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Dear ,
 
Please accept our sincerest apologies for the delay in responding to your clarified information request of 9
May 2016.  Aberdeen City Council (ACC) has completed the necessary search for the information
requested.
 
This request concerns the wait times for council owned property repairs within your local authority
 
1) Please state your council’s target response time for
 

a)      Emergency repairs

b)      Urgent Repairs

c)       Routine Repairs

For each of the following financial years:
 
i) 2013-14
ii) 2014-15
iii) 2015-16
 
Work was carried out over the past few years to change ACC’s priorities and the figures provided reflect
the timescales below (although the names for some of the priorities timescales are different). Please refer
to Appendix 1 for more information: EIR-16-0636 – Housing Repairs.
 

YEAR PERIOD PRIORITY RESPONSE TIME

2013-14
 

Emergency repairs
Urgent repairs (classed as High)
Routine repairs
 

4 hours
3 days
10 days

2014-15 Emergency repairs
Urgent repairs
Routine repairs
 

4 hours
24 hours
10 days

2015-16 Emergency repairs
Urgent repairs
Routine repairs
 

4 hours
24 hours
10 days

 
2. Please state the number of emergency repairs
 

a)      Completed by your local authority

b)      Completed within 24 hours (completed by the target time)



c)       Completed within 48 hours

d)      Completed within 1 week

e)      The longest three times taken to complete an emergency repair.  Please
state the nature of each repair

For each of the following financial years:
i) 2013-14
ii) 2014-15
iii) 2015-16
Please see below:
 
a) EMERGENCY REPAIRS COMPLETED BY ABERDEEN CITY COUNCIL (BUILDING SERVICES)
 

YEAR PERIOD TOTAL NO OF JOBS
COMPLETED

NO OF JOBS COMPLETED
ON TARGET

PERCENTAGE ON
TARGET

2013-14
 

17862 17013 95%

2014-15
 

11685 10877 93%

2015-16
 

11251 10783 96%

 
Please note that ACC can provide the figures for a) totals completed but cannot provide information in
relation to the other timescales given as they do not necessarily relate to ACC’s priorities. Please note that
in order to provide you with information related to question 2b – 2e, we will have to create reports that
will extract the requested information from our records and analyse them for your purpose. This has been
deemed to be manifestly unreasonable.
 

ACC is unable to provide you with information on the number of emergency repairs
completed within 24 hours (completed by the target time), completed within
48 hours, completed within 1 week and the longest three times taken to
complete an emergency repair.  Please state the nature of each repair as it is
excepted from disclosure. In order to comply with its obligations under the terms of
Regulation 13 of the EIRs, ACC hereby gives notice that we are refusing your request
under the terms of Regulation 10 (4)(b) – Manifestly Unreasonable - of the EIRs.

 
In making this decision ACC considered the following points:
 
Is the request manifestly unreasonable?
ACC is of the view that the information requested is manifestly unreasonable under the terms of the
Environmental Information (Scotland) Regulations 2004 (EIRs).
 
The request must impose a significant burden on ACC, be manifestly unreasonable or disproportionate
ACC is of the view that the exercise required to provide the requested information would require a
disproportionate amount of time and the diversion of an unreasonable proportion of ACC’s resources
away from the day-to-day duties of the Building Services Team members, including the delivery and
maintenance of planned work programmes that contribute to the Scottish Housing Quality standard
(SHQS) statutory compliance.
 
As mentioned above, ACC does not and is not required to report in the timeframes specified. To provide
the information in the manner requested would require at least 3 officers to create and run reports for



the requested period. That information would then need to be accurately analysed and prepared for
release.
 
Has ACC provided reasonable advice and assistance to the applicant?
 
ACC has provide as much information as possible in our response. If the request reflected the Scottish
Social Housing Charter and Scottish Housing Regulator then we may have been able to provide data. Our
Repairs Performance Data is available on our website and is also available through the
government/regulator websites in relation to statutory data.
 
http://www.aberdeencity.gov.uk/housing/council_tenants/housing_performance/housing_performance.asp
 
What are the public interest arguments?
ACC recognises that there is a public interest in maintaining a level of transparency around the way it
undertakes its housing performance and, to this end, has provided the information requested where
possible. 
 
