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1. EXECUTIVE SUMMARY 

 

INTRODUCTION 

 Wishaw and District Housing Association commissioned Research Resource to carry 

out a customer satisfaction survey on their behalf. The survey was undertaken utilising a 

postal methodology with tenants and sharing owners. 

 A total of 458 tenant responses were achieved in the postal survey (a small number of 

interviews were achieved by telephone) and 10 from the Association’s sharing owners.  

The initial mailing was sent on the 15th January to all tenants and sharing owners. Those 

who had not responded by the 17th February were sent a reminder mailing as an attempt 

to boost the response. A telephone boost of underrepresented tenants was undertaken 

on the 3rd and 4th of March.  

 458 tenant interviews represents a 47% response rate from the Association’s tenants 

and provides data accurate to +/-3.3%. 

 Analysis of the participant profile shows that the survey sample is broadly representative 

by town, property size, property type, housing officer, age and length of tenancy. This 

provides robust data upon which the Association can be confident about making 

decisions. 

 This executive summary highlights the key findings from this programme of research. 

 

OVERALL SATISFACTION 
Scottish Housing Regulator indicators 

  2011 2014 

Taking everything into account, how satisfied or dissatisfied are you with the overall 
service provided by WDHA? (% very/ fairly satisfied) (Satisfaction with the 
Association as a landlord in 2011) 

93% 90% 

How good or poor do you feel WDHA is at keeping you informed about their 
services and decisions? (%very good/ fairly good) 

96% 92% 

How satisfied or dissatisfied are you with the opportunities given to you to 
participate in WDHA ‘s decision making process?  (% very/ fairly satisfied)  

- 69% 

Thinking about the LAST time you had repairs carried out, how satisfied or 
dissatisfied were you with the repairs and maintenance service provided by WDHA?  
(% very/ fairly satisfied)- Those who have reported a repair in the last 12 months  

95% 90% 

Overall, how satisfied or dissatisfied are you with the quality of your home? (% very/ 
fairly satisfied)(Condition of the home in 2011) 

94% 87% 

Taking into account the accommodation and services WDHA provides, to what 
extent do you think that the rent for this property represents good or poor value for 
money? Is it… (% very good value/ fairly good value)  

82% 81% 

Overall, how satisfied or dissatisfied are you with WDHA management of the 
neighbourhood you live in? 

- 85% 
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KEY FINDINGS 

The results of the 2014 survey reveal that, in general, the Association is performing to a high 

standard. The following points show the key highlights where satisfaction was highest and also 

highlighting the key areas where there is room for improvement in terms of the Association’s 

current service offering. This includes indicators which have seen a decrease in satisfaction 

since the 2011 survey: 

 In terms of the overall service provided by Wishaw and District Housing Association 9 

in 10 tenants (90%) expressed satisfaction compared to just 3% who were dissatisfied. 

This direct question was not asked in 2011, however in 2011 93% of tenants expressed 

satisfaction with the Association as their landlord. 

 Tenants who had contacted the Association rated the service they received highly with 

satisfaction being above 90% for almost all contact aspects which were asked about. 

Satisfaction was highest in terms of the ease of getting hold of the right person and 

that their query was answered within a reasonable time (both 94%). On the other 

hand, satisfaction was lower in terms of the final outcome of the enquiry. Further 

analysis revealed that those who contacted the Association to report a complaint or a 

neighbour dispute were more likely to be dissatisfied with the final outcome of their 

enquiry.  

 It was identified within the survey that less than 7 in 10 tenants (69%) were aware of 

how to make a complaint should they be dissatisfied with any aspect of the services 

that the Association provides. This highlights an opportunity for the Association to 

improve awareness of their complaints process.  

 A further opportunity is to provide tenants with more information on how rents are set 

(74% were aware), how increases in rent are set (73%) and more information on what 

rent is used for (75% were aware).  

 9 in 10 tenants who had reported a repair in the last 12 months were satisfied with the 

service they received compared to 6% who were dissatisfied. This represents a slight 

decrease in satisfaction since the 2011 survey where 95% were satisfied. Satisfaction 

with the various aspects of the repairs service is above 90% for all aspects and highest 

regarding the ease of reporting the repair and the helpfulness of the Association staff 

when reporting the repair (both 98%).  

 Just under 9 in 10 tenants were satisfied with the quality of the home (87%). This is 

less than in 2011 where 94% of tenants said they were satisfied with the quality of their 

home. A total of 30 tenants provided reasons for being dissatisfied. The main reasons 

were where tenants felt their home required upgrades or improvements or due to 

problems with heating and boiler systems.  

 Turning to the neighbourhood, 85% of tenants were satisfied with the Association’s 

management of their neighbourhood, 87% were satisfied with the general condition 

of properties and 82% were satisfied with the maintenance of any common areas. 

 The biggest neighbourhood concerns for tenants were stray dogs, litter and rubbish, 

noisy neighbours and anti social behaviour. The proportion of tenants who said litter 

and rubbish was a serious problem in the neighbourhood has doubled since 2011.  
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 The majority of tenants felt they were kept well informed by the Association  with more 

than 9 in 10 tenants (92%) stating the Association was very or fairly good at keeping 

tenants informed about their services and decisions compared to 2% who felt the 

Association was poor. This is slightly less than was reported in the 2011 survey where 

96% of tenants said the Association was good at keeping them informed.  

 More than two thirds of tenants (69%) were either very or fairly satisfied with the 

opportunities provided to them to participate in Wishaw and District Housing 

Association’s decision making processes compared to 4% who were dissatisfied 

amounting to 16 individuals. A sizeable proportion of tenants were neither satisfied nor 

dissatisfied (28%). Whilst this is not uncommon with respect to participation 

opportunities, it does highlight perhaps a lack of awareness, a lack of interest or an 

apathy relating to tenant participation. 
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2. INTRODUCTION, BACKGROUND AND OBJECTIVES 

2.1 Introduction 

This report represents and discusses the findings to emerge from Wishaw and District Housing 

Association’s Tenant Satisfaction Survey 2014.  

2.2 Background and objectives 

The aim of the research was to seek customers’ views on the services that WDHA provides 

and how well it performs these services and to help identify areas where the service can be 

improved. Specifically the research was designed to provide customers views on the following: 

 The quality of information provided by WDHA; 

 Quality of the home and the neighbourhood; 

 Repairs and maintenance services; 

 Tenant involvement/ opportunities for participation; 

 Rent and value for money;  

It is against this background that Research Resource were commissioned to carry out WDHA’s 

2014 Customer Satisfaction Survey.   

 

  



9 

3. METHODOLOGY 

3.1 Research Method 

We note that the Ipsos MORI guidance prepared on behalf of the Regulator debates the use of 

a range of different methodologies for carrying out the survey, including postal, online, 

telephone and face to face survey methods. However, given the requirement for a minimum of 

a 40% response rate and ensuring representative samples of tenants, it was decided that the 

tenant survey and the resident owner survey was carried out utilising a postal survey 

methodology with tenants. 

 

All of the Association’s tenants and sharing owners were sent survey packs on the 15th January 

2014 and were invited to take part in the survey. Each survey pack contained a questionnaire, 

covering letter explaining the purpose of the research and a reply paid envelope. A reminder 

mailing was sent out to those who had not responded to the survey on the 18th February in an 

attempt to boost the response rate. Responses were accepted up until the 3rd March. After this 

point the response to the tenant survey was reviewed and identified that the younger tenants 

were underrepresented. It was decided that a small number of telephone interviews should be 

undertaken to boost the response from this group. The telephone boost was undertaken by 

Research Resource’s trained and experienced interviewers between the 3rd and 4th March. 

 

3.2 Questionnaire design 

After consultation with Wishaw and District representatives, a survey questionnaire was agreed 

which fully met the information needs and requirements of the organisation.  

 

In developing the questionnaire the following issues were considered: 

 The information needs listed in the survey brief; 

 The Scottish Social Housing Charter indicators upon which WDHA is required to report; 

 Research Resource experience in relation to customer satisfaction surveying. 

 

3.3 Sample Size 

The aim of the survey was to achieve a robust level of data upon which the Association can 

have confidence making decisions upon and to maximise the response to the survey.  

Overall, a total of 458 responses were received from Wishaw and District tenants, representing 

a 47% response rate and providing data accurate to +3.3% based upon a 50% estimate at the 

95% confidence level.  This means that as we have received responses from a sample of 

tenants and not every single tenant there is a ‘margin of error’ that occurs.  In this instance we 

can be 95% ‘sure’ that if 50% of tenants responded in a particular way, had we received a 

response from every single tenant the answer received would have been between 46.7% 

(50%-3.3%) and 53.3% (50%+3.3%).  This is very robust data and data upon which Wishaw 

and District Housing Association can have confidence making decisions.  
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The guidance from the Scottish Housing Regulator states that in all surveys, particularly postal 

surveys, some groups are more likely than others to respond. This means that certain 

subgroups will be under-represented and others will be over-represented in the final achieved 

sample (i.e. all the people who responded). Weighting ensures that received responses are 

representative of the whole survey population. The guidance suggests that social landlords will 

be likely to have suitable information on the population in terms of dwelling type (flats, semi-

detached house, detached, terraces) and the number of bedrooms.  

