






Tenancy outreach support
We will:

•	 prevent you from becoming homeless;

•	 provide support and advice if you are at risk of becoming homeless;

•	 direct you to services that can help you;

•	 help you to make the best use of your income;

•	 help you to prepare for living independently;

•	 make sure you have access to primary health care;

•	 explain the homeless process and paperwork to you;

•	 carry out a housing options assessment with you;

•	 help you to find furniture for your accommodation;

•	 carry out a support planning assessment within 14 working days; and

•	 visit you at home if you are aged 16 to 25 and at risk of 
becoming homeless.

Customer care
We will:

•	 be polite, respectful and helpful;

•	 give you our names when we answer the phone, interview you, or call at 
your home;

•	 wear name badges when we are in the office;

•	 carry and show you identity cards when we do home visits; and

•	 give you our full attention when we deal with your enquiry.

Letters, fax and e-mail
We will:

•	 reply to your letters within 10 working days (if there is going to be a delay, 
we will send you a brief reply to explain what is happening and when you 
can expect a full response); and

•	 send you forms and information you have asked for, within 3 working days.

Phone calls
We will:

•	 answer the phone within 6 rings and give you our name;

•	 only transfer your call if it is necessary; and

•	 transfer calls quickly and correctly. We will tell you who you are being 
transferred to, and tell the person taking the call who you are and 
why you are calling.
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Home visits and appointments
We will:

•	 make appointments at times that are convenient for you, wherever possible;

•	 give you an appointment card when you call into the office to make an 
appointment;

•	 leave a calling card when we visit you at home and you are not in; and

•	 offer you an appointment if we cannot see you within 15 minutes.

Confidentiality
We will:

•	 carry out interviews in private if we are discussing personal, confidential or 
difficult issues; and

•	 keep your personal information secure (this includes our computer records 
and paper files).

Complaints
We will:

•	 let you know we have received your complaint either by seeing you in 
person, phoning you or writing to you within 3 working days;

•	 reply to your complaint in writing within 20 working days;

•	 apologise to you, if appropriate, and take action to solve the problem; and

•	 consider your complaint when we review our service.

Equal opportunities
We will:

•	 make sure everyone who has been harassed receives equal treatment, 
no matter what the equality grounds (reasons) under which they are 
being harassed;

•	 monitor the ethnic background of tenants and people who apply to us for 
housing (including people who are homeless);

•	 use plain English in our leaflets;

•	 provide information in other formats or languages, if you ask us to;

•	 provide interpretation services, if you ask us to;

•	 visit you at home if you are not able to call into our local offices 
because of a physical disability;

•	 refer you to the Disabled Person’s Housing Service if you tell us that 
you need housing with adaptations because you or a member of your 
household has a disability; and

•	 organise and provide equality training to all staff, tenants’ and residents’ 
associations and individuals on the tenant’s consultation register.
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Useful contact numbers
Area housing offices

Ardrossan Housing Office	 01294 605258

Dalry/Beith Housing Office	 01294 835355

Dreghorn Housing Office	 01294 221860

Irvine Housing Office		 01294 324870

Kilbirnie Housing Office	 01505 685177

Kilwinning Housing Office	 01294 552261

Largs Housing Office		 01475 687590

Saltcoats Housing Office	 01294 602611

Stevenston Housing Office	 01294 605281

Homeless Assessment,  
Prevention & Advice Team	 01294 314700

Repairs Freephone number	 0800 0196 444

www.north-ayrshire.gov.uk




