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Introduction 

The purpose of this report is to update Committee on the results of the Housing 
Division's recent tenant questionnaire. 

Background 

The Committee will recall 3 previous tenant wide questionnaires were undertaken as 
part of the stock option appraisal process providing invaluable customer feedback. 
Additionally a commitment was given in the Councils recent Tenant Participation 
Strategy 2003-2006 to continue canvassing the views of all tenants and evaluating 
customer satisfaction via an annual survey. 

In May 2003 a survey form was issued by post to all North Lanarkshire Council 
tenants, the survey was accompanied by a letter from the Director of Housing and 
Property Services encouraging tenants to complete and return the questionnaire in a 
pre paid response envelope. 

The total response for the survey was 9,331 (from 42,404 issued survey forms); this 
represents a significant response rate of 22%. The completed responses were then 
passed to an independent agency for data input and analysis. The results of the survey 
have now been analysed and give a clear indication of tenants priorities and 
satisfaction levels. This feedback on tenant priorities can now be used to inform a 
range of service improvements and help the Department meet it's commitment to 
continuous improvement. 

Outline of main findings 

One of the main purposes of undertaking the questionnaire was to measure tenant 
satisfaction. Satisfaction with the housing service as a whole and also with individual 
aspects such as the estate management service or repairs service. The survey showed 
that 79% of tenants (expressing an opinion) described the overall housing service as 
satisfactory or very satisfactory. This level of satisfaction is similar to previous 
survey results (80%: 2002, 81%: 2001). To further test satisfaction levels tenants 
were also asked to comment on the statement "overall North Lanarkshire Council 
provides a good level of housing service". Of those tenants expressing an opinion 
82% agreed or strongly agreed. In addition 85% of tenants expressing an opinion 
consider the housing service to have improved or stayed the same over the past year. 



3.2 The survey then attempted to break down satisfaction levels and evaluate individual 
aspects of the housing service. The time taken to complete repairs proved to have the 
lowest levels of satisfaction with only 66% of tenants (expressing an opinion) 
declaring themselves satisfied. For quality of repair work tenants were more satisfied 
with 78% of tenants (expressing an opinion) satisfied or very satisfied. The 
Department has a number of service improvement initiatives in place to improve the 
repairs service. These include repairs pilots at Bellshill, Viewpark and Airdrie, joint 
quality audits being undertaken with MPC to evaluate quality of repair work, the 
Repairs by Appointment system to improve the convenience of repair response times, 
the development of a new repairs satisfaction mailer (in conjunction with tenants) and 
the development of a customer charter with the PPPs (Public Private Partnerships). 
The range of these initiatives should ensure that tenant satisfaction with the repairs 
service improves and this can be monitored and evaluated through future tenant 
customer satisfaction surveys. In addition this years tenants conference will involve a 
discussion workshop on the repairs service which may further identify areas for 
improvement. 

3.3 Areas of the housing service where satisfaction is high include the level of customer 
service from housing staff were 85% of tenants (expressing an opinion) were satisfied 
or very satisfied) and 89% of tenants (expressing an opinion) were satisfied or very 
satisfied that their local office is accessible and responsive, an improvement on the 
previous years level. The time taken to process housing and council tax benefit also 
performed well with 87% of tenants (expressing an opinion) satisfied or very 
satisfied, this represents a significant improvement on the previous years total of 
78%. 

3.4 As well as satisfaction levels the survey also produced valuable feedback on 
investment priorities. Tenants were asked to identify their priorities for any potential 
additional resources. The results indicated that the most important area for investment 
continued to be tenants homes with the most popular options (in order of preference) 
being internal improvements to housing stock such as replacement of kitchen and 
bathrooms, improving repair response times and investment in external improvements 
such as roughcasting and window and door replacement. A further question then 
asked tenants to identify the main priority for improvement in the home and kitchen 
units proved the most popular with 21% followed by central heating replacement with 
13%. This clearly demonstrates that the introduction of the kitchen and bathroom 
replacement programme and the increased investment in next year's capital 
programme are supported by tenant demand. 

3.5 One of the challenges identified by the tenants survey is in promoting and delivering 
effective tenant involvement. When tenants were asked if they would be interested in 
getting more involved in the running of the housing service only 22% expressed a 
positive interest. This presents a number of challenges for effective tenant 
participation and means it is vital to ensure that a range of participation opportunities 
are available to enable tenants to get involved in a manner and at a level that suits 
them best. The Councils Tenant Participation Strategy acknowledges this challenge 
and sets out a variety of participation methods to maximise involvement. 

