
hoped this will result 
in shorter re-let times 
than those reported 
this year. 

We received 323 complaints about neighbourhood 
matters during the year and resolved 309 (95.7%) 
within target.   The case numbers for the year rose 
significantly from previous years and unfortunately 
that trend is continuing to be reflected in the number 
of disputes and antisocial behaviour complaints          
reported in the 1st quarter of this year.  Despite the 
rise in case numbers we were able to resolve almost 
96% within the target timescales which was slightly 
better than the Ayrshire and Scottish average. 

   

ACCESS TO HOUSING 
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. 



2019 
87.6%  

sustained 

2020 
90.3%  

sustained 

2021 
90.5%  

sustained 

TENANCY                     
SUSTAINMENT 

Tenants who remained in their tenancy for more than 1 year.  We are pleased to report 
that 90.5% of our new tenants remained in their tenancies for at least 12 months. This 
slightly exceeds our target of 90% and is similar to the tenancy sustainment levels        
reported last year. We hope this reflects the high levels of satisfaction that our tenants 
have with their tenancies and with the services we provide.  We review the reasons why 
tenancies are ended to see if there are any lessons we could learn or actions we could 

have taken which might have helped avoid someone giving up their tenancy. We also try and provide advice 
and support to help tenants maintain their tenancies. In most cases, however, individual’s circumstances 
change which result in their need to give up their tenancy and move to other accommodation. 

OUTCOME 11.  Social landlords ensure that tenants get the information they need 
on how to obtain support to remain in their home; and ensure suitable support is 
available including services provided directly by the landlord and by other           
organisations. 

NEW TENANT 
FEEDBACK 

“Happy in my new home.  
Have settled in well.” 
“Kept informed throughout 
the process.” 
“Very happy, all I had to do 
was move in.” 

“Property was ok, had             
decorating to do but to be             
expected.” 
“Staff were extremely nice 
and friendly, nothing was a        
bother.” 

“Information and 
assistance given 
to move in was 
great.” 

 

The Scottish Public Services Ombudsman (SPSO) 
sets guidelines to respond to every complaint from 
service users. For First Stage complaints, a             

response should be sent within 5 working days and within 20 working 
days for Second Stage complaints.  We received 52 complaints during 
the year, 2 of which were Second Stage and we responded to all of these 
within SPSO timescales.  We are continuing to review our complaints 
handling procedures to ensure they meet the SPSO requirements and 
provide an effective means of monitoring and improving, if required, our 
standards of service and levels of tenant satisfaction. 

HANDLING                         
COMPLAINTS 
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HOUSING QUALITY AND MAINTENANCE 
OUTCOME 5. Repairs, maintenance and improvements. 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. 

We understand the importance of delivering a good service and have always given a 
high priority to repairs and we continue to work closely with our contractors to get jobs 
done as quickly and  efficiently as possible. Throughout the first year of the           
pandemic there were lengthy periods when restrictions on non-emergency repairs were 
in place. These restrictions and 
other factors had an adverse          
effect on our contractors’                  
c a p a c i t y  t o  c o m p l e t e                         

non-emergency works as quickly as  pre-pandemic 
years. On some occasions our contractor’s                    
employees have been absent due to the need to 
self-isolate and this has affected their capacity to 
respond to outstanding repairs as quickly as                
otherwise would be the case. It is also being             
increasingly reported throughout the sector that                
contractors are facing delays and shortages of             
materials which is also contributing to some works 
taking longer to  complete.  Our target is to               
complete these jobs within 6 days. On average it 
took 7.7 days to complete the 1,957 jobs                    
instructed last year which is slightly above the      
Scottish  Average of 6.7 days. 

Average Length of Time Taken to Complete a Non-Emergency Repair 

Gas Safety 
On 184 occasions we were unable to complete a gas  safety check 
within the 12-month anniversary target.  This was in the main due to 
the Government restrictions in response to the Covid-19 Pandemic.  
At 31st March 2021, 86.3% of our properties had a current gas 
safety   record, this is below our target of 100%.  29 gas safety 
checks remained outstanding.   We have now taken steps to bring 
our checks back up to the required level and can now report that 100% of our           
properties have a current gas safety record. This has involved us either servicing the 
equipment or, as in a few cases where tenants would not allow us access, capped 
the supply. Where we have capped supplies we are working with those tenants and 
our contractors to ensure that this is for as short a time as possible. 
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Average Length of Time              
Taken to Complete an               
Emergency  Repair 
We set ourselves a challenging target 
to complete emergency jobs within 4 
hours. During the year we completed 
1,916 emergency repairs. It took us on 

average 17.9 hours to complete these. During the early 
stages of the pandemic we experienced a fall-off in         
contractor performance for the reasons outlined in the 
section on non-emergency repairs.    We have had a 
number of discussions with our contractors regarding 
meeting completion targets and reporting accurately on 
their completion times and we are seeing an                        
improvement in completion times during the 1st quarter 
of the current year. 

