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This document is available in other formats such as audiotape, CD, Braille, and 
in large print. It can also be made available in other languages, on request.  

Housing Services aim to provide good, value for money 
services to our tenants, those on our housing waiting lists, 
assist any who may be homeless, and contribute to the wider 
community by helping provide safer communities and tackling 
antisocial behaviour.  We work with our partners to plan for 
the long-term regeneration of North Ayrshire, aiming to meet 
the housing and support needs of those who live here.

September 2009

OUR
AIM

USEFUL CONTACTS

Area Housing Offices
Ardrossan 	01294 605258	 Dalry/Beith 	01294 835355	 Dreghorn 	01294 221860
Irvine 	 01294 324870	 Kilbirnie 	 01505 685177	 Kilwinning 	01294 552261
Largs 	 01475 687590	 Saltcoats 	 01294 602611	 Stevenston 01294 605281

Tenancy Support Team   01294 601723
Homeless Assessment Prevention and Advice Office   01294 314700	

Please recycle this new
sletter

Statutory 
Performance 
Indicators

SERVICE STANDARDS

2006/
2007

2006/
2007

2007/
2008

2007/
2008

2008/
2009

Number of houses re-let
Less than 2 weeks

2-4 weeks
5-8 weeks

9-16 weeks
More than 16 weeks
Total dwellings re-let

Average time to re-let houses

Rent Management
Percentage of rent due in the year that was lost due to voids

Current tenant arrears as a % of net rent due
Percentage of tenants owing more than 13 weeks excluding 

those owing less than £250.00

72.7		  72		  72.1%
21		  21.8		  20.5%
4.8		  3.5		  5.40%
1		  1.2		  0.9%
0.5		  1.5		  1.1%
1042		  1016		  1036
13	 51	 12	 44	 10 days

				  
0.4	 1.87	 0.35	 1.6	 0.3
5.6	 6.7	 4.95	 6	 4.5

2.9	 4.4	 2.83	 4.2	 2.8

86%				    82%

89%		  94%		  97%		
			 

95%		  94%		  95%

96%		  93%		  97%

2006/
2007

2007/
2008

2008/
2009

Customer Care
Give you our name when 

we answer the phone
Reply to your letters within 10 days

Complaints
Let you know we have received your 

complaint within 3 working days 
Reply to your complaint within 

20 working days

For the year 08/09 42 out of 55 of our targets were fully 
met, with a further 10 falling within 10% of the target.

We will tell you the result of the following types of 
applications within 28 days, 14 for housing

2006/
2007

2007/
2008

2008/
2009

92%		  95%		  90%
100%		  99%		  100%
100%		  98%		  100%
100%		  99%		  100%
100%		  100%		  100%
100%		  100%		  100%
					   

96%		  96%		  93%
				  
			 
99%		  100%		  99%
98%		  99%		  98%

Housing Applications
Housing applications

Mutual exchanges
Change of tenancies

Succession
Sublets
Lodgers

Managing the Estate
We will remove graffiti within 7 days

Repairs
Make sure emergency repairs are made safe within 2 hours

Make sure urgent repairs are responded to within 7 days

2006/
2007

2006/
2007

2007/
2008

2007/
2008

2008/
2009

1513		  1497		  1369
16.7		  14.1		  13
13.5 wks	 19 wks	 19 wks	 23 wks	 19 wks
5.68	 7.1	 4.08	 6	 4.5

Number of homeless presentations
Percentage of decisions that took over 28 days

Average time per homeless case
Percentage of homeless cases that were re-assessed

Home Security Project 2006/
2007

2007/
2008

2008/
2009

138		  121		  182
102		  182		  214
50		  57		  67

Referrals to Home Security for: 
- Domestic Abuse

- Antisocial Behaviour
- Number of Alarms installed

2006/
2007

2007/
2008

2008/
2009

194		  205		  195

161		  190		  211
4		  6		  3
18		  3		  5
17		  4		  5
4		  1		  6
1		  15		  7

Total number of Antisocial Behaviour cases referred 
to Antisocial Behaviour team

Total number of cases resolved without Legal Action
Total evictions due to Antisocial Behaviour
Total Interim Antisocial Behaviour Orders

Total Antisocial Behaviour Orders
Total Acceptable Behaviour Contracts

Total Unacceptable Behaviour Notices

Antisocial Behaviour 
And Community Safety

grey shaded column indicates Scottish Average grey shaded column indicates Scottish Average

no 
monitoring

2006/
2007

2007/
2008

2008/
2009

45		  51		  *not
				    applicable

Percentage of residents who 
consider that the warden scheme 
has made their neighbourhood a 

better place to live

Community wardens

Homelessness

* Survey now carried out every 2 years
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