However, in this instance, ACC is of the view that the public interest in maintaining the manifestly
unreasonable exception outweighs this general public interest, given the time required by the Building
Services team to provide the information and the impact this would have on the service delivered by the
team and ACC’s ability to meet its statutory enforcement duties.
 
3. Please state the number of urgent repairs
 

a) Completed by your local authority

b) Completed within 72 hours (completed by the target time)

c) Completed within 1 week

d) Completed within 1 month

e) The three longest times taken to complete an urgent repair. Please state the
nature of each repair

For each of the following financial years:

i) 2013-14

ii) 2014-15

iii) 2015-16

 

Please note that ACC can provide the figures for a) totals completed and for b) number of jobs completed
within 72 hours in 2013-2014 but cannot provide information in relation to the other timescales given as
they do not necessarily relate to ACC’s priorities. Please note that in order to provide you with information
related to question 3b ii) – 3e we will have to create reports that will extract the requested information
from our records and analyse them for your purpose. This has been deemed to be manifestly
unreasonable.
 

ACC is unable to provide you with information on the number of urgent repairs
completed within 72 hours (completed by the target time)(2014-2015 and
2015-2016), completed within 1 week, completed within 1 month and the
three longest times taken to complete an urgent repair. Please state the



nature of each repair as it is excepted from disclosure. In order to comply with its
obligations under the terms of Regulation 13 of the EIRs, ACC hereby gives notice that we
are refusing your request under the terms of Regulation 10(4)(b) – Manifestly
Unreasonable - of the EIRs.

 
In making this decision ACC considered the following points:
 
Is the request manifestly unreasonable?
ACC is of the view that the information requested is manifestly unreasonable under the terms of the
Environmental Information (Scotland) Regulations 2004 (EIRs).
 
The request must impose a significant burden on ACC, be manifestly unreasonable or disproportionate
ACC is of the view that the exercise required to provide the requested information would require a
disproportionate amount of time and the diversion of an unreasonable proportion of ACC’s resources
away from the day-to-day duties of the Building Services Team members, including the delivery and
maintenance of planned work programmes that contribute to the Scottish Housing Quality standard
(SHQS) statutory compliance.
 
As mentioned above, ACC does not and is not required to report in the timeframes specified. To provide
the information in the manner requested would require at least 3 officers to create and run reports for
the requested period. That information would then need to be accurately analysed and prepared for
release.
 
Has ACC provided reasonable advice and assistance to the applicant?
 
ACC has provide as much information as possible in our response. If the request reflected the Scottish
Social Housing Charter and Scottish Housing Regulator then we may have been able to provide data. Our
Repairs Performance Data is available on our website and is also available through the
government/regulator websites in relation to statutory data.
 
http://www.aberdeencity.gov.uk/housing/council tenants/housing performance/housing performance.asp
 
What are the public interest arguments?
ACC recognises that there is a public interest in maintaining a level of transparency around the way it
undertakes its housing performance and, to this end, has provided the information requested where
possible. 
 
However, in this instance, ACC is of the view that the public interest in maintaining the manifestly
unreasonable exception outweighs this general public interest, given the time required by the Building
Services team to provide the information and the impact this would have on the service delivered by the
team and ACC’s ability to meet its statutory enforcement duties.
 
i) URGENT REPAIRS COMPLETED BY ABERDEEN CITY COUNCIL (BUILDING SERVICES)
 

