
 

WEST DUNBARTONSHIRE COUNCIL 
 

Report by the Executive Director of Housing, Environmental and Economic 
Development 

 
Housing, Environment and Economic Development Committee:  

2 February 2011 
___________________________________________________________________ 
 
Subject: Tenant Satisfaction Survey Update  
 
1. Purpose 
 
1.1 The purpose of this report is to present members with full results from a 

Tenant Satisfaction Survey carried out in October 2010 (Appendix 1).  This 
survey allows us to benchmark against those of other social landlords how 
customers rate our housing management services. 

 
2. Background 
 

2.1 Within the Housing Inspection Improvement Plan the Council committed to 
biannually collect and report on tenant satisfaction levels on housing 
management services. 

 
2.2 In September 2010 the Council commissioned an independent research 

company, Research Resource to undertake the tenant satisfaction survey.   
 

2.3 A total of 1,641 completed questionnaires were received, representing an 
overall response rate of 16%.  Whilst lower than the target return of 30% 
the response rate is statistically robust and can be used to assess tenant 
satisfaction. 

 
2.4 An Executive Summary of the research report is included as Appendix 1 to 

this report, and provides independent information on our tenants’ views in 
relation to:- 

 

• Their own home, neighbourhood and general environment  

• Services provided, and how these could be improved; 

• Value for money; and 

• How we communicate with them and how they prefer to receive 
information 
 

A full copy of the detailed findings is available in the Members Lounge. 
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3. Main Issues  
 
3.1 Summary of key findings 
 
3.1.1 Profile of respondents 
 
 Over half the respondents are aged 60 and over, over half are female 

(54%), 97% of respondents are of White British ethnicity and over half 
stated that either they or a member of their household (54%) consider 
themselves to have a long term illness, health condition or disability which 
limits their daily activities. 

 
3.1.2 Becoming a West Dunbartonshire Council Tenant 
 

• The survey opened by asking respondents if they moved into their 
home within the last 12 months. The results indicate that West 
Dunbartonshire Council has a very stable tenant base with over half of 
tenants (51%) stating they have been a tenant of the Council for 21 
years or more.  

 

• In terms of the length of stay in their present home over half have lived 
there for 11 years or more (53%) and at the other end of the spectrum, 
16% of tenants have lived in their current home for 2 years or less.  

 

• Those tenants who have lived in their current home for 2 years or less 
were asked whether they required further help on various issues. More 
than half informed us that they required information on connecting to 
electricity or gas suppliers (63%) and on benefits entitlement (57%).  

 
3.1.3 Housing and Services 
 

• 65% of tenants said they were very or fairly satisfied with the overall 
service provided by the Council compared to 19% who were 
dissatisfied.  

 

• 71% said they were very or fairly satisfied with the overall quality of 
their home compared to 16% who were very or fairly dissatisfied.  
 

• 62% of tenants expressed satisfaction with the general condition of the 
home, whilst 24% stated they were dissatisfied.  

 

• 71% said they were very or fairly satisfied with the neighbourhood as a 
place to live compared to 16% who were very or fairly dissatisfied.  

 

• 62% said they were very or fairly satisfied with the value for money of 
rent payments compared to 18% who were very or fairly dissatisfied.   
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• Tenants were asked to rate their satisfaction with a range of services 
provided by the Council: 

 
▪ 65% were satisfied with advice on rent payments  
▪ 58% were satisfied with how enquiries are dealt with generally  
▪ 54% were satisfied with caretaking services  
▪ 45% were satisfied with the support provided to new tenants 
▪ 39% were satisfied with the support provided to vulnerable 

tenants 
▪ 38% were satisfied with advice on moving home.  

 

• The survey asked tenants about the three services they consider are 
most important. This revealed that repairs and maintenance is most 
important to tenants with over 6 in 10 tenants (61%) stating this is the 
service they consider most important.   The service rated 2nd most 
important is maintaining the overall quality of their home (58%) keeping 
tenants informed was rated 3rd (41%). 

 
3.1.4 Contact with Your Landlord 
 

• 69% of respondents said they have been in contact with the Council 
within the last 12 months about a housing issue.  The majority of these 
contacted the Council by telephone (80%).   The main reason tenants 
get in touch is to report a repair (72%). 

 

• Of those who have contacted the Council:  
 
▪ 61% found it easy to get hold of the right person 
 
▪ 74% found the staff helpful 
 
▪ 67% said the person they spoke to was able to deal with their 

problem.  
 

• Over half of respondents (53%) stated they were satisfied with the final 
outcome of their contact with the Council, 36% were dissatisfied, 10% 
neither satisfied nor dissatisfied and 1% could not remember. 