 

2021 
17.9 hrs 

 

2019 
2.4 hrs 

 

2020 
2.8 hrs 

Right First Time 
We know how important it is for 
repairs to be carried out as   
quickly as possible.  We have set 
a target to have 90% of our jobs 
completed “Right First Time”.  We 
completed 82.7% of our jobs 
“Right First Time” which is a  slight drop on last 
year’s performance where we completed 85.6% 
within target.  We will continue to work with our 
contractors to improve performance against this 
target as restrictions ease, particularly with regard 
to supply chain issues.  

Repairs Satisfaction 
72.5% of our tenants were             
satisfied or very satisfied with the 
repairs service they received. This 
is below our own target of 90% 
however it is encouraging to note 
that in the current year we have 
seen satisfaction levels increase to almost 92% 
of those tenants who completed a satisfaction 
survey. We try to check on all expressions of             
dissatisfaction to see if improvements can be 
made to our service. We always welcome             
feedback on how we can do things better. 
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REPAIRS APPOINTMENTS 
We know that it is important to complete repairs when it is 
convenient for you.  We have two internal targets for            
appointments: 
 
 To meet 95% of all appointments.  During the year 80% 

of repairs appointments were kept. 
 Appointments to be made for 60% of emergency and            

non-emergency jobs.  During the year 1.3% of these jobs 
had an appointment.  

 
We have been looking at improving the information from contractors           
regarding appointments that they make directly with tenants who have           
reported a repair and it is encouraging that during the 1st quarter of the new 
reporting year 69% of repairs completed had appointments made with           
tenants and 79% of those appointments were met by our contractors. 

 

OUTCOME 4.  Quality of Housing.  Social landlords manage their business so that tenants’ homes, as a 
minimum, meet the Scottish Housing Quality Standard (SHQS) when they are allocated; are always 
clean, tidy and in a good state of repair; and also meet the Energy Efficiency Standard for Social Housing 
(EESSH) by December 2020. 

0.0% 

11.8% 

70.3%

0.4% 

17.4% 
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88% of               
tenants were             

satisfied with the 
quality of their 

home. 

 
 
EESSH aims to improve the energy             
efficiency of social housing in             
Scotland.   
Meeting the standard should reduce 
household fuel bills as well as            
contributing to the carbon emission 
targets.  
We are prioritising work to improve 
the energy efficiency of houses             
currently at bands E or F.  In a very 
small number of cases an upgrade 
may not be feasible, unfortunately.  
Where a tenant does not wish the 
works done, we will carry them out 
when the house is next let.  
 

88.0% of our stock meets the SHQS, this is     
below the Scottish Average of 90.9%.  A further 
17 properties will be brought up to standard 
during the reporting year to 31st March 2022. 

0.1% 

The image below provides a                 
breakdown of our stock by its           

current energy rating. 

80.2% of new tenants 
were satisfied with the 
quality of their home 

when moving in. 

 

821 medical                     
adaptations were     
completed during 

the year. 



 

  Was the information we presented in the report clear?                                        

 

If No, please tell us why 

Were you able to easily compare our performance with other landlords?              

If No, please tell us why 

Is there any information we did not provide which you would find helpful?           

If Yes, please tell us what you would like to see 

Would you like to be consulted on the content and layout of future reports?    
 

(If Yes, we may contact you to invite you to take part in a focus group about this report). 

Do you have any other comments? 

Yes           No 

Yes           No 

Yes           No 

Yes           No 

THANK YOU 

Yes           No Would you like to be added to our consultation register?   
 

(If you tick Yes, a member of staff will be in touch with you to discuss how you can become more    
involved in our work and discuss the areas which would be of interest to you).    
 
NAME:        _________________________________________________ 
ADDRESS:  _________________________________________________ 

Tell us what you think about our report 
and whether you think we have got it 
right.   
 
To be in with a change of winning, simply 
fill in and return our questionnaire or 
complete it online through your                   

MY HOME account by Friday, 29th                 
October 2021.  
 

HOW  
ARE WE 
DOING? 

WIN 1 OF 5, £50.00             
SHOPPING VOUCHERS 
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FOR TAKING THE TIME TO COMPLETE  
THIS SURVEY 



 

By signing up to our secure online portal, MY HOME you can            
access some of our key services 365 days a year, 24 hours a 
day.  543 households are now using My Home to pay their rent, 
report repairs and complete a repairs satisfaction survey, update              
household details, give us some feedback on our services,              
upload documents and more.   
 
If you haven't already registered, it is easy to do. Go to 
www.ayrshirehousing.org.uk, click on My Home and fill in your 
details (you will need your 6 digit tenancy number).  You can also 
give us a call or email myhome@ayrshirehousing.org.uk and we 
will send you a link to the site.  

 

 

Call us on (01292) 880120  
Text us on 07860 020 459 
Write to us at Ayrshire Housing: 
119 Main Street, AYR, KA8 8BX 
Email us at: 
info@ayrshirehousing.org.uk 
Contact us through My Home 
 
You can also: 
Like us on Facebook: 
https://www.facebook.com/
ayrshirehousing 
Follow us on Twitter:     
@ayrshirehousing 
Visit us at: 
www.ayrshirehousing.org.uk 
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MY HOME 


