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1.0. INTRODUCTION 
 
1.1 Tenant Scrutiny in Context 
 

Tenant scrutiny is about tenants being actively involved in reviewing how housing services are 
being delivered, and even more importantly, how they can be improved. Over the past two 
years, the concept and emphasis on tenant scrutiny and self-assessment has become 
embedded in the tenant participation and customer involvement in self - assessment 
frameworks of the social housing sector in Scotland and represents a very significant 
opportunity to develop partnership working between tenants and landlords to deliver excellent 
housing services. 

The Scottish Social Housing Charter (SSHC) focuses on outcomes as a basis for assessing 
landlord performance and requires landlords to involve their customers (tenants, applicants, 
sharing owners and those who receive a factoring service) in the self-assessment of housing 
services. 

 
1.2 The Wishaw & District Customer Scrutiny Panel 
 

The Wishaw & District Customer Scrutiny Panel (Panel), formed in December 2014, undertook 
a pilot scrutiny project in early 2015 to look at Neighbourhood and Community Estate 
Management.  Evaluation of this pilot and approach of working showed that customer 
involvement in self-assessment was achieved by developing new interest in customers working 
with the landlord and enhancing existing tenant participation and scrutiny activities, linking them 
to the wider tenants’ organisations and governance structures. 
 
The Wishaw & District Customer Scrutiny Panel forms the central point for scrutiny within the 
Wishaw & District Housing Association which empowers customers to: 

 

 Oversee a range of scrutiny activities 

 Integrate these activities with the wider self-assessment activities of the landlord 

 Make recommendations to challenge and improve the activities of senior officers and 
members of governing bodies. 
 

1.3 Understanding Customer Scrutiny Panels Approaches 
 
Customer Scrutiny Panels and the approaches used to undertake a scrutiny project are a 
popular way of involving tenants in improving housing services. One such scrutiny approach is 
a Tenant Led Inspection, a process where tenants and customers independently inspect a 
housing service to review how well it is working and to identify recommendations for 
improvements. It is a tangible way of involving tenants where everyone can see positive results 
at the end of the process.  The Customer Scrutiny Panel has embraced the  
method of Tenant led Inspections as an approach to gathering evidence and information to 
inform Wishaw & District Housing Association of findings and recommendations. Tenant Led 
Inspections (TLIs) provide opportunities to: 

 

 Inspect housing services from a tenants’ perspective 

 Contribute to improvement in housing services, whilst ensuring policies and procedures are 
clearly understood and implemented 
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 Inform policy development and delivery 

 Ensure resources are used effectively and services delivered provide value for money 

 Benchmark and share good practice 
 

The benefits of TLIs are far reaching and include: 
 

 Opportunities to involve new people in tenant participation activities 

 Building the capacity of organisations and individuals 

 Involving tenants in a constructive and practical way 

 Enhancing the landlords’ customer care focus  

 Developing relationships between tenants, tenants’ organisations and landlord staff 

 Meeting the requirements of the Scottish Housing Regulator (SHR) and Scottish Social 
Housing Charter (SSHC)  

 Driving forward improvements in housing services. 
 
 
Independent Tenant Advice and Development Support 
 

Wishaw and District Housing Association (the Association) further commissioned the services 
of the Tenant Information Service (TIS) to provide Independent Tenant Advice (ITA) and 
Development Support to the staff and customers involved in the Customer Scrutiny Panel 
(Panel). 

 
1.4 Customer Scrutiny Panel Recruitment 
 

The Association undertook an initial recruitment process to establish the original Panel. 
Following the first Scrutiny Project, further opportunities for Panel membership were advertised 
in the Association Newsletter (which detailed the work and report of the Panel), with Interested 
Customers and through word of mouth at events and Association Surgery meetings and staff 
contact with customers. 
 
Customers were asked to formally express an interest in becoming a Panel member and 
participate in initial training and Panel Awareness Session. The names of the people involved 
in the Panel Letting Standard Project and the area where they live is detailed in Appendix 1. 
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2.0. SELECTING A SCRUTINY PROJECT FOR THE CUSTOMER SCRUTINY PANEL 

 
The Wishaw & District Customer Scrutiny Panel have been meeting regularly with Wishaw and 
District Housing Association staff since August 2014.  The purpose of these meetings have 
been to: 

 

 Undertake the scrutiny project on Neighbourhood and Community Estate Management 
which was concluded in April 2015 

 Receive updated and progress reports on the above project 

 Consider the Association’s performance Management reports 

 Understand, hear reports on and influence the format of the Association’s Annual Report 
on the Charter (ARC) and Landlords Report to tenants 

 Agree action to develop the Panel as an effective organisation including recruitment, 
training, marketing etc 

 Agree topics for scrutiny projects 
 

In September 2015, the majority of Panel members agreed on the next topic to be to review 
and assess the Association’s Letting Standard. 
 