 
3.1.5 Repairs and Maintenance 
 

• Just fewer than 6 in 10 tenants (59%) stated they were very or fairly 
satisfied with the way their landlord deals with repairs and maintenance 
compared to 27% who were very or fairly dissatisfied.  
 

• 65% of respondents stated that they have had repairs completed in the 
last 12 months.  These respondents were asked about their perceptions 
of the repairs service. This revealed that tenants were most satisfied with 
the following aspects of the repairs service : 

 
▪ Attitude of workers (89%) 
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▪ Speed with which work was completed (84%) 
 
▪ Keeping dirt and mess to a minimum (83%) 
 

Satisfaction is lowest and falls under 80% regarding: 
 

▪ Being told when workers would call (79%) 
 
▪ Overall quality of repair work (78%) 

 
▪ Time taken before work started (72%) 

 
3.1.6 Information and Consultation 
 

• 66% said the Council is very or fairly good at keeping them informed 
about things that may affect them as a tenant, compared to 13% who 
stated the Council was very or fairly poor.  
 

• 80% said they would prefer the Council to consult with them through 
letters.  
 

• One in three tenants stated they have access to the Internet amounting 
to 542 respondents.  Of those who have access to the Internet, 54% 
stated they would be interested in accessing Council housing services 
online or via the Council’s website (291 tenants).  

 

• With regards to taking account of tenants’ views, half of tenants stated 
they were satisfied with the Council in this respect compared to 19% 
who were dissatisfied. The remaining 30% of tenants stated they were 
neither satisfied nor dissatisfied in this respect.   
 

• The main reasons for the reported satisfaction levels were the 
frequency of the Housing Matters newsletter (60%) or evidence that 
views have been taken on board (57%).  On the other hand, tenants 
who were dissatisfied in this respect were most likely to be dissatisfied 
with the level of feedback from housing services (51%) and the quality 
of customer service they had received (69%). 

 

• Over half of respondents (58%) would like to learn more about 
modernisation and improvements. 
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• Respondents were asked about their preferences for how they would 
like to engage and participate with the Council.  Over half (57%) stated 
they would like to express their views through questionnaires, whilst 
36% stated they would not like to engage directly with the Council but 
would be happy to receive information (46%).  Interest levels are lowest 
regarding Tenants’ and Residents’ Associations with 8% stating they 
would be interested in taking an active part in these, and 12% stating 
they would like to join but not interested in taking an active role.  

 

• The survey asked respondents for their opinions on Tenants’ and 
Residents’ Associations: 

 
▪ 48% were aware of Tenants’ Residents’ Associations in their 

area 
 
▪ 51% understood the benefits of Tenants’/Residents’ 

Associations 
 
▪ 33% were aware of how to become a member 
 
▪ 6% (87 tenants) stated they are current members of a Tenants’ 

of Residents’ Association. 
 

• In terms of what would encourage them to join a Tenants’ or Residents 
Association, the main aspects were: 

 
▪ Seeing the Association influencing improvements to homes and 

estates (42%) 
   
▪ Seeing the Association influencing improvements in housing 

services (38%) 
 

▪ Knowing that staff are on hand to help (32%). 
 
3.1.7 Community Safety and Anti Social Behaviour 
 

• Tenants were asked a couple of questions about their perception of 
safety in the neighbourhood. Over 3 in 4 tenants (76%) stated they feel 
very or fairly safe when walking alone in their local area during the day 
compared to 10% who feel very or fairly unsafe. 

 

• Fewer respondents however, feel very or fairly safe when walking 
alone in their local area after dark (41%) compared to 39% who feel 
very or fairly unsafe. 
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• Respondents were asked to state the extent to which various problems 
are a problem in their neighbourhood. The biggest concerns for tenants 
are:  

 
▪ Dog fouling (60% stating a problem) 
▪ Rubbish or litter (38%) 
▪ Drug use or dealing (38%) 
▪ Car parking (38%) 

 

• On the other hand, neighbourhood issues which are largely considered 
as not being a problem are: 

 
▪ Abandoned or burn out vehicles (94% stating not a problem) 
▪ Racial or other harassment (90%) 

 
3.1.8 Benchmarking 
 

The survey brief required outputs that would enable us to benchmark on key 
indicators with comparable local authorities and housing associations, 
including some high performing social landlords.  The benchmarking results 
are illustrated in the table below:-  

 
Question 

(Year) 
WDC 
(2010) 

East 
Ayrshire 

(2007) 

EDC 
 

Renfrewshire North 
Ayrshire 

(2008) 
**** 

River Clyde 
Homes 
(2010) 