3.6 Further analysis of the results breaks down overall responses to an individual area 
office level allowing comparisons to be made and specific issues to be highlighted. 
The results show that generally the highest levels of satisfaction tend to be in 
Viewpark, Cumbernauld and Moodiesburn and there is generally lower levels of 
satisfaction in Airdrie and Coatbridge. For example the North Lanarkshire Council 
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average for expressing satisfaction with the current housing service is 65% (excluding 
24% of tenants who had no opinion or didn't respond). For Viewpark this was 80%, 
for Cumbernauld 73%, for Moodiesbum 70% but in Airdrie this figure reduces to 
55% and in Coatbridge 58%. Coatbridge and Airdrie tenants also expressed higher 
levels of dissatisfaction with repairs, for Coatbridge 38% and Airdrie 42% compared 
to the NLC average of 28%. 

A fuller analysis of the tenants survey is attached as Appendix 1 

Corporate Considerations 

By undertaking the tenants questionnaire Housing and Property Services will help 
achieve the Councils corporate priority of developing and empowering communities 
and involving service users. It also meets the Councils commitment to continuous 
improvement 

Recommendations 

It is recommended that the Committee note the results of the tenant questionnaire and 
the related actions identified. 

Background Information 

Available within the Housing and Property Services Department. 

Thomas McKenzie 
Director of Housing and Property Services 
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Introduction 

Survey 1 

As part of the Departments commitment to customer involvement and continuous 
improvement a postal satisfaction survey was sent to every North Lanarkshire Council tenant 
for completion. This survey is the fourth tenant wide survey the Department has undertaken 
(the previous three formed part of the Councils Stock Option Appraisal) to gauge tenant 
satisfaction and identify key housing priorities and issues. 

Year Response Rate 
2000 3% 

The results of this survey have been collated and analysed and will be used to inform 
investment priorities, measure and track customer satisfaction levels and prioritise areas for 
service improvement. 

Methodology 

Using the current rent list 42,404 survey forms were issued by post. The survey was enclosed 
with a personal letter from the Director of Housing and Property Services, which encouraged 
tenants to take part and respond. As an additional incentive a free prize draw was offered for 
all completed forms and a reply paid envelope. 

The total response for the survey was 933 1, which represents a significant response rate of 
22%. Previous survey responses were: 

I Survev2 I 2001 17% I 
I Survev3 I 2002 I 22% I 

The survey forms were then passed to an independent agency for input and data analysis. 



Question 1: Have you had any contact with the housing service over the past year? 

Tenants were asked to state if they had been in contact with the Housing Service over the 
previous year. Results are listed below. 

Res onse Total Percenta e 
75% 
17% 

Unsure 424 
Nores onse 333 4% 

Results show that the majority of tenants responding to the survey have had some form of 
contact with the Housing Service over the previous year. 



Question 2: How would you describe the current housing service? 

Response 
Very satisfactory 
Satisfactory 
Neither satisfactory or 
dissatisfactory 
Dissatisfactory 
Very dissatisfactory 
No remonse 

Tenants were offered a multiple choice of responses ranging from very satisfactory to very 
dissatisfactory. Results are listed in order of satisfaction. 

Number Percentage 
1100 12% 
4985 53% 
13 18 14% 

1035 11% 
558 6% 
335 4% 

The results show that of those tenants expressing an opinion 79% classify the current housing 
service satisfactory or very satisfactory. Although a positive result it does not improve 
significantly on previous year's results. In the survey of 2002 80% of tenants expressing an 
opinion stated they "would classify the current housing management service as satisfactory or 
very satisfactory". In 2001 81% of tenants expressing an opinion considered the housing 
management service as "satisfactory or very satisfactory". Satisfaction levels therefore are 
remaining relatively stable. 

Satisfaction levels with the overall service are a critical indication of customer satisfaction 
and these should be carefully monitored as well as investigated further to see which issues 
and areas are the primary causes of dissatisfaction. And how they can be improved. 



Question 3: Overall, in the past year do you think the housing service has 
a) improved 
b) stayed about the same 
c) becomes worse 
d) no opinion? 

Response Number 
Improved 1913 
Stayed about the same 4982 

No response 49 1 

Become worse 1222 
No opinion 723 

Tenants were asked to evaluate how the housing service had changed (if at all) in the past 
year in their opinion. Results are listed in order of performance. 