 

3.0. SCRUTINY PROCESS 
 

3.1. Workplan 
 

The Letting Standard Scrutiny Project followed an agreed detailed work plan (see Appendix 
Two) which included: 

 

 Administration  
o Agreeing the scope of the project 

 

 Information and relevant fact finding regarding the Wishaw & District Housing Association 
Letting Standard 

o Wishaw & District Housing Association Information 
o Scottish Social Housing Charter context 
o Scottish Housing Regulator Context 

 

 The Wishaw & District Housing Association approach to the Letting Standard 
o Understanding the procedures, policies and approach on paper 

 

 Reality Checking 
o What happens in practice 
o Tenant feedback 

 
3.2. Collecting Evidence 
 

Panel members undertook a robust process to understand the Letting Standard Policy and its 
impact on tenant and the Association.  Panel members: 
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 Completed a desk top audit to understand: 
o The Scottish Social Housing Charter and its reference to Letting Standards 

through: 
 Outcome 4 - The Quality of Housing 
 Outcome 5 – Repairs, maintenance and improvements 

o The current Wishaw & District Housing Association Letting Standard 
o Customer complaints, comments and complements to the Association in relation to 

the current Letting Standard 
o The Association Letting Process – Sequence of Events / Tasks 
o The Association proforma used by staff at Void Property Inspection at Change of 

Tenancy 
o Feedback from the Associations Customer Satisfaction Survey relating to a 

customer applying for a house, the standard of the property, staff .customer 
service and the provision of information 

o The costs to the Association in implementing the Letting Standard 
o The Scottish Housing Quality Standard and its relationship with the Associations 

Letting Standard 
o The Scottish Federation of Housing Associations, Raising Standards in Housing, 

VOID MANAGEMENT Guidance 
o The Scottish Federation of Housing Associations, Example of a Minimum Lettable 

Standard 
o The Scottish Federation of Housing Associations, Asset Management guidance 

 

 Undertook visits to 4 void properties to observe properties as they became vacant and 
before letting at: 

o 48 Walkerburn Drive 
o 112 Glasgow Road 
o 12 McInness Court and 
o 7 Ashkirk Place 

 

 Interviewed seven Association staff including:  
o the Clerk of Works 
o Housing Officers 
o Allocation Officer and the  
o Maintenance and Asset Manager  

The staff interviews / dicussions were designed to determine staff role and understanding of 
the Letting Standard and how it impacts on the operations and business of the Association. 
See Appendix three for discussion questions asked. 

 Surveyed 17 tenants to gather their views on the standard of their property when it was let 
to them. See appendix Four for Tenant Questions and Responses. 

 Interviewed a further 4 tenants to gather further qualitative information relating to the 
letting standard from a tenants perspective. See appendix Four for Tenant Questions and 
Responses. 
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4.0. SCRUTINY OF THE LETTING STANDARD CONCLUSIONS AND RECOMMENDATIONS 
 

4.1.1. What the Customer Scrutiny Panel Liked 
 

Throughout the scrutiny project and associated research, Panel members identified good 
practice and information relating to the Letting Standard including: 

 

 On paper the existing Letting Standard covers a good level of detail and in practice seems 
to result in a satisfactory level of customer satisfaction evidenced through tenant surveys 
and interviews, tenant satisfaction, staff interviews and complaints records 

 

 Staff and tenant feedback shows that a property is not refused due to the Letting Standard.  
In addition, the Panel did not find that a property had been refused due to the standard of 
communal areas, cleaning, door entry etc. Although tenants made some suggestions for 
communal areas improvements in the survey feedback 

 

 Association Staff who are familiar with the Letting Standard are generally satisfied with the 
standard it presents to both the Association and customers and feel it is superior to Local 
Authority social housing providers.  Staff highlighted that the letting standard should meet 
the applicants expectations regarding social housing property 

 

 Where possible all repair work is completed by the Association before a property is let, thus 
reducing void rent loss time and giving the tenant access to a much deserved home and 
reducing disruption to the tenant 

 

 Staff seem to have a robust and effective approach to communicating with tenants 
regarding what is expected of them before they vacate the property.  Of the properties 
inspected the Panel found them to be in a good standard with minor repair work required.  
This aids an effective turnaround and cost effective approach to reletting 
 

 The Association Maintenance Officer staff members showed a willingness and proactive 
approach to ensure that repairs were completed efficiently and effectively, again aiding the 
letting process 
 

 Association staff provide clear explanations to the outgoing tenants regarding tenant 
responsibility to return the property or its components to the necessary standard at the end 
of the tenancy 
 

 Tenants expressed high satisfaction in the excellent cleaning excellent standard of relet 
properties 
 

 Panel members expressed satisfaction in the standard of properties in the void visits 
 

 Where discretionary decisions of Maintenance Officer had been taken to leave acceptable 
floor coverings – this was fully appreciated by the incoming tenants 
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 There is no evidence to suggest that a customer has refused an offer of a property due to 
the Letting Standard.  On occasions properties have been refused due to the size of the 
rooms.  Panel members recognised the good practice of staff in assisting applicants to fully 
understand their housing options so that properties are not refused as a result of area, 
property type, number of rooms etc. 
 