The tables below show the sample profile broken down by town, property size, property type, 

housing officer, age and length of tenancy compared to the population.  As can be seen below, 

the interview profile relatively in line with the overall tenant population profile in terms of town, 

property size, property type, housing officer and length of tenancy.  In relation to age, the 

survey sample provides good coverage of all age groups, although the data is slightly 

underrepresented in terms of younger respondents and over represented in terms of older 

respondents. We are, however, comfortable that the coverage of the tenant population is 

sufficiently close that weighting of survey data is not required.  The data reported is therefore 

unweighted. 

 

TOWN 
Population Sample 

No. % No. % 

MOTHERWELL 126 13% 46 10% 

SHOTTS 71 7% 34 7% 

WISHAW 779 80% 375 82% 

Grand Total 976 100% 455 100% 

     

Housing Officer 
Population Sample 

No. % No. % 

Helen Ross 441 45% 204 45% 

Susan Tait 535 55% 251 55% 

Grand Total 976 100% 455 100% 

     

No of Bedrooms 
Population Sample 

No. % No. % 

1 377 39% 198 44% 

2 403 41% 185 41% 

3 165 17% 59 13% 

4 22 2% 8 2% 

5 1 0% 0 0% 

No data 1 0% 1 0% 

1 + BR 6 1% 4 1% 

Grand Total 975 100% 455 100% 

     

Age 
Population Sample 

No. % No. % 

18-34 176 18% 76 17% 

35-54 387 40% 146 32% 

55-74 284 29% 160 35% 

75+ 122 13% 73 16% 

Age not available 7 1% 0 0% 

Grand Total 976 100% 455 100% 
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Length of tenancy 
Population Sample 

No. % No. % 

Within the last year 75 8% 36 8% 

Within the last 2-3 years 126 13% 51 11% 

Within the last 4-5 years 132 14% 65 14% 

Within the last 6-10 
years 

249 26% 114 25% 

More than 10 years ago 389 40% 188 41% 

Data not available 5 1% 1 0% 

Grand Total 976 100% 455 100% 

 
 

Size Apt/Pers 
Population Sample 

No. % No. % 

2/1 13 1% 7 2% 

2/2 364 37% 191 42% 

2/2 + BR 6 1% 4 1% 

3/3 116 12% 52 11% 

3/3 + DR 2 0% 2 0% 

3/3 + SD 1 0% 1 0% 

3/4 245 25% 107 24% 

3/4 + BR 2 0% 2 0% 

3/4 + DR 38 4% 21 5% 

4/4 8 1% 3 1% 

4/4 + DR 1 0% 0 0% 

4/5 110 11% 38 8% 

4/5  1 0% 0 0% 

4/5 + DR 13 1% 5 1% 

4/6 28 3% 13 3% 

4/6 + DR 5 1% 1 0% 

5/5 1 0% 1 0% 

5/6 15 2% 4 1% 

5/6 + DR 2 0% 2 0% 

5/7 2 0% 0 0% 

5/8 1 0% 0 0% 

5/8 + DR 1 0% 1 0% 

6/10 + DR 1 0% 0 0% 

Grand Total 976 100% 455 100% 
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House Type 
Population Sample 

No. % No. % 

A/DIS-GF 4 0% 2 0% 

A-FF 29 3% 13 3% 

A-GF 58 6% 39 9% 

A-GF K 3 0% 3 1% 

A-MT Bung 6 1% 4 1% 

Bung 2 0% 2 0% 

D 2 0% 1 0% 

Det 1 0% 0 0% 

Det Bung 1 0% 1 0% 

DH 1 0% 1 0% 

ET 110 11% 43 9% 

ET + BR 1 0% 1 0% 

ET Bung 4 0% 3 1% 

FF 226 23% 93 20% 

FF (HD) 1 0% 1 0% 

FF K 3 0% 1 0% 

G/F 1 0% 1 0% 

GF 182 19% 102 22% 

GF (Dis) 2 0% 2 0% 

GF (HD) 5 1% 3 1% 

GF A 1 0% 1 0% 

GF Dis 1 0% 0 0% 

GF K 1 0% 1 0% 

Mais 5 1% 0 0% 

MT 123 13% 59 13% 

MT Bung 10 1% 2 0% 

MT House 1 0% 0 0% 

SD 154 16% 65 14% 

SD Bung 1 0% 0 0% 

SF 34 3% 9 2% 

Split Det 1 0% 1 0% 

Split SD 2 0% 1 0% 

Grand Total 976 100% 455 100% 
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3.4 Survey Analysis and Reporting 

Survey data has been analysed and reported on in a number of ways. Data has been analysed 

by key variables as agreed by the organisation. Where any particular trends or issues are 

found for any one key group, this is detailed in the survey report. 

 

For a postal survey methodology respondents are able to skip questions that they would prefer 

not to answer. Therefore the base numbers (number of respondents who have responded) 

have been shown for all questions.  

 

Please note that not all percentages sum to 100% due to rounding.  

 

It should be noted that a number of questions are also multiple response questions so the 

percentages and number of respondents stating a particular response may add to more than 

the base number and more than 100%. This is because respondents could give more than one 

answer to these questions. 

 

Satisfaction levels reported for key questions have, where possible, have been compared to 

the Association’s previous tenant satisfaction survey results.  The Association’s previous 

survey was carried out in 2011.  

 

Benchmarking has also been carried out comparing Wishaw and District’s results to the mean 

satisfaction levels reported to Charter indicator questions from other similar organisations for 

whom Research Resource has carried out tenant satisfaction surveys.  This analysis is based 

upon the average of 15 RSLs who are all general needs organisations with between 250 and 

1000 units. 
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3.5 Report Structure 

This document details the key findings to emerge from the survey for Wishaw and District 

Housing Association. 

 

CHAPTER 4.  OVERALL SATISFACTION  

CHAPTER 5.  CONTACT WITH THE ASSOCIATION  

CHAPTER 6.  RENT AND VALUE FOR MONEY  

CHAPTER 7.  THE REPAIRS SERVICE  

CHAPTER 8.  YOUR HOME AND NEIGHBOURHOOD  

CHAPTER 9.  INFORMATION AND COMMUNICATION  

CHAPTER 10. CONSULTATION AND PARTICIPATION  

CHAPTER 12. SHARING OWNERS  

 

 
APPENDIX 1: QUESTIONNAIRE 
APPENDIX 2:  TECHNICAL REPORT SUMMARY 
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4. OVERALL SATISFACTION 

4.1 Satisfaction with the overall service provided by WDHA (Q1) 

The survey opened by asking tenants how satisfied or dissatisfied they were with the overall 

service provided by their landlord. Nine in ten survey respondents (90%) were satisfied with the 

overall service they receive from the Association compared to 3% who were dissatisfied and 

7% who were neither satisfied nor dissatisfied. This direct question was not asked in 2011, 

however in 2011 93% of tenants expressed satisfaction with the Association as their landlord.  

 
NB 2011 satisfaction with the Association as a landlord in 2011.  
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5. CONTACT WITH THE ASSOCIATION 

5.1 Reasons for contacting the Association (Q2) 

Three quarters of tenants said that the last time they contacted the Association was to report a 

repair (75%). A further 9% of tenants said that on the last occasion they contacted the 

Association to discuss their rent, 3% said they had made a complaint and 3% said they had 

enquired about aids or adaptations in their home.  

Q2 Thinking of the LAST time you contacted the Association, what was your reason for contact?  

Base: n=440 No. % 

To report a repair 331 75.2% 

To discuss your rent 40 9.1% 

To make a complaint  14 3.2% 

To enquire about aids or adaptations in your present home 13 3.0% 

To discuss housing benefit 11 2.5% 

To apply for a transfer / exchange 9 2.0% 

To discuss a neighbour dispute/ anti-social behaviour issue 6 1.4% 

To enquire about receiving support to maintain your tenancy 4 0.9% 

Other  12 2.7% 

 

5.2 Satisfaction with contact (Q3) 

Tenants were asked to state the extent to which they were satisfied or dissatisfied with various 

aspects of the contact they had with the Association. This revealed that more than 9 in 10 

tenants (94%) were satisfied with the ease of getting hold of the right person and that their 

query was answered within a reasonable time (both 94%). On the other hand, satisfaction 

dipped under 90% in terms of the final outcome of the enquiry with 86% of tenants being 

satisfied in this respect.  
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The table below shows satisfaction with the final outcome of the enquiry analysed by the nature 

of the contact. Care must be taken when comparing the results by the nature of contact due to 

the small base numbers for certain contact types. As can be seen below, tenants who had 

reported a complaint or a neighbour dispute were most likely to be dissatisfied with the final 

outcome of their query.  

