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EXECUTIVE SUMMARY

Introduction

Research Resource was commissioned by West Dunbartonshire Council to undertake their
2010 Tenant Satisfaction Survey. The survey was undertaken using a postal survey
methodology with tenants of West Dunbartonshire Council. Utilising a survey mailing sent to all
10,330 tenants of the Council, followed by a telephone top up of 100 interviews, a total of 1,641
completed questionnaires were received, representing an overall response rate of 16% to the
satisfaction survey. This level of response provides the Council with robust data upon which

they can assess tenant satisfaction.

Becoming a West Dunbartonshire Council Tenant
B The survey opened by asking respondents if they moved into their home within the last
12 months. The results reveal 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.

B In terms of the length of stay in that particular property over half have lived in their
current home for 11 years or more (53%). On the other hand, 16% of tenants have lived

in their current home 2 years or less.

B 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 stated they required
information on connecting to electricity or gas suppliers (63%) and on benefits
entitlement (57%).

Housing and Services

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

B 71% said they were very or fairly satisfied with the overall quality of their home

compared to 16% who were very or fairly dissatisfied.
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B 62% of tenants expressed satisfaction with the general condition of the home, while 24%

stated they were dissatisfied.

B 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.

B 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.

B Tenants were asked to rate their satisfaction with various services provided by the
Council:
o 65% were satisfied with advice on rent payments
o 58% were satisfied with how enquiries are dealt with generally
o 54% were satisfied with caretaking services
o 45% were satisfied with the support provided to new tenants
o 39% were satisfied with the support provided to vulnerable tenants

o 38% were satisfied with advice on moving home.

B 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, 2" most

important or 3" most important, followed by overall quality of your home (58%).
Contact with Your Landlord
B 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 have telephoned the Council

(80%). The main reason tenants get in touch is to ‘report a repair’ (72%).

B Of those who have contacted the Council,
o 61% found it easy to get hold of the right person.
o 74% found the staff helpful.
o 67% said the person they spoke to was able to deal with their problem.
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B 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.

Repairs and Maintenance
B Just under 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.

B 65% of respondents stated 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:

o Attitude of workers (89%)
o Speed with which work was completed (84%)

o Keeping dirt and mess to a minimum (83%)

On the other hand, satisfaction is lowest and falls under 80% regarding:
o Being told when workers would call (79%)
o Overall quality of repair work (78%)

o Time taken before work started (72%)

Information and consultation
B 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.

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

B 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).
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B 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.

B The main reasons for this 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 (69%).

B Over half of respondents (58%) would like to learn more about modernisation and

improvements.

B Respondents were asked to select the level of participation they would prefer to half with
the Council. Over half (57%) stated they would like to express their views through
questionnaires, while 36% stated they would not like to participate in 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.

B The survey asked respondents for their opinions on Tenants’ and Residents’
Associations:
o 48% were aware of Tenants’ Residents’ Associations in their area (48%).
o 51% understood the benefits of Tenants’/Residents’ Associations.
o 33% were aware of how to become a member.
o 6% (87 tenants) stated they are current members of a Tenants’ of Residents’

Association.

B |n terms of what would encourage them to join a Tenants’ or Residents Association, the
main aspects were:
o Seeing the Association influencing improvements to homes and estates (42%).

o Seeing the Association influencing improvements in housing services (38%).
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o Knowing that staff are on hand to help (32%).

Community Safety and Anti Social Behaviour
B 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.

B 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.

B Respondents were asked to state the extent to which various problems are a problem in
their neighbourhood. The biggest concerns for tenants are:
o Dog fouling (60% stating a problem)
o Rubbish or litter (38%)
o Drug use or dealing (38%)
o Car parking (38%)

B On the other hand, neighbourhood issues which are largely considered as not being a
problem are:
o Abandoned or burn out vehicles (94% stating not a problem)

o Racial or other harassment (90%)

Complaints
B 1in 4 tenants stated they have made a complaint to the Council about a housing or
housing related matter in the last 12 months. Of these respondents, the majority stated
they have reported a service complaint (47%) or a complaint regarding anti social

behaviour or anti social neighbours (45%).

Further Research
B Tenants were asked whether they would be interested in participating in further

research. Over half of tenants overall (58%) stated they would be willing to take part.
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