 The Panel found the proforma used by staff at Void Property Inspection at Change of 
Tenancy to be satisfactory and do not suggest any changes or amendments as linked to 
the current standard 
 

 It was recognised that the Association attempts to complete all repairs where possible 
before a property is let to minimise disruption to the incoming tenant 
 

 The Panel acknowledged effective administration and recording procedures of the notes, 
actions and photographs relating to a property during or after property visits. 
 

 Staff outlined that essential work including gas and electricity checks, Energy Certificate, 
window safety and a door lock change is carried out before a property is let. The Panel 
noted that the Letting Standards states that smoke and CO detectors should be tested as 
part of the electrical safety check and replaced as required.  This was not specifically 
mentioned by staff in the Panel interviews. 

 
 
4.2. Findings and Recommendations  
 

The Panel research and field work raised a number of issues which this report 
highlights and suggests recommendations for change.  These 
recommendations were agreed by the Panel when all the field work 
information was collected, considered and analysed. 

 

Findings 
Tenant Led Inspection Project 
Recommendations  

The Current Letting Standard 
 

The Association Letting Standard follows a 
similar format to the Scottish Federation of 
Housing Associations Example of Minimum 
letting standards.  However the following 
differences were noted: 
 

 

 

The Association Standard details:  
 

 landlord and tenant responsibilities 

 bin stores will be in place 

 walls and fences will be safe and in 
reasonable condition 

 hard standing and paths will be safe and 
in reasonable condition 
 

 

1.   This detail exceeds the SFHA example 
 standard. 
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 all door entry systems will be in full 
working order 

 all kitchen units shall match in colour 

 kitchen and bathroom splash backs will be 
tiled three rows high around worktops, 
bath and wash hand basin respectively 
and sealed with silicone sealant 

 all tiling will be clean and properly grouted 

 valves and drainage will be available for 
plumbing in of washing machine 

 tap head indicators and plug and chain will 
be present in the kitchen and bathroom 

 there must be no paint on gas fires or 
paint overspill onto electrical sockets or 
fittings. 

 Paint from wall surfaces must not overrun 
onto skirtings, facings glass etc or vice 
versa, particularly where the colour is 
different 
 

 

The SFHA Example Standard details: 
 

 living room and kitchen doors should have 
door closers (with reference to fire doors) 

 hall cupboards should have three shelves, 
space permitting 

 all medical adaptations should be 
inspected to ensure that they are fully 
operational and meet the needs of the 
incoming tenant.  Where the adaptation is 
not required by the new tenant it should 
be removed prior to the new tenant 
moving in 
 

 

2.  The WDHA standard is reviewed to include 
 these details where possible. 

 
 

Although robust the Letting Standard does not 
include certain components including: 

 sound proofing 

 a shower as standard in flat type 
properties 

 hard wood flooring which has a potential 
to create a disturbance to neighbours / 
other tenants  

 provision of bin stores to be located in 
positions which do not obstruct 
emergency services and tenant / resident 
access 

 fully operational television aerials 
 

 
 

3. A review of the Letting Standard is 
 undertaken in partnership with tenants to 
 identify missing standards and consideration 
 is taken as to whether they can be included in 
 the standard and that the Letting Standard 
 and associated repairs meet the Scottish 
 Housing Quality Standard. 

 
  

Outstanding Repairs or Work Required 
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The “viewing” provides an opportunity for both 
the tenant and the Allocations Officer to 
identify outstanding repairs 

 

4.  By issuing the Summary Version of the 
 Letting Standard, tenants will be informed of 
 repairs and standard expectations. 

 

Tenants are often eager to take receipt of the 
keys for their new home and outstanding work 
and other information is a lower priority to 
them. 
 
 

 

5.  When properties are let with outstanding 
 repairs tenants to be provided with a repair 
 reference number and a timescale for 
 completion. 
 