Q3 Satisfaction with the final outcome of the query analysed by nature of contact 

  Base 
%  

satisfied 
% neither/ 

nor 
% 

dissatisfied 

To discuss housing benefit 8 100% 0% 0% 

To discuss your rent 36 92% 6% 3% 

To report a repair 280 88% 5% 6% 

Overall 374 86% 6% 8% 

To enquire about receiving support to maintain tenancy 4 75% 0% 25% 

To enquire about aids or adaptations  8 75% 13% 13% 

To apply for a transfer / exchange 6 67% 33% 0% 

To make a complaint  11 45% 18% 36% 

To discuss a neighbour dispute 6 33% 0% 67% 

 

5.3 Awareness of how to make a complaint (Q4) 

Just under 7 in 10 tenants (69%) were aware of how to make a complaint, should they be 

dissatisfied with any aspect of the services that the Association provides.  
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6. RENT AND VALUE FOR MONEY 

6.1 Questions about tenants’ rent (Q5) 

The survey included a number of questions about rent and housing benefit. In terms of rent 

setting, 74% of respondents were aware of how their rent is set and 73% understood how any 

rent increases are set. Three quarters of tenants (75%) knew what their rent is used for. Six in 

ten tenants said they were in receipt of housing benefit.  

 

6.2 Value for money (Q6) 

Over 8 in 10 tenants (81%) were of the opinion that the rent for their property represents very 

or fairly good value for money compared to 5% who said it was poor value for money. The 

results are consistent with the 2011 survey where 82% said their rent was good value for 

money. It is interesting to note that respondents who were in receipt of housing benefit (88%) 

were more likely to consider their rent good value for money than tenants who paid full rent 

(70%).  

 

74%

73%

75%

60%

26%

27%

25%

40%

Do you know how your rent is set? (n=415)

Do you understand how any increase in your 
rent is set? (n=395)

Do you know what your rent is used for? 
(n=393)

Do you receive housing benefit? (n=431)

Q5 Thinking about your rent, please answer yes or no to the 
following questions?

Yes No
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Tenants who were of the opinion their rent was poor value for money were asked to provide 

reasons for feeling this way. The open ended responses provided to this question have been 

coded into common themes and are listed in the table below. In general the main reasons for 

finding the rent charge poor value for money was where tenants said the rent was too 

expensive and were unhappy with rent increases each year (46%) and also where tenants felt 

that their home required improvements. 

Q6a If you answered fairly poor or very poor, please explain why. 

Base: Said value for money was poor and provided a response, n=22 No. % 

Rent is too expensive/ increases every year 10 45.5% 

Home is needing upgrades/ improvements 7 31.8% 

Not value for money compared to other HA's 6 27.3% 

Poor quality of home 5 22.7% 

Poor size 1 4.5% 

Other 1 4.5% 

 

6.3 Financial advice and support (Q7) 

Tenants were asked about any financial assistance or advice they had received from the 

Association. Just under 9 in 10 tenants (88%) were satisfied with the advice they had received 

from the Association on paying rent and dealing with arrears and 93% were satisfied with 

advice they had received from the Association on claiming housing benefit.  

 
 

 
  

93%

88%

6%

10%

1%

1%

Claiming housing benefit (n=289)

Paying your rent and dealing with any 
arrears (n=286)

Q7 How satisfied or dissatisfied are you with the advice and 
support you received from the Association with the 

following?

% very/ fairly satisfied % neither/ nor % very/ fairly dissatisfied
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7. THE REPAIRS SERVICE 

7.1 Satisfaction with the way the Association deals with repairs and maintenance (Q8) 

The Scottish Social Housing Charter has an indicator on satisfaction with repairs and 

maintenance.  The guidance is that all tenants are asked about their satisfaction with the last 

repair and tenants are then asked if they have reported a repair in the last 12 months.  The 

indicator response is then reported as those satisfied with their last repair, for those who have 

reported a repair in the last year.  Firstly, in terms of the overall question, from all tenants 

surveyed, when asked about their satisfaction with the last repair they had carried out, 88% 

said that they were satisfied with the repairs and maintenance service provided by WDHA. 

 
 

7.2 Satisfaction with repairs undertaken within the last 12 months (Q9/10) 

Tenants who have had a repair carried out in their property in the last 12 months (67%) were 

asked how satisfied they were with the repairs service provided.  As shown, 90% stated that 

they were satisfied with the repairs service provided compared to 6% who said they were 

dissatisfied.  Satisfaction with the repairs and maintenance service provided by WDHA has 

decreased from 95% in 2011 to 90% in 2014.  

 

58.6%

29.7%

6.4% 4.2% 1.1%

Very satisfied Fairly Satisfied Neither  satisfied 
nor dissatisfied

Fairly Dissatisfied Very dissatisfied

Q8  Generally, how satisfied or dissatisfied are you with the 
way the Association deals with repairs and maintenance?

Base: All who responded, n=454
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Where respondents stated that they were dissatisfied with the repairs service provided, they 

were asked to explain their dissatisfaction.  Just 17 tenants indicated they were dissatisfied, 

most commonly due to the fact that they believed that it had taken too long to get the repair 

fixed (7) or that nothing has been done/ problem still ongoing (6). 

Q12a If you said that you are dissatisfied or very dissatisfied, 
please explain why. 

Base: Dissatisfied and provided a response, n=17 No. % 

Too long taken to fix the repair/ had to come back out 7 41.2% 

Nothing has been done/ problem still ongoing 6 35.3% 

Poor workmanship/ left a mess 5 29.4% 

Tradesman had an attitude/ didn't turn up on time 3 17.6% 

Other 1 5.9% 

 

7.3 Satisfaction with aspects of the repairs service (Q11) 

Following on from this, tenants were asked how satisfied or dissatisfied they were with various 

aspects of the repairs service. As can be seen below, satisfaction is high with all aspects of the 

repairs service with satisfaction levels ranging from 91% with regards to the overall quality of 

the work to 98% in terms of ease of reporting the repair and the helpfulness of the Association 

staff when reporting the repair.  

 
 

 

  

98%

98%

95%

94%

95%

95%

91%

2%

2%

3%

4%

3%

3%

5%

0%

1%

1%

2%

2%

2%

4%

Ease of reporting the repair (n=290)

The helpfulness of Association staff when 
reporting the repair (n=291)

Being told when workers would call 
(n=288)

The time taken before work started 
(n=283)

The speed of completion of the work 
(n=284)

The attitude of workers (n=288)

The overall quality of the work (n=-289)

Q11 Thinking about the LAST time you had repairs carried 
out, how satisfied or dissatisfied were you with the 

following?

% very/ fairly satisfied % neither/ nor % very/ fairly dissatisfied
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8. YOUR HOME AND NEIGHBOURHOOD 

8.1 Satisfaction with the quality of the home (Q12) 

Just under 9 in 10 tenants (87%) were either very or fairly satisfied with the quality of their 

home compared to 7% who were dissatisfied and 6% who were neither satisfied nor 

dissatisfied. This direct question was not asked in the 2011 survey, however in 2011 94% of 

tenants said they were satisfied with the condition of their home.  

 
NB General condition of the home in 2011 
 

Analysis by area reveals that tenants who lived in Motherwell were most likely to be satisfied 
with the quality of their home (91%). Furthermore, street analysis reveals that of the 32 tenants 
who were dissatisfied this tended to be tenants who lived in Russell Street (4 tenants), 
Glasgow Road (3 tenants), East Thornlie Street (3 tenants) and Caledonian Road (3 tenants).  
Q12 Overall, how satisfied or dissatisfied are you with the quality of your home?  

  Overall Motherwell Shotts Wishaw 

Base 449 44 33 372 

% very/ fairly satisfied 87% 91% 88% 87% 

% neither/ nor 6% 5% 6% 6% 

% very/ fairly dissatisfied 7% 5% 6% 7% 
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The comments made by tenants who were dissatisfied with the quality of their home have been 

coded into common themes and are listed in the table below. The main reason for being 

dissatisfied with the quality of the home was where tenants were of the opinion that their home 

required upgrades or improvements, followed by comments about heating or boiler systems.  

Q12a If you said that you are dissatisfied or very dissatisfied, please explain why. 

Base: Dissatisfied and provided a response, n=30 No. % 

Home is needing upgrades/ improvements 16 53.3% 

Poor heating/ boiler system 7 23.3% 

Dampness issues 4 13.3% 

Home is a poor size 1 3.3% 

No sound/ noise insulation 3 10.0% 

Poor quality home 9 30.0% 

 

8.2 Satisfaction with neighbourhood management (Q13) 

With regards to the Association’s management of the neighbourhood, 85% of tenants were 

either very or fairly satisfied compared to 5% who were dissatisfied and 10% who were neither 

satisfied nor dissatisfied.  

 
 

Area analysis indicated that those who lived in Motherwell were more likely to be dissatisfied 

with the Association’s management of their neighbourhood (11%) than tenants who lived in 

Shotts (6%) or in Wishaw (4%).  

Q13 Overall, how satisfied or dissatisfied are you with the Association’s management of the 
neighbourhood you live in?  