Satisfaction 
with service 
overall 

65% 69%* 79%** 72%*** 70%*** 85 % 

Condition of 
the home  

62%  74% 67% 67% - 

Satisfaction 
with 
Neighbourhood 

71%  84%** 76% 76% 82% 

Value for 
money 

62% 61% 59% 57% 57% 42% 

Keeping 
tenants 
informed 

66% 84%  78% 78% 91% 

Taking account 
of tenants 
views 

50% 66% 48% 54% 54% 85% 

Overall 
satisfaction 
with repairs 

59% 73% 64% 78% 78% 70%***** 

 
 
* % satisfaction with quality of services 
** Figures from 2005 household survey as opposed to 2004 tenant survey 
*** Satisfaction with Council as a landlord 
**** North Ayrshire Council use the following scale: excellent/ good/ fair/ poor/ very poor 
*****Satisfaction with way RCH deals with repairs 
North Lanarkshire – cannot benchmark with, use 4 point scale 
South Lanarkshire – recently commissioned survey recent results not available 
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3.2 Future Action 
 

3.2.1 This is the first tenant satisfaction survey for 5 years in West Dunbartonshire, 
and as such has provided the Council with information to establish a baseline 
from which future performance can be benchmarked and which can be used 
to develop performance targets. 

 
3.2.2 We intend to focus our attention on those services which require specific 

attention and we are developing plans in partnership with our customers to 
improve performance in relation to: 

 

• Housing modernisation and improvements - Over half of respondents 
(58%) would like to learn more about modernisation and improvements. 
We intend to ensure that as we work towards the Scottish Housing Quality 
Standard by 2015, our customers are involved in this process and also to 
ensure that the Council’s investment will address tenant concerns about 
the quality of their home. 

 

• Repairs and Maintenance - Work is ongoing to address identified areas 
for improvement in respect of repairs and maintenance processes. 

 

• Taking tenants’ views into account - Council has approved a tenant 
consultation strategy just prior to this survey taking place and this will 
address the communication concerns highlighted within the survey.   

  
3.2.3 The introduction of the Scottish Social Housing Charter will require social 

landlords to place greater emphasis on maintaining, managing and improving 
levels of customer satisfaction and engagement.  Because of this Housing 
and Community Safety  will develop in partnership with customers an 
‘Assessing Customer Satisfaction Strategy’ which will ensure we:- 

 

• Identify customers priorities for improvement 
 

• Increase satisfaction levels and take account of our customer views 
 

• Look at preferred channels of communication and alternative methods 
for assessing satisfaction levels.   

 
4. People Implications  
 
4.1 There are no issues relating to this report. 
 
5. Financial Implications  

 
5.1 The costs of holding any additional focus groups/meetings will be met within 

existing budgets.  The estimated cost of holding another Tenant Satisfaction 
Survey in 2012 is around £20,000.  Provision of this will be made in the 
2012/13 estimates. 
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6. Risk Analysis 
 
6.1 There is a risk that failure to follow up and act on the outcome of the tenant 

satisfaction survey would compromise the improvements in the delivery of 
housing services, attract an adverse reaction from the Scottish Housing 
Regulator,  which could have wider consequences for the Council in the 
context of Best Value. 

 
7. Equalities Impact 
 
7.1 No significant issues were identified in a screening for potential equality 

impact of this report. 
 
8. Conclusions and Recommendations 
 
8.1 The outcomes of the Tenant Satisfaction Survey will be used to inform the 

development of the Housing and Community Safety Operational Plan.  Any 
measures designed to improve customer satisfaction and engagement will 
have to be realistic, given the current financial climate.  
 

8.2 It is recommended that the Committee:- 
 

i) note the results of the 2010 Tenant Satisfaction Survey, and further actions 
identified to improve satisfaction levels. 
 
ii) note that the survey will be repeated in 2012 to allow changes in tenant 
satisfaction to be measured.  
 
iii) note the greater emphasis will be placed on customer satisfaction through 
the introduction of the Scottish Social Housing Charter. 
 
iv) agree that a future report will be made to make recommendations in terms 
of the details of the future engagement strategy. 

 
 
 
Elaine Melrose 
Executive Director of Housing, Environmental and Economic Development 
Date: 11 January 2011 
___________________________________________________________________ 
 
Person to Contact: John Kerr, Policy, Strategy and Continuous Improvement 

Co-ordinator Garshake Road, Dumbarton, G82 3PU, 
telephone: 01389 737889, e-mail: john.kerr@west-
dunbarton.gov.uk 

 
Joanne Martin, Tenant Participation Officer, Garshake 
Road, Dumbarton, G82 3PU, telephone: 01389 737281, 
e-mail: joanne.martin@west-dunbarton.gov.uk 
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Appendix: West Dunbartonshire Council - Tenant Satisfaction 
Survey Research Report, Executive Summary 

 
Background Papers: None 
 
Wards Affected: All   
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