6.  These outstanding repairs are followed up at 
 the tenant settling in visit. 

 

Challenges in Delivering the Standard 
 
 

In collecting evidence the following reasons or 
challenges for delivering the letting standard 
were identified: 

 Finance and resource implications 

 Target associated with a void turnaround 
can be difficult to achieve 

 Tenants leaving a property is a state of 
serious disrepair and recharge repairs 
where the Association are unable to 
reclaim costs 

 Tenant welfare and income challenges 
and the inability to maintain a property eg 
decoration 

 Managing tenant aspirations  

 Fuel arrears 
 

 
 

7. The Panel fully recognise the Association is 
 continuing to address these challenges as 
 part of ongoing performance monitoring and 
 meeting operational targets. 

Letting Standard Paperwork and Administration 

 
The proforma used by staff at Void Property 
Inspection at Change of Tenancy is currently 
satisfactory. 
 

 
8. Any changes to the Letting Standard should 
 be reflected in the proforma. 

 

As part of the research the Panel did not 
check how the New Tenant Visits Feedback 
was collated, processed and used. 

 

9. As part of the review of this scrutiny  project 
 this information may be useful in 
 determining further opinion and 
 satisfaction regarding the Letting 
 Standard.  
 

 

From the research, the Panel were not made 
aware of any formal complaints to the 
Association regarding the Letting Standard.   

 

10. Any future complaints are logged and brought 
 to the attention of the Panel who will take into 
 account as this scrutiny project action plan is 
 reviewed. 
 

 

Notes, actions and photographs relating to a 
property are recorded during or after property 
visits. 
 
 
 

 

11. This area of work practice is maintained and a 
 consistent approach taken. 

Staff Roles and Decision Making 
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Association Staff are able to exercise 
discretion and flexibility in the application of 
the Letting Standard and this is beneficial in 
most cases to an effective service delivery.   
 

 

12.  Fittings which are in a good condition are left 
 for the next tenant or removed on request. 

 

Staff who are familiar with the Letting 
Standard are satisfied with standard and how 
it translates part of the allocation of property 
and tenant satisfaction.  

 

13. All staff are provided with feedback from 
 tenants on the effectiveness or poor service 
 relating to the Letting Standard. 

 
14.  All staff are familiar with the Letting Standard 
 as part of the programme of ongoing staff 
 training and development.  This should 
 include signposting tenants who ask for 
 Information on the Letting Standard. 
 

Communication 
 

In general, tenants are not familiar with the 
Letting Standard.  
 
The Letting Standard is currently laid out to 
detail the tenant and landlord responsibility. 
  
There was a knowledge or understanding of 
the standard only as the standard had been 
circulated as part of the survey exercise. 

 

15.   A summary version with check list of the 
 Letting Standard is developed providing 
 relevant information a tenant can expect 
 from the Association. 
 

16.  The final draft of the Letting Standard 
 Summary Version is approved by the 
 Customer Scrutiny Panel before circulation. 

 

17.  Tenants are provided with a copy of the 
 Letting Standard Summary Version before 
 any property visit is made and a full copy of 
 the Letting Standard is provided to the tenant 
 at the Sign Up in the Welcome Pack 
 alongside the tenants’ responsibilities to 
 sustaining their tenancy and acceptable 
 behaviour. 
 

18.  Signposting information is provided to 
 tenants so that they can access a copy of the 
 full letting standard and the summary 
 version. 
 

19.  The Association website to include a 
 downloadable version of the Letting 
 Standard Summary Version. 
 

20.  A full version of the letting standard is made 
 available to tenants on request. 

  
 

The Customer Panel recognise the challenges 
of letting properties at the acceptable standard 
and achieving minimum void rent loss. 

 

21.  The Panel continue to receive performance 
 management reports on the void relet time 
 and compare this to the tenant satisfaction 
 on the property standard at the time of relet. 
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The project did not scrutinise the full costs of 
fulfilling the Letting Standard however fully 
appreciate the challenges faced by the 
Association in bringing properties up to 
standard due to tenant neglect, abandonment 
and rechargeable repairs. 
 

22. The Customer Panel would welcome the 
 opportunity to further discuss what can be 
 done to minimise the challenges associated 
 with delivering on the Letting Standard. 

 
 
5.0. NEXT STEPS AND TIMETABLE 
 
 The Customer Scrutiny Panel considered a draft of this report from in Mrach 2016.   
 
 The final agreed report will be submitted to Wishaw & District Housing Association in March 
 2016.  Thereafter a meeting will take place to allow: 
 
  Staff and tenants who were involved in the scrutiny project to evaluate the process 
  Wishaw & District Housing Association to meet with the Panel to discuss responses 
  and agree specific actions to the recommendations. The Panel request that the  
  Association provides feedback using an agreed proforma.  
  The Panel to agree the actions required to publicise the work of the panel and attract 
  new members. 
 