  Overall Motherwell Shotts Wishaw 

Base 448 46 33 369 

% very/ fairly satisfied 85% 78% 88% 86% 

% neither/ nor 10% 11% 6% 10% 

% very/ fairly dissatisfied 5% 11% 6% 4% 
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The main reasons for being dissatisfied with the Association’s management of the 

neighbourhood were where tenants were unhappy with problems with anti social behaviour or 

where tenants felt that the Association did not do enough to listen to tenants and act on their 

comments. 

Q13a If you said that you are dissatisfied or very dissatisfied, please explain why. 

Base: Dissatisfied and provided a response, n=21 No. % 

Problems with anti social behaviour 11 52.4% 

Nothing is being done/ don't listen to us 9 42.9% 

Dog fouling issues 2 9.5% 

Outside maintenance needing done 2 9.5% 

Problems with bins/ rubbish 2 9.5% 

Other 1 4.8% 

 

8.3 Satisfaction with aspects of the neighbourhood (Q14) 

In terms of specific aspects of the neighbourhood, just under 9 in 10 tenants (87%) were 

satisfied with the general condition of properties and 82% were satisfied with the maintenance 

of any common parts.  

 
 

  

82%

87%

10%

7%

8%

5%

The maintenance of any common parts

The general condition of properties

Q14 How satisfied or dissatisfied are you with the following 
in your neighbourhood?

% very/ fairly satisfied % neither/ nor % very/ fairly dissatisfied
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As can be seen below, tenants who lived in Shotts were most likely to be satisfied with the 

maintenance of any common areas (87%) while those who lived in Wishaw were slightly less 

likely (82%). With regards to the general condition of properties, almost all Shotts respondents 

were satisfied in this respect (97%), while satisfaction was lowest for tenants who lived in 

Wishaw (86%). All tenants who were dissatisfied with general condition of properties lived in 

Wishaw.  

Satisfaction with aspects of the neighbourhood 

    Overall Motherwell Shotts Wishaw 

The maintenance of any 
common parts 

Base 433 45 30 358 

% satisfied 82% 84% 87% 82% 

% neither/ nor 10% 13% 7% 9% 

% dissatisfied 8% 2% 7% 9% 

The general condition of 
properties 

Base 424 44 33 347 

% satisfied 88% 91% 97% 86% 

% neither/ nor 7% 9% 3% 7% 

% dissatisfied 5% - - 6% 

 

8.4 Neighbourhood problems (Q15) 

Tenants were asked to rate the extent to which various neighbourhood issues were a serious 

problem, a minor problem or not a problem in their neighbourhood. The biggest concerns for 

tenants were: 

 Stray dogs and dog fouling (50% stating serious or minor problem); 

 Litter and rubbish (47%) 

 Noisy neighbours and anti social behaviour (24%). 

Q15 To what extent do you feel that any of the following is a problem in your neighbourhood? 

  Base Serious problem Minor problem Not a problem 

Stray dogs and dog fouling 413 20.8% 29.5% 49.6% 

Litter and rubbish 420 14.3% 33.1% 52.6% 

Noisy neighbours and anti social 
behaviour 

408 4.7% 18.9% 76.5% 

Crime/ fear of crime 402 4.5% 12.4% 83.1% 

Disruptive children/ teenagers 406 4.4% 16.7% 78.8% 

Drug use or dealing 400 3.3% 8.3% 88.5% 

Drunk or rowdy behaviour of residents 406 2.7% 13.8% 83.5% 

Vandalism and graffiti 401 2.2% 13.7% 84.0% 

Racial harassment 401 0.5% 2.5% 97.0% 
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The table below shows the proportion of tenants who considered each of these issues to be a 

‘serious problem’ in 2011 compared to 2014. As can be seen below the proportion of tenants 

who said litter and rubbish was a serious problem in the neighbourhood has doubled since 

2011.  

Neighbourhood problems (% stating serious problem) 

  2011 2014 

Vandalism & graffiti 2% 2% 

 Litter & Rubbish 7% 14% 

Drug use or dealing 2% 3% 

Crime/Fear of crime 3% 4% 

 Noisy neighbours & anti-social behaviour 3% 5% 

Disruptive children/teenagers 5% 4% 

Racial Harassment 0.50% 0.5% 

Drunk or rowdy behaviour of residents 3% 3% 

 

Area analysis reveals that in general, the majority of problems are a greater concern for 

tenants who lived in Wishaw. The biggest variances by area can be seen with regards to: 

 Litter and rubbish: 50% of tenants who lived in Wishaw stating this was a serious or 

minor problem compared to 29% of tenants who lived in Shotts; 

 Noisy neighbours: 26% of tenants who lived in Wishaw stating this was a problem 

compared to 10% of tenants who lived in Shotts; 

 Vandalism and graffiti: 19% of tenants who lived in Shotts stating this was a problem 

compared to 8% of Motherwell tenants.  

Q15 Neighbourhood problems analysed by area 

  
MOTHERWELL  

(n=38-43) 
SHOTTS  
(n=30-32) 

WISHAW  
(n=327-343) 

  
Serious/ 

Minor 
problem  

Not a 
problem 

Serious/ 
Minor 

problem  

Not a 
problem 

Serious/ 
Minor 

problem  

Not a 
problem 

Stray dogs and dog fouling 47% 53% 52% 48% 50% 50% 

Vandalism and graffiti 8% 92% 19% 81% 16% 84% 

Litter and rubbish 35% 65% 29% 71% 50% 50% 

Drug use or dealing 10% 90% 3% 97% 12% 88% 

Crime/ fear of crime 10% 90% 9% 91% 18% 82% 

Noisy neighbours and anti 
social behaviour 

14% 86% 10% 90% 26% 74% 

Disruptive children/ 
teenagers 

17% 83% 17% 83% 22% 78% 

Racial harassment 0% 100% 7% 93% 3% 97% 

Drunk or rowdy behaviour 
of residents 

10% 90% 10% 90% 17% 83% 
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9. INFORMATION AND COMMUNICATION 

9.1 Keeping tenants informed (Q16) 

More than 9 in 10 tenants (92%) felt the Association was very or fairly good at keeping them 

informed about their services and decisions compared to 2% who felt the Association was 

poor. This is slightly less than was reported in the 2011 survey where 96% of tenants said the 

Association was good at keeping them informed.  
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9.2 Communication methods (Q17) 

Tenants were asked about the communication methods they prefer to be used to be kept 

informed and also the method they prefer for getting in touch with the Association. Written 

communications are the preferred method of being kept informed for the majority of tenants 

with 62% stating they prefer to be kept informed in writing and 59% stating they prefer to be 

kept informed via the Association’s newsletter.  
 

In terms of contact methods for getting in touch with the Association, telephone contact is by 

far and away the most preferred method for tenants with 88% of tenants stating they prefer to 

contact the Association in this way, followed by personal visits to the office (44%).  
Q17 Which of the following methods of (a) being kept informed and (b) getting in touch with Wishaw 
and District Housing Association are you happy to use? 

   a) being kept informed   b) getting in touch  

Base n=434 n=323  

In writing 271 62.4% 113 35.0% 

Newsletter 255 58.8% 67 20.7% 

Telephone 210 48.4% 284 87.9% 

Visit to the office 114 26.3% 141 43.7% 

Email  97 22.4% 58 18.0% 

Visit to your home by staff 87 20.0% 49 15.2% 

Text message/ SMS 79 18.2% 50 15.5% 

Open meetings 61 14.1% 32 9.9% 

Some other method  6 1.4% 3 0.9% 

Analysis by age indicates that younger respondents aged 18 to 34 were significantly more 

likely to prefer to be kept informed via email (36%) and via text message (41%) than 

respondents aged 75 and over (2% happy to use email and 2% happy to use text message).   
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10. CONSULTATION AND PARTICIPATION 

10.1 Participation opportunities (Q18) 

More than two thirds of tenants (69%) were either very or fairly satisfied with the opportunities 

provided to them to participate in Wishaw and District Housing Association’s decision making 

processes compared to 4% who were dissatisfied amounting to 16 individuals.  

 
 

Analysis by age of respondent reveals that as age increases, the proportion of tenants who 

were satisfied with participation opportunities also increases, for example from 60% of tenants 

aged 18 to 34 to 80% for those aged 75 and over. Furthermore, dissatisfaction decreases with 

age from 7% of tenants aged 17 to 34 to 1% for those aged 75 and over. 

 
Q18 How satisfied or dissatisfied are you with opportunities given to you to participate in Wishaw and 
District Housing Association’s decision making processes?  

  18-34 35-54 55-74 75+ 

Base 75 145 156 69 

% satisfied 60% 63% 74% 80% 

% neither/ nor 33% 33% 23% 19% 

% dissatisfied 7% 4% 3% 1% 

 

 

10.2 Involving tenants in decisions (Q19) 

Just under 8 in 10 tenants (78%) were of the opinion that the Association does enough to 

involve tenants in decisions.  
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10.3 Previous participation in the Association’s activities (Q20/21) 

A total of 41 individuals (9%) said they had at some point taken part in consultation exercises 

that the Association has carried out. Those who had not participated were asked why this was 

the case. The main reasons given were where the tenant did not have time (27%) or where the 

tenant was not sure how to go about it (26%).  