YEAR
PERIOD

 
PRIORITY DETAILS

TOTAL NO OF JOBS
COMPLETED

NO OF JOBS
COMPLETED ON
TARGET

PERCENTAGE
ON TARGET

2013-14
 

High – 3 days target 14993 14596 97%

2014-15
 

Urgent – 24 hours 6897 5496 80%

2015-16
 

Urgent – 24 hours 7889 6308 80%



 
ii) URGENT REPAIRS COMPLETED ON TARGET BY ABERDEEN CITY COUNCIL (BUILDING SERVICES) WITHIN
72 HOURS
 

YEAR PERIOD TOTAL NO OF JOBS
COMPLETED

NO OF JOBS COMPLETED
ON TARGET

PERCENTAGE ON TARGET

2013-14
 

14993 14596 97%

 
4. Please state the number of routine repairs
 

a)      Completed by your local authority

b)      Completed within 20 days (completed by the target time)

c)       Completed within 1 month

d)      Completed within 3 months

e)      The three longest times taken to complete a routine repair. Please state
the nature of each repair

For each of the following financial years:
i) 2013-14
ii) 2014-15
iii) 2015-16
 
We can provide the figures for totals completed but cannot provide information in relation to the other
timescales given as they do not necessarily relate to our priorities. Please note that in order to provide you
with information related to question 4b – 4e we will have to create reports that will extract the requested
information from our records and analyse them for your purpose. This has been deemed to be manifestly
unreasonable.
 
ACC is unable to provide you with information on the number of routine repairs completed within 20
days (completed by the target time), completed within 1 month, completed within 3 months and the
three longest times taken to complete a routine repair. Please state the nature of each repair as it is
excepted from disclosure. In order to comply with its obligations under the terms of Regulation 13 of the
EIRs, ACC hereby gives notice that we are refusing your request under the terms of Regulation 10(4)(b) –
Manifestly Unreasonable - of the EIRs.
 
In making this decision ACC considered the following points:
 
Is the request manifestly unreasonable?
ACC is of the view that the information requested is manifestly unreasonable under the terms of the
Environmental Information (Scotland) Regulations 2004 (EIRs).
 
The request must impose a significant burden on ACC, be manifestly unreasonable or disproportionate
ACC is of the view that the exercise required to provide the requested information would require a
disproportionate amount of time and the diversion of an unreasonable proportion of ACC’s resources
away from the day-to-day duties of the Building Services Team members, including the delivery and
maintenance of planned work programmes that contribute to the Scottish Housing Quality standard
(SHQS) statutory compliance.
 
As mentioned above, ACC does not and is not required to report in the timeframes specified. To provide



the information in the manner requested would require at least 3 officers to create and run reports for
the requested period. That information would then need to be accurately analysed and prepared for
release.
 
Has ACC provided reasonable advice and assistance to the applicant?
 
ACC has provide as much information as possible in our response. If the request reflected the Scottish
Social Housing Charter and Scottish Housing Regulator then we may have been able to provide data. Our
Repairs Performance Data is available on our website and is also available through the
government/regulator websites in relation to statutory data.
 
http://www.aberdeencity.gov.uk/housing/council tenants/housing performance/housing performance.asp
 
What are the public interest arguments?
ACC recognises that there is a public interest in maintaining a level of transparency around the way it
undertakes its housing performance and, to this end, has provided the information requested where
possible. 
 
However, in this instance, ACC is of the view that the public interest in maintaining the manifestly
unreasonable exception outweighs this general public interest, given the time required by the Building
Services team to provide the information and the impact this would have on the service delivered by the
team and ACC’s ability to meet its statutory enforcement duties.
 
ROUTINE REPAIRS COMPLETED BY ABERDEEN CITY COUNCIL (BUILDING SERVICES)
 

YEAR PERIOD TOTAL NO OF JOBS
COMPLETED

NO OF JOBS COMPLETED
ON TARGET

PERCENTAGE ON
TARGET

2013-14
 

4832 4708 97%

2014-15
 

2515 2230 89%

2015-16
 

3410 2910 85%

 
We hope this helps with your request.
 