6.0. MONITORING AND EVALUATION 
 
 It is essential that this scrutiny project is monitored and evaluated to find out if agreed 
 objectives have been met, to recognise what works well and what may need to be adapted to 
 meet the changing needs and priorities of the Association and its customers.  This is about 
 evaluating the effectiveness of the scrutiny project itself but also monitoring that the 
 implementation of the agreed action plan has been carried out. 
 
 The Panel recommend that an exercise to review the action plan takes place no later than 
 October 2016. 
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APPENDIX ONE 
 
The Wishaw & District Housing Association customers involved in this Customer 
Scrutiny Project were: 
 
John McGhee                                 Wishaw 

Derek Mullen                                 Wishaw 

Viv Arnold  Wishaw 

Bernard Pratchett   Wishaw 

Bill McLaughlin  Wishaw 

Sam Rattray  Wishaw 

Jim Sinclair  Wishaw 

Margaret Johnstone          Wishaw               

 
 

 
 
 
 
 
 

 
 
 
  



 

Wishaw & District Housing Assoc Customer Panel Report – Letting Standard – March 16 -final 

14 
 

 
APPENDIX TWO 

 
Letting Standard Scrutiny Action Plan  

 
 

Fact finding and research 

 Task How to do it Outcome required 

1.1  What does the 
Scottish Social 
Housing Charter say 
about letting 
standards? 

Read: Scottish Social Housing Charter Information only 

1.2  WDHA Letting 
Standard  

Read: WDHA Letting Standard 

 

To ensure policy and 
procedure meets regulators 
requirements. To consider 
areas for improvement at 
this early stage 

1.3  Performance 
information on voids 
for last 5 years 

 Number of voids 

 Geography -
area of voids 

 

Report request 

Presentation at Panel meeting 

Identify whether WDHA 
performance meets the 
requirements of the policy 

1.4  Customer 
Complaints, 
Comments , 
Complements on 
letting standard for 
last 5 years 

Report request  

 

Read report 

Identify any themes or 
common complaints, 
comments, complements 

1.5  Understanding the 
Scottish Housing 
Quality Standard 

Read: Summary SHQS Document Identify any themes 

1.6  Customer 
Satisfaction Survey 

 Tenants survey 

 Property 
management 
survey 

Report request  

Presentation at Panel meeting 

Identify any themes. Do 
comments from surveys 
match the number and 
categories of complaints 
logged? 
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Wishaw & District Housing Association’s Organisational Approaches, Policies and 
Procedures 

 

Task How to do it Outcome required 

2.

1 

Managing the Letting 
Standard.  What is 
the process? 

Staff Interviews  

 

What process WDHA uses 
to meet letting standard 

2.

3 

Review publications 
and other information 
available to tenants: 

 How is the letting 
standard 
communicated to 
tenants? 
 

Read: leaflets, newsletter, tenant 
handbook and website 

Interview tenants 

Are these measures 
sufficient? 

2.

4 

Does WDHA know 
how much it costs to 
ensure the letting 
standard is met 

Staff interviews Are systems and approach 
efficient? 

 

What happens on the ground. 

 
Task How to do it Outcome required 

3.1  Staff Interviews Interview:  
 

Staff role with Wishaw & 
District HA in ensuring a 
property meets the letting 
standard? 
Determining: 

 essential work to be 
completed in a property 
before it is let to the 
tenant 

 examples of work which 
is done after letting to 
allow the property to be 
offered immediately 

 reasons why a tenant 
may refuse a property 
due to 
condition/cleanliness 
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 challenges in delivering 
the letting standard 

Identifying any changes to 
the existing WDHA Letting 
Standard? 
Other relevant information. 

3.2  Void visits Customer Panel to visit void properties  View properties to 
determine  

 repair requirements on 
termination 

 if letting standard has 
been met before let 

 and understand the role 
of staff  

3.3  Property Refusals 
 

Request copies of property refusal 
feedback 

Consider reasons for refusal 
and relevance to letting 
standard 

3.4  New Tenant Visits Request copies of New Tenant Visit 
feedback  

Consider feedback and 
relevance to letting standard 
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APPENDIX THREE 
 

STAFF INTERVIEW QUESTIONS 

1. Please can you tell us about your role within WDHA in ensuring a property meets the letting 
standard? 
 

2. What essential work must be completed in a property before it is let to the tenants? 
 

 
3. Please can you give us an example of work which is done after letting to allow the property to 

be offered immediately? 
 