Q21 If no, why not?   

Base: Have not taken part in participation activities, n=384 No. % 

I don’t have the time 105 27.3% 

I’m not sure how to go about it 100 26.0% 

Don’t see the point - the Association has already made up its mind 79 20.6% 

Not interested 64 16.7% 

Don’t see the point - no one really cares what I think 28 7.3% 

Due to health/ disability 26 6.8% 

Not been informed/ asked to take part 9 2.3% 

Just moved in/ not long in 4 1.0% 

Other 7 1.8% 

 

10.4 Suggestions for encouraging tenants to get more involved (Q22) 

Tenants were asked if there was anything they felt would encourage tenants to get more 

involved in the Association. The majority of suggestions included providing more information on 

events, listening to tenants, more face to face communication or personal invites and more 

local or regular meetings. The following suggestions were provided by tenants: 

Provide more information 

 Being aware that carers who would like to be involved have restrictions placed on them 

in terms of attendance. Timing of meetings. 

 You need to let people know about that. 

 If they considered you on an individual basis e.g. buying your home or replacing kitchen. 

 Younger tenants being involved as they are the W.A.D.H.A. future tenants and planners. 

 More tenants on the board. 

 More information regarding services provided. Local meetings, office open day. 

 An idea might be to have an open day and explain what happens and how tenants could 

be involved if they wish to. Why not, instead of just the board, have one or two people 

from each area of housing attending? They people know what's happening in their area. 

 Full written details of pro's and con's of a box ticking exercise of non response. 

 Make tenants more aware of how to become more involved, more information on way to 

voice opinions. 

 More information on meetings and more letters with information on how we can become 

involved. 

 Let people know. 
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 Some sort of incentive. 

 Let people know how they can get involved, times of meeting etc. 

 Let people know about it and if it's a meeting what time it's convenient for them. 

 I've never received any letters asking/ informing me and don't know if any other tenants 

have. 

 More information on how tenants can become more involved. I don't know about any or I 

may take part in more. 

 To be informed of open meetings and decision making. It is all very well doing forms like 

this but it would be good to know the outcome. 

 

Face to face communication/ personal invites 
 If they were asked, and if they had staff that were approachable. 

 Personal invites to discussion meetings. 

 Housing officer visiting residents occasionally. 

 Younger tenants being involved as they are the W.D.H.A. future tenants and planners. 

 Visits made to householder would encourage tenant to get involved. 

 Let tenants know when any meetings are. 

 Make tenants more aware of how to become more involved, more information on way to 

voice opinions. 

 Let people know. 

 You'd have to inform tenants. 

 Let people know how they can get involved, times of meeting etc. 

 Let people know about it and if it's a meeting what time it's convenient for them. 

 Notices in closes about meetings etc. 

 An invitation would be better with details of where the meeting is and the time. If it's over 

the phone a letter saying they're going to get a call. 

 Speaking to tenants as a one to one basis, more hands on and a face to face 

communication. 

 Give tenants more choice, more face to face communication with tenants. 

 
Local meetings/ more regular meetings 

  Yes, have more tenant meetings especially for OAPs. 

 Localised meetings in accessible locations i.e. tenants from one area with meeting held 

in that area, will ensure higher attendance rate as discussions would be relevant and 

experiences shared. 

 Coffee mornings along with meeting. 
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 Early evening meetings. 

 More information regarding services provided. Local meetings, office open day. 

 More group meetings in the area. 

 Tenant's meetings to sort problems out. 

 
If tenants were listened to/ taken seriously 

  An informal coffee morning where tenants could get to know members of the 

Association and feel more relaxed and confident in approaching them regarding 

decisions, etc. 

 No as the Association will always rely on apathy and clever wording to achieve its goals. 

 If residents were made aware that their feelings were important I think others would 

become involved. 

 They could do random and confidential visits or questionnaires about neighbour 

problems or issues as a lot of people are scared to phone in case the person knows 

who’s completed about them. Also although some residents report neighbour 

disturbance, to get collaborated evidence there are other tenants that don't phone in 

case they found out but when asked they would (if they did hear or see anything) tell the 

representative from the housing. 

 Being more approachable and acting upon tenant’s views. This may encourage positive 

relations. Continued rent increases regardless of tenant’s views. 

 I don't see what they could do as there will always be somebody they can't 

accommodate. 

 The attitude of frontline staff can lack an interest in getting to know the individual and 

their circumstances. The staff are quick to issue letters/ guidance on the maintenance 

and up keep of property without taking into consideration a person’s age, health family 

circumstances. 

 To take people’s concerns seriously. 

 If results are of the opinions that nobody really cares what they think of the association 

has already made up its mind their attitude won't change. More emphasis should be 

given to those who respond to questionnaires and or pay rent. Only if tenants opinions 

were taken seriously. 

 At the end of the day the housing will make their own decision regardless of what we 

have to say. 

 On the right to buy re-modernisation properties, tenants were initially advised they could 

buy in 10 years with a discount of approx £15,000. Those who could have considered 

buying were disallowing this right because the majority who were in receipt of housing 

benefit failed to return voting form therefore majority was added as no. 

 Open staff. Staff not acting high and mighty when you have created a social issue. 
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 I don't think it would make a difference in my opinion no matter how much the involved 

me. Their decision will already have been made. 

 They kept moving the goalposts for right to buy at previous meeting and we all gave up 

then. 

 If they listened to what the residents said and took it on board. Where I sat we're on a 

Council estate in a cul-de-sac and we're targeted by the Council. They should have 

more regular meetings with the Council and the residents to keep us informed about 

what's going on. 

 If they thought that anyone would listen to their opinion and act on what tenants think is 

best for their homes. 

Other 

  I think you provide an excellent service and meet all my needs. 

 A link on their website where tenants could be involved with decision making. 

 A carriage service for some of the older potential committee members would probably 

help. 

 Each take turns brushing and mopping front entrances. Tidy up leaves at front and back 

door. Try not to bang the door when you come in and lock door behind you. 

 Anything I can do to help association I would do so. 
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11. YOU AND YOUR HOUSEHOLD 

11.1 Age and gender (Q23/24) 

With regards to the gender of respondents 63% were female and 37% were male. In terms of 

the age status of tenants overall, 17% were aged 18 to 34, 52% were aged 35 to 64 and 32% 

were aged 65 and over.  

Q23 How old are you? 

Base: Provided age, n=449 No. % 

16-24 14 3.1% 

25-34 61 13.6% 

35-44 63 14.0% 

45-64 169 37.6% 

65-74  69 15.4% 

75-84 54 12.0% 

85+ 19 4.2% 

11.2 Household composition (Q25) 

The table below shows that 47% of respondents lived as a single adult, 22% were households 

containing two adults, 12% were one parent families and 6% were 2 parent families.  

Q25 How would you describe the composition of your household?  

Base: All who responded, n=434 No. % 

Single adult (16 or over) 202 46.5% 

Two adults  94 21.7% 

Three or more adults  21 4.8% 

1 parent family with child(ren) under 16 50 11.5% 

2 parent family with 1 child(ren) under 16 26 6.0% 

Other 41 9.4% 

11.3 Disability or health conditions (Q26) 

6 in 10 tenants had some form of disability or long term health condition. In most cases this 

was regarding a mobility or physical disability (31%) or a long term illness. 

Q26 Do you have any of the following conditions which have lasted, or are expected to last, at least 12 
months?  

Base: All who responded, n=413 No. % 

Deafness or partial hearing loss 50 12.1% 

Blindness or partial sight loss 25 6.1% 

Learning disability or difficulty (for example Down’s Syndrome) 10 2.4% 

Learning difficulty (for example dyslexia) 11 2.7% 

Developmental disorder (for example, Autistic Spectrum Disorder or Asperger’s 
Syndrome) 

10 2.4% 

Physical disability 127 30.8% 

Mental health condition 45 10.9% 

Long term illness, disease or condition 141 34.1% 

Other condition  6 1.5% 

No condition 165 40.0% 
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11.4 Ethnicity (Q27) 

In terms of ethnicity, the vast majority of respondents were White Scottish or other British.  

Q27 How would you describe your ethnic origin?  

Base: All who responded, n=451 No. % 

Scottish 415 92.0% 

Other British 23 5.1% 

Irish  2 0.4% 

Gypsy/ Traveller 2 0.4% 

Polish 3 0.7% 

Any other white background  4 0.9% 

Any mixed or multiple background - - 

Indian - - 

Pakistani 1 0.2% 

Bangladeshi - - 

Chinese - - 

Any other Asian background - - 

Caribbean - - 

African 1 0.2% 

Any other black background - - 

Arab, Arab Scottish or Arab British - - 

Any other background - - 

11.5 Other comments 

Finally, tenants were asked for any other comments they would like to make about any of their 

responses to the survey or regarding the services that they receive from the Association. A 

total of 77 tenants provided other comments, most of these were by tenants who were happy 

with the Association and service provided, where tenants felt the Association could deal with 

complaints more quickly or listen to tenants more and comments about outside maintenance 

such as gardening and fencing.  

