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AGENDA ITEM No. ...-.--.------ 

To: HOUSING AND SOCIAL WORK 
SERVICES COMMITTEE 

From: HEAD OF HOUSING SERVICES 

NORTH LANARKSHIRE COUNCIL 

Subject: RESULTS OF NORTH LANARKSHIRE 
COUNCIL’S TENANT SURVEY 2007 

REPORT 

Date: 22 AUGUST 2007 Ref: MPKR 

1. Purpose of Report / Introduction 

The purpose of this report is to update Committee on the results of Housing 
Service’s tenant survey 2007. 

2. Background 

2.1 A commitment was given in the Council’s Tenant Participation Strategy 2003 
- 2006 to survey North Lanarkshire Council tenants in order to evaluate 
customer satisfaction and identify areas for service improvement. Previous 
tenant surveys were completed in 2003 and 2004. Whilst the format of the 
2007 survey was updated and so differs from previous surveys some 
comparisons can still be made to identify trends and improvements. 

2.2 In January 2007 a questionnaire was posted to 17,000 council tenants, which 
represents a significant sample of the Councils 39,000 properties. The 
questionnaire was accompanied by a letter from the Director of Housing and 
Property Services encouraging tenants to respond as well as a pre-paid reply 
envelope and all replies were entered into a free prize draw. There were 
2,625 completed survey forms returned giving a response rate of 16%. The 
results of the survey have been analysed and give an indication of tenants’ 
priorities and satisfaction levels. A copy of the full findings has been placed in 
the Members’ Library. 

2.3 Following analysis of the survey, a range of issues have been identified which 
will require further action and monitoring. These issues will be further 
analysed and action points identified which can be monitored via the 
Continuous Improvement Groups as well as the Council’s Tenant Participation 
Strategy Steering Group. 

3. Proposals / Considerations 

3.1 One of the main purposes of the survey was to measure tenant satisfaction. 
Satisfaction with the Housing Service overall and also with individual aspects 
such as repairs or dealing with antisocial behaviour. The 2007 survey records 
that 87% of NLC tenants who responded are either satisfied or very satisfied 
with North Lanarkshire Council as their landlord. 
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In comparative terms this represents a positive increase on the 2004 survey 
when (excluding those who were neither satisfied nor dissatisfied) 75% 
tenants expressed satisfaction and 25% of tenants expressed dissatisfaction. 

3.2 The survey also asks if respondents consider the Housing Service to have 
improved, stayed the same or become worse in the past year. 55% of 
respondents consider the service to have stayed the same, 34% said it had 
improved and 12% considered it to have worsened. This shows a distinct 
improvement from 2004 when the corresponding figures indicated only 23% 
considered it to have improved and 16% considered it to have worsened. 

3.3 Respondents were then asked to identify in what areas the service had 
improved. 56% of respondents considered the repairs service to have 
improved and 54% considered staff more helpful. These results are similar to 
2004 when staff helpfulness and the repairs service were the greatest sources 
of improvement. When asked to identify ways in which the service had got 
worse the repairs service, specific problems with their homes and the local 
environment were the main issues identified by tenants. 

3.4 Some aspects of the housing service in particular recorded high levels of 
satisfaction: 
0 89% of respondents were satisfied or very satisfied with the range of 

information available on housing services 
0 87% of respondents were satisfied or very satisfied with the level of 

customer service from staff 
0 86% were satisfied or very satisfied with the accessibility and 

responsiveness of First Stop Shops/housing offices 
0 89% of respondents (for whom the service was applicable) rated the 

concierge service were satisfied or very satisfied. 

3.5 Areas of the service which registered lower rates of satisfaction included: 
0 43% of respondents were satisfied or very satisfied with Housing Services 

response to anti social behaviour 
0 55% of respondents were satisfied or very satisfied with the opportunities 

to participate in improving housing services 
0 61% of respondents were satisfied or very satisfied with the general 

upkeep of estateslestate caretaking. 
Throughout the survey the condition of local estates and neighbourhoods was 
an issue of concern, however it is worth noting that many of the areas of most 
concern are outwith the direct control of Housing Services such as discarded 
rubbish, loitering and vandalism and will require action from a range of 
services and partners. 

3.6 As well as satisfaction levels, the survey provided vital feedback on tenants’ 
priorities for investment. Respondents were asked to choose from a range of 
options, indicating what any additional investment should be spent on. 
Results show that tenants view the following as priorities: 

0 Carrying out more adaptations to houses to help people with disabilities 
(46%) 

0 Improving repair response times (43%) 
0 Making environmental improvements to local areas, for example, 

improving back courts and open spaces (42%). 
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Tenants were then asked to identify the main priority for improvement in their 
home. Results indicate that tenants’ priorities are: 

Kitchen units (38%) 
0 Bathroom (20%) 
0 Central heating (15%) 

These priorities reflect the Council’s own identification of priorities and kitchen 
and bathroom replacement programmes are already under way. 

3.7 All of the issues raised in the tenant survey will be considered and used to 
develop improvement actions. Improvement actions will involve further tenant 
consultation at local area levels and via this year’s tenant conference as well 
as further communications with tenants. 

3.8 Progress on all these issues will be regularly monitored by the appropriate 
Continuous Improvement Groups and/or Service Manager. 

4 Financial / Personnel / Legal / Policy Implication 

4.1 By undertaking the tenants’ survey, Housing Services will help to achieve the 
Council’s corporate goal of putting Service and People First by finding out 
what our customers want from us and taking action to achieve their 
aspirations. 

5 Recommendation 

It is recommended that the Committee note the results of the tenants’ survey and the 
proposed approach to taking forward the issues identified. 

Monica Patterson 
Head of Housing Services 
30 July 2007 

For further information on this report please contact Clare Reynolds on telephone 01 236 81 2577 