4. What are the reasons a tenant may refuse a property due to condition or cleanliness? 
 

 
5. Do you face any challenges in delivering the letting standard?  If yes tell us what they are. 

 
6. Would you make any changes to the existing WDHA letting standard? 

 

 
7. Is there anything else you would like to add or comment on regarding the letting standard? 
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APPENDIX FOUR 

 

TENANT SURVEY FEEDBACK REPORT 
 

 
 

Comments 

Hole in wall where gas fire was removed had been plastered and wallpapered over, 
but not filled in. Impossible to see until decorating started.  Numerous dents and holes 
in walls made decorating a nightmare.  Water damage on ceiling had to be plastered.  
Leaking radiator.  No gas pipe in boiler to hook up gas cooker despite there being a 
hook up at wall.  Walls yellow with smoke from previous tenant.  Plastic bag found in 
pipe where washing machine gets hooked up.  Nearly broke washing machine 
because it blocked water getting through.  No shower in flat, something which should 
be basic in any flat.  Window latch broken. Impossible to close properly.  Lighting on 
stairs needed to be cleaned. Tenant fell down stairs and nearly broke foot. 

Plug socket hanging off the wall in living room. 

 
 

 
 

Comments 

GCH was very noisy. 

Fridge freezer would not fit in the space provided (which was particularly small). The 
work was carried out when we moved in to allow our fridge freezer to fit in. Very 
happy with the assistance provided in resolving the situation. 

The bathroom floor still had wooden tiles under the toilet pan which had to be 
removed before my new flooring could be laid. Problem was resolved quickly 
however by WDHA who had someone remove the panel to allow my flooring to be 
laid that day. Very happy with response. 

Joiner called as water coming in living room window as 2 of the vents were missing. 

Re sp o nse  

Pe rce nt

Re sp o nse  

Co unt

11.8% 2

88.2% 15

0.0% 0

17

0

Q1.  T hink ing  a b o ut whe n yo u firs t mo ve d  into  the  p ro p e rty , wa s the re  a ny 

wo rk  which wa s no t co mp le te d  tha t yo u tho ug ht wa s e sse ntia l b e fo re  

Yes

skipped question

Don't Know

Answe r Op tio ns

answered question

No

Re sp o nse  

Pe rce nt

Re sp o nse  

Co unt

23.5% 4

76.5% 13

0.0% 0

17

0

Q2.  Whe n yo u v ie we d  the  p ro p e rty  o r whe n it wa s le t to  yo u, wa s the re  a ny 

no n-e sse ntia l re p a irs  id e ntifie d  which we re  to  b e  co mp le te d  a fte r yo u 

mo ve d  in ?

Yes

skipped question

Don't Know

Answe r Op tio ns

answered question

No
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If YES, who identified this work ? 

Me. 

With Allocations Officer at the viewing. 

 

 
 
 
 

 
 

Comments 

Still waiting on McTears boxing in my boiler called them 6 times and keep getting told 
someone will call Me back. 

No work needed. 

 

 
  

Re sp o nse  

Pe rce nt

Re sp o nse  

Co unt

33.3% 4

16.7% 2

0.0% 0

12

5

We re  yo u g ive n a  time sca le  fo r whe n the  wo rk  wa s to  b e  co mp le te d  ?

Yes

skipped question

Don't Know

Answe r Op tio ns

answered question

No

Re sp o nse  

Pe rce nt

Re sp o nse  

Co unt

91.7% 11

8.3% 1

0.0% 0

12

5

Q3.  Ha s a ll o uts ta nd ing  wo rk  b e e n d o ne  ?

Yes

sk ip p e d  q ue stio n

Don't Know

Answe r Op tio ns

a nswe re d  q ue stio n

No

Re sp o nse  

Pe rce nt

Re sp o nse  

Co unt

66.7% 8

0.0% 0

0.0% 0

12

5

If YES, ha s it b e e n co mp le te d  to  a  sa tis fa cto ry  s ta nd a rd  ?

Yes

skipped question

Don't Know

Answe r Op tio ns

answered question

No
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If YES, please tell us why. 

They came out the very next day and the work was completed very quickly. 

 
 

 
 

Comments 

House was extremely clean, even windows had been cleaned which is a far cry from 
any previous council property which I have had! 

It was spotless, great décor, only needed a fresh coat of paint. 

It was spotless  

All problems were hidden i.e plastic bag hidden in pipe, hole in wall wallpapered 
over. Didn't realise extent of smoke damage until moved in. 

Very good condition, 

It’s in the best house I’ve ever been offered. I could literally just move in. I decorated 
but only to freshen-up the house up. 

Delighted by house, no complaints whatsoever. The carpets left saved me a fortune. 
There was a new central heating system and new units in the kitchen. Only had to 
decorate and even that was just to freshen-up. 

Décor was fine but we freshened up solely due to our personal tastes. 

 
 

If NO, please tell us why. 