Q28 Do you have any other comments you would like to make about any of the responses you have 
given or regarding the services which the Association provides?   

Base: n=77 No. % 

Happy with association/ services provided 26 33.8% 

Deal with complaints quicker/ listen to tenants 11 14.3% 

Outside maintenance required e.g. garden/ fence 9 11.7% 

Home is needing upgrades/ improvements 8 10.4% 

Problems with dog/ cat fouling 7 9.1% 

Improve repairs system 4 5.2% 

Poor heating/ boiler system 3 3.9% 

Size of home to small/ overcrowded 3 3.9% 

Street cleaning needed/ litter everywhere 3 3.9% 

Nothing is being done/ could do more 2 2.6% 

Improve parking 2 2.6% 

Poor workmanship of repairs 2 2.6% 

Lower rent/ increases every year 2 2.6% 

Problems with anti social behaviour 1 1.3% 

Other 5 6.5% 
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12. SHARING OWNERS 

12.1 Introduction 

All sharing owners were invited to take part in the customer survey. A total of 10 owners 

responded to the survey from a population of 53, representing a 19% response rate. This 

chapter summarises the findings from these individuals. 

 

12.2 Key findings: 

 Overall satisfaction: 8 out of 10 sharing owners were satisfied with the overall service 

provided by Wishaw and District Housing Association and the remaining two 

respondents were neither satisfied nor dissatisfied. 

 Contact with the Association: Respondents were asked how satisfied or dissatisfied 

they were with various aspects of the contact they had with the Association on the last 

occasion. The results were as follows. Please note no individuals were dissatisfied with 

any aspects of the contact, where respondents were not satisfied they had said they 

were neither satisfied nor dissatisfied: 

o 9 out of 10 were satisfied with the ease of getting hold of the right person to deal 

with their query; 

o 7 out of 8 were satisfied that their query was answered within a reasonable time; 

o 7 out of 8 were satisfied with the helpfulness of the member of staff who dealt 

with their query; 

o 7 out of 8 were satisfied with the quality of advice and assistance given; 

o 6 out of 8 were satisfied with the final outcome of the query. 

 Complaints process: Sharing owners were asked if they were dissatisfied with any 

aspect of the services that the Association provides, would they know how to make a 

complaint. Only two out of the ten respondents answered this question, one said they 

would know what to do and the other said they did not know.  

 Value for money: 7 out of 10 respondents were of the opinion that the occupancy 

charge for their property represents good value for money, 1 individual said it was 

neither good nor poor value and 2 respondents said it was poor value for money. The 

two respondents who said the occupancy charge was poor value for money provided the 

following reasons for feeling this way: 

o Being a shared owner I feel the Association should share the cost of major 

repairs as half the house is owned by them so contributing to these costs should 

be maintained by them as I pay part rent to the Association for no services at all. 

o All other rented accommodation is kept up to high standards, sharing owners get 

nothing done. No replacement windows, kitchens or heating and we are expected 

to pay for it ourselves. Can't afford it. 
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 Financial advice and support: Respondents were asked about any financial advice 

and support they had received from the Association: 

o 8 out of 10 respondents were satisfied with the advice and support received on 

paying their occupancy charge and dealing with any arrears, the remaining two 

respondents were neither satisfied nor dissatisfied. 

o All 4 respondents who gave an opinion said they were satisfied with the advice 

and support they received about claiming housing benefit.  

 Neighbourhood management: 9 out of 10 respondents were satisfied with the 

Association’s management of the neighbourhood they lived in. The remaining sharing 

owner was dissatisfied and provided the following reason for feeling this way: 

o Perimeter wall badly needing repaired, no upkeep of surrounding walls. Drains in 

car park have been blocked for years and car park is always flooding. Nothing 

done although reported. Gardens are always a mess, some neighbours don't 

bother and making the place look bad. No one bothers to tell them to keep them 

maintained. 

 Neighbourhood problems: The survey asked respondents to rate the extent to which 

various neighbourhood issues were a serious problem, a minor problem or not a 

problem in their neighbourhood. Please note that not all 10 respondents answered about 

each of these issues. The results were as follows: 

o Stray dogs and dog fouling: 2 respondents said this was a serious problem and 8 

said it was a minor problem. The two respondents who said this was a serious 

problem lived in Calder Court and Nelson Crescent. 

o Vandalism and graffiti: 2 respondents said this was a minor problem and 5 said it 

was not a problem.  

o Litter and rubbish: 1 respondent said this was a serious problem (Bourhill Court), 

5 said this was a minor problem and 1 said it was not a problem.  

o Drug use or dealing: 1 respondent said this was a serious problem (Raven Wynd) 

and 6 said this was not a problem. 

o Crime/ fear of crime: 1 respondent said this was a minor problem and 6 said it 

was not a problem. 

o Noisy neighbours/ anti social behaviour: 2 said this was a minor problem and 5 

said this was not a problem. 

o Disruptive children/ teenagers: 2 said this was a minor problem and 5 said this 

was not a problem. 

o Racial harassment: All 7 respondents said this was not a problem. 

o Drunk or rowdy behaviour of residents: All 7 respondents said this was not a 

problem. 
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 Keeping sharing owners informed: 9 out of 10 sharing owners were of the opinion the 

Association was good at keeping them informed about their services and decisions. The 

remaining sharing owner said the Association was neither good nor poor.  

 About the respondent: Of the 10 respondents, 4 were aged 45-64, 2 were aged 65-74, 

3 were aged 75-84 and 1 respondent was aged 85 and over. 6 respondents were female 

and 4 were male.4 out of 9 respondents said they had a disability. All 10 respondents 

were White Scottish.  
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Survey Questionnaire 
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TENANT QUESTIONNAIRE 

 

Dear Tenant 

 

We are committed to listening to tenants and acting on their views where appropriate.  To help 

us do this, we have commissioned an independent market research company, Research 

Resource, to undertake a satisfaction survey on our behalf.  Please take the time to complete 

this questionnaire.   
 

The survey will help us understand how you feel about how we communicate with you, the 

services we provide and about your home and neighbourhood.  It will also help us understand 

the profile of our tenants in order that we can ensure that our services meet your needs. 
 

All your answers will remain totally confidential and none of your individual responses will be 

passed to us. The ID number on the questionnaire will be used only to allow Research 

Resource to note that you have responded and send reminders to tenants who have not 

responded to the survey.  It will not be held along with your survey responses and your survey 

responses will remain anonymous.  The results of the survey will be analysed by Research 

Resource and an independent report will be provided for us on the overall findings of the 

survey.  Research Resource will also provide a summary feedback report on the survey 

findings for tenants which we will send to every tenant in February.   
 

By completing the questionnaire you will be helping us improve our services to you as a tenant.  

If you wish to ask a friend or family member to help you complete the questionnaire, please feel 

free to do so. 
 

If you require any help completing the questionnaire, 

please call Research Resource on FREEPHONE 0800 

121 8987.   
 

Please complete and return the questionnaire in the prepaid envelope by 24th  February 2014.   
 

Thank you, in anticipation, for your time and participation. 
 

Yours faithfully 

John Stevenson 

Housing Operations Manager 
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Overall satisfaction 
 

1. Taking everything into account, how satisfied or dissatisfied are you with the 
overall service provided by Wishaw and District Housing Association? [PLEASE 
TICK ONE ONLY] 

Very satisfied  

Go to Q2 Fairly satisfied  

Neither satisfied nor dissatisfied  
Fairly dissatisfied  

Go to Q1a 
Very dissatisfied  

Don’t know/ No opinion  Go to Q2 

 
Q1a. If you said that you are fairly dissatisfied or very dissatisfied, please explain why. 

 
 
 

 
Contact with the Association 

2. Thinking of the LAST time you contacted the Association, what was your reason for 
contact? [PLEASE TICK ONE ONLY] 

To report a repair  

To discuss your rent  

To discuss housing benefit  

To apply for a transfer / exchange  

To discuss a neighbour dispute/ anti-social behaviour issue  

To make a complaint   

To enquire about receiving support to maintain your tenancy   

To enquire about aids or adaptations in your present home   

Other (please write in below) 
 

 

 
3. When you contacted the Association, how satisfied or dissatisfied were you with 

the following? (TICK ONE OPTION FOR EACH STATEMENT) 

 Very 
satisfied  

Fairly 
satisfied 

Neither 
satisfied nor 
dissatisfied 

Fairly 
dissatisfied 

Very 
dissatisfied 

The ease of getting hold of the right 
person to deal with your query 

     

That your query was answered in a 
reasonable time 

     

The helpfulness of the member of staff 
who dealt with your query 

     

The quality of advice and assistance 
given 

     

The final outcome of your query      
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4. If you were dissatisfied about any aspect of the services the Association provides, 

would you know how to make a complaint? 