Percentage 
21% 
53% 
13% 
8% 
5% 

The results here seem quite consistent with the previous question. Of those expressing an 
opinion 85% consider the service to either have improved or stayed about the same. 15% of 
those expressing an opinion consider it to have worsened. 



Question 4: How satisfied are you with each of these aspects of the housing service? 

Response 
Very satisfied 
Satisfied 
Neither satisfied or 
dissatisfied 

Tenants were asked to evaluate a range of aspects of the housing service and classify how 
satisfied they were with them, from very satisfied to very dissatisfied. The response to the 
previous year's surveys is shown in the final column. 

Number Percentage 2002 
1169 13% 9.4% 
3925 42% 42.9% 
1134 12% 13.5% 

Dissatisfied 1584 
Very dissatisfied 1016 
Not applicable 326 
No response 177 

17% 18.5% 
11% 12.8% 
3% 2.9% 
2% 

. 

. 
2003: 66% of tenants (expressing an opinion) are satisfied with the time taken to 
complete repairs 
Overall there is little variation in satisfaction levels from the previous year 

Quality of repair work 

. . 2003: 78% of tenants (expressing an opinion) are satisfied with the quality of repair work 
Again there is little variation from the previous years results 

Level of customer service from housing staff 

. . 2003: 85% of tenants (expressing an opinion) are satisfied with customer service levels 
There is little variation on the previous years results 



The information available on the allocation and transfer policy is clear, easy to 
understand and readily available 

Response 
Very satisfied 

Number Percentage 2002 
783 8% 8.1% 

Satisfied 
Neither satisfied or 

348 1 37% 43.6% 
1589 17% 20.2% 

Not applicable I 2051 I 22% I 19.1% 
No remonse I871 19% 

dissatisfied 
Dissatisfied 
Very dissatisfied 

. 2003: 88% of tenants (expressing an opinion) are satisfied with the information available 
on the allocation policy 
There is little variation on the previous years results 

3 92 4% 6.4% 
164 2% 2.6% 

Time taken to process your housing & council tax benefit? 

dissatisfied 
Dissatisfied 
Very dissatisfied 
Not applicable 
No response 

Response I Number I Percentage I2002 
Verv satisfied I 1540 I 17% 1 12.3% 

571 6% 9.7% 
312 3% 6.0% 
1286 14% 15.6% 
332 4% 

Response 
Very satisfied 
Satisfied 
Neither satisfied or 

. 
2003: 87% of tenants (expressing an opinion) are satisfied with the time taken to process 
housing and council tax benefit 
This represents an important improvement on the previous years results 

Number Percentage 2002 
487 5% 4.4% 
1389 15% 13.7% 
584 6% 6.9% 

Concierge service (where applicable) 

dissatisfied 
Dissatisfied 153 2% 1.8% 

I 98 11% 
- 

Very dissatisfied 
Nnt snnlics hl c I 4nm I 44% I 71 8% 
I .., I b.7. ..,I ,..b I L.,., I I L I 1 1 1  

- 
- 

Very dissatisfied 98 1% 
Not applicable 4063 44% 
No response 2557 27% 

1.4% 
71 3% 

. 2003: 88% of tenants (expressing an opinion) are satisfied with the concierge service 
(where applicable) 
There is a slight improvement overall in satisfaction levels compared to the previous 
years 



Response to anti social behaviour complaints 

Response Number 
Very satisfied 529 
Satisfied 1937 
Neither satisfied or 1313 

Percentage 2002 
6% 5.8% 
21% 22.7% 
14% 17.3% 

dissatisfied 
Dissatisfied 690 7% 10.8% 

. 

. 
2003: 68% of tenants (expressing an opinion) are satisfied with the response to anti social 
behaviour complaints 
Overall there is little change in satisfaction levels compared t the previous years 

Very dissatisfied 44 8 
Not applicable 3278 
No response 1136 

5% 6.2% 
35% 37.2% 
12% 

Response Number 
Very satisfied 81 1 
Satisfied 3395 
Neither satisfied or 1415 

I Noresponse I 744 18% 

Percentage 2002 
9% 7.2% 
3 6% 35.5% 
15% 17.2% 

. 2003: 70% of tenants (expressing an opinion) are satisfied with the general up keep of 
areas 
There is an improvement in satisfaction levels compared to the previous year's 

dissatisfied 
Dissatisfied 
Very dissatisfied 
Not applicable 

Level of information provided by housing services 

1138 12% 15.8% 
592 6% 8.0% 
1236 13% 16.2% 

Response 
Very satisfied 
Satisfied 
Neither satisfied or 

Number Percentage 2002 
1062 11% 10.5% 
4694 50% 5 1 .O% 
1730 19% 20.0% 

Very dissatisfied I 248 13% I 3.6% 
Not amlicable I 469 15% I 6.8% 

dissatisfied 
Dissatisfied 

I Noremonse I 562 16% I I 

5 66 6% 8.0% 

. 