House was not clean also dirty and carpets left from previous tenant which we had 
to uplift and discard of. 

 
 
 

 
  

Re sponse  

Pe rcent

Resp onse  

Count

94.1% 16

5.9% 1

17

0

Q4  Were  you sa tis fied  with the  p rop e rty  cond ition /  c lea nliness when you 

v iewe d  it ?

Yes

skipped question

Answer Op tions

answered question

No

Re sp o nse  

Pe rce nt

Re sp o nse  

Co unt

17.6% 3

64.7% 11

17.6% 3

17

0

Q5  Ha ve  yo u he a rd  o f W isha w a nd  D is tric t Ho using  Asso cia tio n's  Le tting  

Sta nd a rd  ?

Yes

skipped question

Not Sure

Answe r Op tio ns

answered question

No
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If YES, how did you hear about it ? 

From my Housing Officer when I viewed the property and collected keys. 

Delivered. 

 

Comments 

Though all housing had to be of a certain standard. 

A shower should be compulsory to meet minimum standard. Smoke damage should 
be cleaned up and possibly smoking banned in properties as it poses health risk. 
Properties need to be checked properly before letting and maintenance visits 
compulsory prior to letting.  Jobs completed should be inspected so shortcuts like 
plastic bag shoved in washing machine pipe don't happen.  Association should look 
at renting carpeted furnished properties as most tenants have little money to spend. 
We're now heavily in debt and don't get any financial help - partner is on contribution 
ESA meaning he's on the wrong ESA to qualify for a community care grant. Housing 
officer didn't know this. Without help from our families our flat would be uncarpeted 
and undecorated. 

Could have been in better condition,but was informed of the mess of the property 
that was left by previous tenant. 

Recent paperwork. 

Not until we received it through the post with the survey. 

 

 
 
 
 

 
 
 
 
  

Re sp o nse  

Pe rce nt

Re sp o nse  

Co unt

70.6% 12

5.9% 1

11.8% 2

17

0

Do  yo u fe e l yo ur p ro p e rty  me t the  Le tting  Sta nd a rd  ?

Yes

sk ip p e d  q ue stio n

Don't Know

Answe r Op tio ns

a nswe re d  q ue stio n

No

Re sp o nse  

Pe rce nt

Re sp o nse  

Co unt

11.8% 2

88.2% 15

17

0skip p e d  q ue stio n

Q6  Wo uld  yo u like  a  co p y o f Wisha w a nd  D is tric t Ho using  Asso cia tio n's  

Le tting  Sta nd a rd  so  tha t yo u ca n g ive  us fe e d b a ck o n whe the r yo ur ho use  

me t the  Le tting  Sta nd a rd  o r no t ?

Answe r Op tio ns

Yes

No

a nswe re d  q ue stio n
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Comments 

Very happy with the service from WDHA. Quick response times for repairs and 
queries. No job too small for repair men (professional). Property in clean condition 
when I moved in. 

I am delighted with the condition of the house - particularly that the flooring had been 
left. 

It was the best property I've had, excellent condition, spotless, even put new heating 
before I moved in. 

House in good state of repair with C/H newly installed. No complaints at all. 

Only thing that was a negative was no shower facility. 

It is the best property I've had it was spotless and you even put new central heating 
in before I got it just need fresh paint I even got blinds. Saved me a fortune to get 
new ones excellent service  

Updated the shelving in the alcove in the living room which was poor quality wood. I 
also boxed in some piping in the bathroom which was unsightly. Both of these were 
improved at my own expense. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Response  

Pe rcent

Response  

Count

29.4% 5

70.6% 12

17

0

Answer Op tions

skipped question

No

Q7  Is  the re  anything  e lse  you would  like  to  comment on rega rd ing  the  

cond ition o f your p rope rty  whe n it was le t to  you ?

answered question

Yes
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TENANT INTERVIEW FEEDBACK REPORT 
 

  
 
 
 

 
 
 

Comments 

GCH was very noisy. 

Fridge freezer would not fit in the space provided (which was particularly small). The 
work was carried out when we moved in to allow our fridge freezer to fit in. Very 
happy with the assistance provided in resolving the situation. 