Yes   

No  

 
Rent and value for money 

5. Thinking about your rent, please answer yes or no to the following questions. 

 Yes  No 

Do you know how your rent is set?   

Do you understand how any increase in your rent is set?   

Do you know what your rent is used for?   

Do you receive housing benefit?   

 
6. Taking into account the accommodation and the services the Association provides, 

do you think that the rent for this property represents good or poor value for 
money? Is it... 

Very good   

Go to Q7 Fairly good  

Neither good nor poor  
Fairly poor  

Go to Q6a 
Very poor  

 
Q6a. If you answered fairly poor or very poor, please explain why. 

 
 
 
 

 
7. How satisfied or dissatisfied are you with the advice and support you receive from 

the Association with the following?  [TICK ONE OPTION FOR EACH STATEMENT] 

 Very 
satisfied 

Fairly 
Satisfied 

Neither  
satisfied nor 
dissatisfied 

Fairly 
Dissatisfied 

Very 
dissatisfied 

Not 
applicable 

Claiming housing benefit        
Paying your rent and dealing 
with any arrears 
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The Repairs Service 

8. Generally, how satisfied or dissatisfied are you with the way the Association deals 
with repairs and maintenance? 

Very satisfied  

Fairly satisfied  

Neither satisfied nor dissatisfied  
Fairly dissatisfied  

Very dissatisfied  

 
9. Have you had any day to day repairs carried out in this property in the last 12 

months? 

Yes   Go to Q10 

No                                             Go to Q12 

 
10. Thinking about the LAST time you had repairs carried out, how satisfied or 

dissatisfied were you with the repairs service provided by the Association? 

Very satisfied  

Go to Q11 Fairly satisfied  

Neither satisfied nor dissatisfied  
Fairly dissatisfied  

Go to Q10a 
Very dissatisfied  

 
Q10a. If you said that you were fairly dissatisfied or very dissatisfied, please explain 

why. 

 
 
 
 

 
11. Thinking about the LAST time you had repairs carried out, how satisfied or 

dissatisfied were you with the following? [TICK ONE OPTION FOR EACH 
STATEMENT] 

 Very 
satisfied  

Fairly 
satisfied 

Neither 
satisfied nor 
dissatisfied 

Fairly 
dissatisfied 

Very 
dissatisfied 

Ease of reporting the repair      

The helpfulness of Association staff 
when reporting the repair 

     

Being told when workers would call      

The time taken before work started      

The speed of completion of the work      
The attitude of workers      
The overall quality of the work      
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Your Home 
12. Overall, how satisfied or dissatisfied are you with the quality of your home?  

Very satisfied  

Go to Q13 Fairly satisfied  

Neither satisfied nor dissatisfied  
Fairly dissatisfied  

Go to Q12a 
Very dissatisfied  

 
Q12a. If you said that you are dissatisfied or very dissatisfied, please explain why. 

 
 
 
 
 

 
Your Neighbourhood 
13. Overall, how satisfied or dissatisfied are you with the Association’s management 

of the neighbourhood you live in?  

Very satisfied  

Go to Q14 Fairly satisfied  

Neither satisfied nor dissatisfied  
Fairly dissatisfied  

Go to Q13a 
Very dissatisfied  

 
Q13a. If you said you were fairly dissatisfied or very dissatisfied, please explain why. 

 
 
 
 
 

 
14. How satisfied or dissatisfied are you with the following in your neighbourhood? 

 Very 
satisfied 

Fairly 
satisfied 

Neither 
satisfied nor 
dissatisfied 

Fairly 
dissatisfied 

Very 
dissatisfied 

Not 
applicable 

The maintenance of any 
common parts 

      

The general condition of 
properties 
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15. To what extent do you feel that any of the following is a problem in your 
neighbourhood? 

 Serious 
problem 

Minor 
problem 

Not a 
problem 

Stray dogs and dog fouling    

Vandalism and graffiti    

Litter and rubbish    

Drug use or dealing    

Crime/ fear of crime    

Noisy neighbours and anti social behaviour    

Disruptive children/ teenagers    

Racial harassment    

Drunk or rowdy behaviour of residents    

 

Information and communication 

16. How good or poor do you feel Wishaw and District Housing Association is at 
keeping you informed about their services and decisions? [PLEASE TICK ONE 
ONLY] 

Very good  

Go to Q17 Fairly good  

Neither good nor poor  
Fairly poor  

Go to Q16a 
Very poor  

 
Q16a. If you said that the Association is fairly poor or very poor at keeping you 

informed, please explain why. 
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17. Which of the following methods of a) being kept informed and b) getting in touch with 
Wishaw and District Housing Association are you happy to use? [TICK ALL THAT 
APPLY]  

 (a)Being kept informed (b) Getting in touch 

Email   

Telephone   

Text message/ SMS   

In writing   

Visit to the office   

Visit to your home by staff   
Open meetings   
Newsletter   
Some other method (write in below) 
 

  

 
Consultation and participation 

18. How satisfied or dissatisfied are you with opportunities given to you to 
participate in Wishaw and District Housing Association’s decision making 
processes? [PLEASE TICK ONE ONLY] 

Very satisfied  

Go to Q19 Fairly satisfied   

Neither satisfied nor dissatisfied  
Fairly dissatisfied  

Go to Q18a 
Very dissatisfied  

 
Q18a. If you said that you were fairly or very dissatisfied, please explain why. 

 
 
 
 
 
 

 
19. Do you think the Association does enough to involve tenants in decisions? 

Yes  

No  

 
20. Have you ever taken part in any of the consultation exercises the Association has 

carried out? 

Yes  Go to Q22 

No  Go to Q21 
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21. If no, why not?  [PLEASE TICK ANY THAT APPLY] 

Not interested  

Don’t see the point – the Association has already made up its mind  

Don’t see the point – no one really cares what I think  

I don’t have the time  

I’m not sure how to go about it  

Other (please describe) 
 

 

 
22. Is there anything you think would encourage tenants to become more involved with 

the Association and its decision making processes? [PLEASE WRITE IN BELOW] 

 
 
 
 
 
 
 

 

 
About you and your household  

This final section asks about you and your household.  The information you give is strictly 
confidential and will not be passed onto the Association with any reference to your address or 
name.  This information is used only to create an overall picture of tenants living in Wishaw and 
District Housing Association properties so they can ensure its services reflect the needs of the 
people it houses.  Please complete as fully as you are able or willing. 
23. How old are you? 

16-24  

25-34  

35-44  

45-64  

65-74  

75-84  

85+  
 

24. Are you? 

Male  

Female  
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25. How would you describe the composition of your household? [PLEASE TICK ONE 
OPTION ONLY] 

Single adult (16 or over)  

Two adults   

Three or more adults   

1 parent family with child(ren) under 16  

2 parent family with 1 child(ren) under 16  

Other (please write in below) 
 

 

 
26. Do you have any of the following conditions which have lasted, or are expected to 

last, at least 12 months? [TICK ALL THAT APPLY] 

Deafness or partial hearing loss  

Blindness or partial sight loss  

Learning disability or difficulty (for example Down’s Syndrome)  

Learning difficulty (for example dyslexia)  

Developmental disorder (for example, Autistic Spectrum Disorder 
or Asperger’s Syndrome) 

 

Physical disability  

Mental health condition  

Long term illness, disease or condition  

Other condition (please write in below) 
 

 

No condition  
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27. How would you describe your ethnic origin? [PLEASE TICK ONE ONLY] 

WHITE 

Scottish  

Other British  

Irish   

Gypsy/ Traveller  

Polish  

Any other white background   

MIXED OR MULTIPLE ETHNIC BACKGROUND 

Any mixed or multiple background  

ASIAN, ASIAN SCOTTISH OR ASIAN BRITISH 

Indian  

Pakistani  

Bangladeshi  

Chinese  

Any other Asian background  

BLACK, BLACK SCOTTISH, BLACK BRITISH 

Caribbean  

African  

Any other black background  

OTHER ETHNIC BACKGROUND 

Arab, Arab Scottish or Arab British  

Any other background  

 
Do you have any other comments you would like to make about any of the        
responses you have given or regarding the services which the Association provides?   

 
 
 
 
 
 
 

 

Thank you very much for taking the time to complete this questionnaire.  Your views will 
help shape the services provided by Wishaw and District Housing Association for its 
tenants.   
Please return your questionnaire in the enclosed freepost envelope provided (no stamp 
needed) by the 24th February 2014.    If you have lost the envelope you can return the 
questionnaire by using the following freepost address:  
RESEARCH RESOURCE,  
FREEPOST RRSA-LEUS-ULUB,  
17B MAIN STREET,  
CAMBUSLANG,  
G72 7EX 
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SHARING OWNER QUESTIONNAIRE 

 

Dear Sharing Owner 

 

We are committed to listening to our sharing owners and tenants and acting on their views 

where appropriate.  To help us do this, we have commissioned an independent market 

research company, Research Resource, to undertake a satisfaction survey on our behalf.  