. 
2003: 87% of tenants (expressing an opinion) are satisfied with the level of information 
provided by housing services 
There is little change fiom the previous years results 



Your local office is accessible and responsive 

Response 
Very satisfied 
Satisfied 

Number Percentage 2002 
1687 18% 14.2% 
4967 53% 52.7% 

I Neither satisfied or I 1316 I 14% I 15.6% I 
dissatisfied 
Dissatisfied 
Very dissatisfied 
Not applicable 
No response 

545 6% 8.1% 
254 3% 3.7% 
21 1 2% 5.7% 
35 1 4% 

. 2003: 89% of tenants (expressing an opinion) are satisfied their local office is accessible 
and responsive 
There is a significant increase in satisfaction levels compared to the previous years 

Breaking down overall satisfaction levels to compare aspects of the housing service displays 
significant results. Levels of satisfaction are particularly high for: . information on the allocation policy (88%) 

time taken to process housing and council tax benefits (87%) . concierge service (88%) . level of information provided by housing services (87%) . the accessibility and responsiveness of local offices (89%) . level of customer service from housing staff (85%) 

The largest area of dissatisfaction for tenants continues to be the repairs service particularly 
the time taken to complete repairs where 34% of tenants expressed dissatisfaction. For quality 
of repair work 22% of tenants (expressing an opinion) were dissatisfied. 

Another area of dissatisfaction was the general upkeep of estates where only 70% of tenants 
(expressing an opinion) were satisfied, it should be noted however that this is an improvement 
on the previous year's level. 

Also significantly only 68% of tenants (expressing an opinion) were satisfied with the 
response to anti social behaviour complaints. 



Question 5: When budgeting for a rent increase what should any additional monies be 
spent on first? 

Response 
Investment in internal improvements to 
housing stock 

Investment in external improvements to 
Improving repair response times 

Tenants were offered a range of choices and asked to indicate their top three preferences by 
rating them 1 (most important) to 3 (least important) 
Results are aggregated and shown below in order of popularity. 

Numbers 
5331 

4347 
4 124 

priorities of tenants 
More staff to deal with problems such as anti- 

I housing stock I I 

21 12 

I Environmental improvements based on I 3599 I 

Improving estate management services such 
as estate caretakers andor close cleaning 
Keeping the housing office open longer or at 
the weekend 

1372 

1004 

I social behaviour I I 

Improving the housing and council tax 
benefit service 
Providing more information to tenants in a 
format that is suitable 

749 

567 

More local housing offices 
Providing more tenant participation 
opportunities 

43 1 
275 

Tenants were also given the opportunity to suggest other ways priorities for additional 
monies. These included "better repairs and maintenance, better housing and housing 
allocations, help for the elderly and disabled". Responses here were in insignificant numbers. 

Overall the results show that the most important source of investment for tenants is the 
improvement of housing stock whether by forms of capital investment or by improving the 
repairs service. Internal investment is indicated as a higher priority than external. A result 
which reflects other ongoing consultation and the results of the Councils recent stock 
condition survey. 



Question 6: How would you describe the condition of your home? 

Response 
Satisfactory 

Tenants were given a range of options and asked to choose the most appropriate. This 
question is similar to one used in the 2001 survey, the results of which are also detailed below 
and provides some basis for comparison. Results are listed in order of satisfaction. 

Number Percentage 
4129 44% 

Basically satisfactory 361 1 39% 

In need of major work 1115 12% 

Totally unsatisfactory 

2001 Results: listed in order of popularity 

244 3% 

No response 232 2% 

Options Number Percentage 

Basically satisfactory but in 
need of some work 
Satisfactory 

In this years survey slightly more tenants classed their homes as either in need of work or as 
totally unsatisfactory. 

1648 51.1% 

1199 37.2% 
1 

In need of maj or work 234 7.3% 

Totally unsatisfactory 111 3.4% 

No reply 33 1% 



Question 7: What is the main priority for improvement in your home? 