 

 
  

Re sp o nse  

Pe rce nt

Re sp o nse  

Co unt

0.0% 0

100.0% 4

0.0% 0

4

0

Q1.  T hink ing  a b o ut whe n yo u firs t mo ve d  into  the  p ro p e rty , wa s the re  a ny 

wo rk  which wa s no t co mp le te d  tha t yo u tho ug ht wa s e sse ntia l b e fo re  

Yes

sk ip p e d  q ue stio n

Don't Know

Answe r Op tio ns

a nswe re d  q ue stio n

No

Re sp o nse  

Pe rce nt

Re sp o nse  

Co unt

50.0% 2

50.0% 2

0.0% 0

4

0

Q2.  Whe n yo u v ie we d  the  p ro p e rty  o r whe n it wa s le t to  yo u, wa s the re  a ny 

no n-e sse ntia l re p a irs  id e ntifie d  which we re  to  b e  co mp le te d  a fte r yo u 

Yes

sk ip p e d  q ue stio n

Don't Know

Answe r Op tio ns

a nswe re d  q ue stio n

No

Re sp o nse  

Pe rce nt

Re sp o nse  

Co unt

100.0% 2

0.0% 0

0.0% 0

2

2

We re  yo u g ive n a  time sca le  fo r whe n the  wo rk  wa s to  b e  co mp le te d  ?

Yes

sk ip p e d  q ue stio n

Don't Know

Answe r Op tio ns

a nswe re d  q ue stio n

No
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If YES, who identified this work ? 

Me. 

With Allocations Officer at the viewing. 

 
 
 

 
 

 
 

If YES, please tell us why. 

They came out the very next day and the work was completed very quickly. 

 
 
 

 
 

Comments 

Very good condition, 

It’s in the best house I’ve ever been offered. I could literally just move in. I decorated 
but only to freshen-up the house up. 

Delighted by house, no complaints whatsoever. The carpets left saved me a fortune. 
There was a new central heating system and new units in the kitchen. Only had to 
decorate and even that was just to freshen-up. 

Décor was fine but we freshened up solely due to our personal tastes. 

 
 
  

Re sp o nse  

Pe rce nt

Re sp o nse  

Co unt

100.0% 2

0.0% 0

0.0% 0

2

2

Q3.  Ha s a ll o uts ta nd ing  wo rk  b e e n d o ne  ?

Yes

sk ip p e d  q ue stio n

Don't Know

Answe r Op tio ns

a nswe re d  q ue stio n

No

Re sp o nse  

Pe rce nt

Re sp o nse  

Co unt

100.0% 1

0.0% 0

0.0% 0

2

2

If YES, ha s it b e e n co mp le te d  to  a  sa tis fa cto ry  s ta nd a rd  ?

Yes

sk ip p e d  q ue stio n

Don't Know

Answe r Op tio ns

a nswe re d  q ue stio n

No

Resp o nse  

Pe rce nt

Re spo nse  

Co unt

100.0% 4

0.0% 0

4

0

Q4  Were  yo u sa tis fied  with the  p rop e rty  cond ition /  c leanliness whe n yo u 

v iewed  it ?

Yes

skipp e d  que stio n

Answer Op tions

answere d  q uestio n

No
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Comments 

Recent paperwork. 

Not until we received it through the post with the survey. 

 

If YES, how did you hear about it ? 

Delivered. 

 

 
 
 
 

 
 
 

 
 

Comments 

Updated the shelving in the alcove in the living room which was poor quality wood. I 
also boxed in some piping in the bathroom which was unsightly. Both of these were 
improved at my own expense. 

 

Re sp o nse  

Pe rce nt

Re sp o nse  

Co unt

25.0% 1

75.0% 3

0.0% 0

4

0

Q5  Ha ve  yo u he a rd  o f W isha w a nd  D is tric t Ho using  Asso cia tio n's  Le tting  

Sta nd a rd  ?

Yes

sk ip p e d  q ue stio n

Not Sure

Answe r Op tio ns

a nswe re d  q ue stio n

No

Re sp o nse  

Pe rce nt

Re sp o nse  

Co unt

100.0% 4

0.0% 0

0.0% 0

4

0

Do  yo u fe e l yo ur p ro p e rty  me t the  Le tting  Sta nd a rd  ?

Yes

sk ip p e d  q ue stio n

Don't Know

Answe r Op tio ns

a nswe re d  q ue stio n

No

Response  

Pe rcent

Response  

Count

0.0% 0

100.0% 4

4

0skipped  question

Q6  Would  you like  a  copy o f Wishaw and  D is tric t Ho using  Associa tion's  

Le tting  Standa rd  so  tha t you can g ive  us fe edb a ck on whe the r your house  

Answer Op tions

Yes

No

answe re d  q uestio n

Re sp o nse  

Pe rce nt

Re sp o nse  

Co unt

25.0% 1

75.0% 3

1

4

0skip p e d  q ue stio n

No

Q7  Is  the re  a nything  e lse  yo u wo uld  like  to  co mme nt o n re g a rd ing  the  

co nd itio n o f yo ur p ro p e rty  whe n it wa s le t to  yo u ?

a nswe re d  q ue stio n

Yes

Comments :

Answe r Op tio ns