Please take the time to complete this questionnaire.   
 

The survey will help us understand how you feel about how we communicate with you, the 

services we provide and about your home and neighbourhood.  It will also help us understand 

the profile of our sharing owners and tenants in order that we can ensure that our services 

meet your needs. 
 

All your answers will remain totally confidential and none of your individual responses will be 

passed to us. The ID number on the questionnaire will be used only to allow Research 

Resource to note that you have responded and send reminders to sharing owners and tenants 

who have not responded to the survey.  It will not be held along with your survey responses 

and your survey responses will remain anonymous.  The results of the survey will be analysed 

by Research Resource and an independent report will be provided for us on the overall findings 

of the survey.  Research Resource will also provide a summary feedback report on the survey 

findings which we will send to every sharing owner and tenant in February.   
 

By completing the questionnaire you will be helping us improve our services to you as a 

sharing owner.  If you wish to ask a friend or family member to help you complete the 

questionnaire, please feel free to do so. 
 

If you require any help completing the questionnaire, 

please call Research Resource on FREEPHONE 0800 

121 8987.   
 

Please complete and return the questionnaire in the prepaid envelope by 24th February 2014.   
 

Thank you, in anticipation, for your time and participation. 
 

Yours faithfully 

John Stevenson 

Housing Operations Manager 
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Overall satisfaction 
 

1. Taking everything into account, how satisfied or dissatisfied are you with the overall 
service provided by Wishaw and District Housing Association? [PLEASE TICK ONE 
ONLY] 

Very satisfied  

Go to Q2 Fairly satisfied  

Neither satisfied nor dissatisfied  
Fairly dissatisfied  

Go to Q1a 
Very dissatisfied  

Don’t know/ No opinion  Go to Q2 

 
Q1a. If you said that you are fairly dissatisfied or very dissatisfied, please explain why. 

 
 
 
 

 

Contact with the Association 

 
2. Thinking of the LAST time you contacted the Association, how satisfied or 

dissatisfied were you with the following? (TICK ONE OPTION FOR EACH 
STATEMENT) 

 Very 
satisfied  

Fairly 
satisfied 

Neither 
satisfied nor 
dissatisfied 

Fairly 
dissatisfied 

Very 
dissatisfied 

The ease of getting hold of the right 
person to deal with your query 

     

That your query was answered in a 
reasonable time 

     

The helpfulness of the member of staff 
who dealt with your query 

     

The quality of advice and assistance 
given 

     

The final outcome of your query      

 
3. If you were dissatisfied about any aspect of the services the Association provides, 

would you know how to make a complaint? 

Yes   

No  
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Rent and value for money 

4. Taking into account the accommodation and the services the Association provides, 
do you think that the Occupancy Charge for this property represents good or poor 
value for money? Is it... 

Very good   

Go to Q5 Fairly good  

Neither good nor poor  
Fairly poor  

Go to Q4a 
Very poor  

 
Q4a. If you answered fairly poor or very poor, please explain why. 

 
 
 
 

 
5. How satisfied or dissatisfied are you with the advice and support you receive from 

the Association with the following?  [TICK ONE OPTION FOR EACH STATEMENT] 

 Very 
satisfied 

Fairly 
Satisfied 

Neither  
satisfied nor 
dissatisfied 

Fairly 
Dissatisfied 

Very 
dissatisfied 

Not 
applicable 

Paying your Occupancy 
Charge and dealing with any 
arrears  

      

Claiming Housing Benefit       
 

Your Neighbourhood 

6. Overall, how satisfied or dissatisfied are you with the Association’s management of 
the neighbourhood you live in?  

Very satisfied  

Go to Q7 Fairly satisfied  

Neither satisfied nor dissatisfied  
Fairly dissatisfied  

Go to Q6a 
Very dissatisfied  

 
Q6a. If you said you were fairly dissatisfied or very dissatisfied, please explain why. 
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7. To what extent do you feel that any of the following is a problem in your 

neighbourhood? 
 Serious 

problem 
Minor 

problem 
Not a 

problem 

Stray dogs and dog fouling    

Vandalism and graffiti    

Litter and rubbish    

Drug use or dealing    

Crime/ fear of crime    

Noisy neighbours and anti-social behaviour    

Disruptive children/ teenagers    

Racial harassment    

Drunk or rowdy behaviour of residents    

 
Information and communication 

8. How good or poor do you feel Wishaw and District Housing Association is at keeping 
you informed about their services and decisions? [PLEASE TICK ONE ONLY] 

Very good  

Go to Q9 Fairly good  

Neither good nor poor  
Fairly poor  

Go to Q8a 
Very poor  

 
Q8a. If you said that the Association is fairly poor or very poor at keeping you 

informed, please explain why. 

 
 
 
 

 
9. Do you have any other comments you would like to make about any of the 

responses you have given or regarding the services the Association provides to 
you as a sharing owner? [PLEASE WRITE YOUR COMMENTS BELOW] 
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About you and your household  

This final section asks about you and your household.  The information you give is strictly 
confidential and will not be passed onto the Association with any reference to your address or 
name.  This information is used only to create an overall picture of sharing owners and tenants 
living in Wishaw and District Housing Association properties so they can ensure its services 
reflect the needs of the people it houses.  Please complete as fully as you are able or willing. 
 
10. How old are you? 

16-24  

25-34  

35-44  

45-64  

65-74  

75-84  

85+  
 

11. Are you? 

Male  

Female  
 

12. Do you have any of the following conditions which have lasted, or are expected to 
last, at least 12 months? [TICK ALL THAT APPLY] 

Deafness or partial hearing loss  

Blindness or partial sight loss  

Learning disability or difficulty (for example Down’s Syndrome)  

Learning difficulty (for example dyslexia)  

Developmental disorder (for example, Autistic Spectrum Disorder 
or Asperger’s Syndrome) 

 

Physical disability  

Mental health condition  

Long term illness, disease or condition  

Other condition (please write in below) 
 

 

No condition  
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13. How would you describe your ethnic origin? [PLEASE TICK ONE ONLY] 

WHITE 

Scottish  

Other British  

Irish   

Gypsy/ Traveller  

Polish  

Any other white background   

MIXED OR MULTIPLE ETHNIC BACKGROUND 

Any mixed or multiple background  

ASIAN, ASIAN SCOTTISH OR ASIAN BRITISH 

Indian  

Pakistani  

Bangladeshi  

Chinese  

Any other Asian background  

BLACK, BLACK SCOTTISH, BLACK BRITISH 

Caribbean  

African  

Any other black background  

OTHER ETHNIC BACKGROUND 

Arab, Arab Scottish or Arab British  

Any other background  

 
 

Thank you very much for taking the time to complete this questionnaire.  Your views will 
help shape the services provided by Wishaw and District Housing Association for its 
sharing owners and tenants. 
   
Please return your questionnaire in the enclosed freepost envelope provided (no stamp 
needed) by the 24th February 2014.    If you have lost the envelope you can return the 
questionnaire by using the following freepost address:  
 
RESEARCH RESOURCE,  
FREEPOST RRSA-LEUS-ULUB,  
17B MAIN STREET,  
CAMBUSLANG,  
G72 7EX 
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Appendix 2 

Technical Report Summary 
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TECHNICAL REPORT SHEET – QUANTITATIVE RESEARCH 

 

Project number P623 

Project name Wishaw and District Housing Association 

Objectives of the 

research 

The aim of the research was to seek tenants’ views on the 

services that WDHA provides and how well it performs these 

services and to help identify areas where the service can be 

improved.  

Target group Tenants of the Co-operative  

Target sample size 

The aim was to achieve 40% of interviews with the 

Association’s tenants and to maximise the response from 

sharing owners. 

Achieved sample size  
A total of 458 tenant responses were returned (47%) and 10 

interviews were returned from sharing owners (19%).  

Date of fieldwork 

Targeted telephone boost was carried out in order to boost 

response from younger respondents (50 interviews 

completed) on the 3rd and 4th March. 

Sampling method All respondents were invited to complete the survey. 

Data collection method 

The initial mailing was sent on the 15th January to all tenants 

and sharing owners. Those who had not responded by the 

17th February were sent a reminder mailing as an attempt to 

boost the response. A telephone boost of underrepresented 

tenants was undertaken on the 3rd and 4th of March.  

 

Response rate and 

definition and method 

of how calculated 

Tenants: 47% (458 interviews from a population of 976 in 

scope for the research) 

Owners: 19% (10 interviews from a population of 53) 

Any incentives? No 

Number of interviewers 5 interviewers completed the telephone top up.  

Interview validation 

methods 

10% of each interviewers work was back checked to ensure 

that interviews have been completed accurately and in line 

with ISO 20252 standards. 

Showcards or any 

other materials used? 
Not applicable 

Weighting procedures  Not applicable 

Estimating and 

imputation procedures  
Not applicable 

Reliability of findings Data accurate overall to +/-3.3% for tenants 

 