Yours sincerely,
 
Anna Buchan
Information Compliance Officer
 
INFORMATION ABOUT THE HANDLING OF YOUR REQUEST
 
As the information which you requested is environmental information, as defined under Regulation 2(1) of
the Environmental Information (Scotland) Regulations 2004 (the EIRs), ACC considered that it was exempt
from release through FOISA, and must therefore give you notice that we are refusing  your request under
Section 39(2) of FOISA (Freedom of Information (Scotland) Act 2002).  However, you have a separate right
to access the information which you have requested under Regulation 5 of the EIRs, under which ACC has
handled your request. Please refer to the attached PDF for more information about your rights under the
EIRs.
 
 
Information Compliance Team



Communications and Promotion
Office of Chief Executive
Aberdeen City Council
Room 1-24
Town House
Broad Street
ABERDEEN AB10 1AQ

foienquiries@aberdeencity.gov.uk 
01224 523827/523602

Tel 03000 200 292
 
*03000 numbers are free to call if you have ‘free minutes’ included in your mobile call plan.
Calls from BT landlines will be charged at the local call rate of  10.24p per minute (the same as 01224s).

www.aberdeencity.gov.uk
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Appendix 1 – Information for Building Services staff published in staff Newsletter 
in 2014  

REVIEW OF PRIORITIES FOR RESPONSE REPAIRS 

We recently are reviewed our costs and performance to look for ways of improving the 
repairs and maintenance service we provide to council tenants. 

This was been prompted by a number of things 

• The introduction of the Scottish Social Housing Charter which commits us to 
providing a high quality repairs service focused on outcomes for tenants 

• Feedback as a result of Customer Satisfaction Surveys conducted through 
customer callbacks 

• The requirement for us to demonstrate Best Value in providing services to our 
tenants 

• High level of emergency jobs carried out 
In order for us to provide a better service which meets (or exceeds) the expectations of 
our customers we reviewed the delivery of our repairs and maintenance service so that 
we can deliver on time and be cost effective. 

We were recording the majority of reported repairs as Emergency Works which required 
us to attend within 4 hours.  Our experience, performance reports and benchmarking 
(comparing ourselves with other housing organisations) showed that this was not 
sustainable in the long term and dids not meet the needs of our tenants.  Although we 
are able to attend to emergency repairs within 4 hours we have been unable to “first-
time fix” the reported problem, primarily because of the volume of repairs that were 
being categorised as Emergency.  The result of this is that we had to attend to the 
repair on more than one occasion, which is inconvenient for the tenant and is not as 
efficient use of our resources. 

We made some changes to the repairs and maintenance process and use the 
resources and technology we have at our disposal to now offer the tenants of Aberdeen 
a more effective and efficient service.  We amended the categories that we have for 
repairs from 3 categories 

• Emergency  4 hours 
• High   3 days 
• Routine  10 days 

In their place we introduced new categories as explained below 

• Emergency  4 hours 
• Urgent  24 hours 
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• High   3 days 
• Non-Emergency 5 days 
• Routine  10 days 

These changes will allow us to programme works more effectively and free up 
resources to concentrate on those jobs which may harm the tenant’s health and safety 
or damage their property and/or belongings. 

We now aim to 

• Provide an Emergency Repair service (4 hour attendance) for repairs which 
threaten tenants safety (and any other citizen) or have the potential to cause 
significant damage to the fabric of the building 

• Create new repair categories (Urgent and Non-Emergency) which truly reflect the 
level of repair required (a blocked or leaking basin or waste pipe will be attended 
to within 24 hours whereas a dripping tap will be attended to within 5 days) 

• Offer convenient appointments for tenants when reporting their non-emergency 
repair – these appointments will not be changed without the prior consent of the 
tenant. 

• Offer text reminders of appointments made for repairs 
• Reduce the need for follow on repairs and complete a “first time fix” where we 

can 
• Allow tenants to schedule more repairs on-line 
• Enhance the tenant’s experience and overall satisfaction levels with the service 

provided 
A number of these changes will not be obvious for tenants as they involve amending our 
IT systems and processes but they will reflect the need for a more effective and efficient 
Repairs and Maintenance service which meet the needs and expectations of our 
customers. 

 