Tenants were offered a range of choices and asked to choose only one. There was also 
additional space to suggest further options of their own. Results are listed in order of 
popularity. 

Kitchen units are the main priority identified by tenants for improvement in their home. Also 
ranked highly is the need for central heating, following on fi-om that the remaining options are 
relatively evenly spread. It is perhaps interesting to note that 9% of tenants chose not to 
identify anything as a priority for improvement. 

Within the category of ''other" a range of suggestions were made which included "garden 
maintenance 7 1 votes, dampness 5 1 votes, insulation 29, pathdsteps 29". 

In the 2001 Survey the following areas were identified for improvement (listed in order of 
priority) 

Kitchens . External roughcasthendering . Internal Joinery such as doors . Central heating . New windows and doors 

Kitchens and external works such as roughcasting and rendering continue to be the most 
popular area for improvement within the home. These results would seem to indicate that 
central heating is also becoming high on the agenda. 



Question 8: How satisfied are you with the condition of the neighbourhood/ estate in 
which you live? 

Tenants were offered a range of responses ranging from very satisfied to very dissatisfied and 
asked to choose only one. Results are listed in order of satisfaction. 

Results here are positive as of those tenants expressing an opinion 79% are either satisfied or 
very satisfied with the condition of the neighbourhood in which they live. Using a previous 
survey as comparison: 

Survey 1 2000 

63% of tenants who expressed an opinion were satisfed or very satisfed with their home and 
surrounding area. 



Question 9: The Council is currently developing its tenant participation strategy to 
enable tenants to get more involved in the running of the housing service. Would you be 
interested in getting more involved and if so how? 

Response 
Yes 
No 
No opinion 
No response 

Tenants were asked first of all if they were generally interested in becoming involved and if 
so to choose from a range of participation opportunities. They were able to select any number 
of methods as well as suggest alternatives of their own. Results for participation methods are 
shown in order of popularity. 

Number Percentage 
1630 17% 
5499 59% 
1671 18% 
53 1 6% 

Method Number 
Local tenants group 65 1 
Customer panel meeting to 509 
discuss specific issue such as 

Results here are disappointing, of tenants expressing an opinion only 22% are interested in 
getting involved in the housing service. This presents a number of challenges for the Councils 
commitment to resident involvement and specifically for the recently developed tenant 
participation strategy. 

Percentage 
41% 
32% 

Method of Involvement 

megular seminars on tenants I 407 I 26% I 

rent or repairs 
Postal Survey 
Annual tenant survey 

492 3 1% 
45 9 29% 

rent or repairs 
Postal Survey 
Annual tenant survey 

492 3 1% 
45 9 29% 

By asking tenants to select participation methods they would be willing to take part in it has 
been possible to create a consultation database which can be broken down to a method and 
area level. This will allow future events and consultation to be specifically targeted at those 
tenants willing to take part. Within the category of other a range of options were suggested 
but these were in insignificant numbers with the suggestion of some form of area 
redevelopment the most popular with 14 suggestions. 

Regular seminars on tenants 407 26% 



Question 10. Would you like to receive more information from us on Housing Issues? 

Response 
Yes 
No 
Unsure 
No response 

Number Percentage 
5279 57% 
2254 24% 
1046 11% 
752 8% 

Results show the majority of tenants would like to receive more information on housing 
issues, the issues identified are shown below in order of popularity. 

Response 
Any future plans for home 
Repairs service 
Measures for tackling anti- 

Number Percentage 
2864 55% 
2524 49% 
1801 35% 

social behaviour 
Departments planned Capital 1724 

31% I 

Programme Work e.g. re- 
roofing/replacement central 
heating, 
Plans for local environment 
Your rights as a tenant e.g. 
Right to Buy, Right to 
Compensation 
Transferring to another house 
Housing and council tax 

31% I 
1627 
1595 

1343 
1253 

26% 
24% 

benefits 

Services available at local 
How rent is spent 1050 20% 

722 14% 
office 
Housing policies and 652 13% 
procedures 
Performance of Housing 

Results here reflect tenants most important priorities i.e. plans for their homes, the repairs 
service and tackling anti-social behaviour. As with the previous question this will enable a 
database to be held and information to be produced and targeted to tenants who have 
expressed a specific interest. Again within the category of other there were no significant 
numbers of suggestions. 

601 12% 
Department 

legislation 
Budget setting proposals 
Other 

Changes to housing 593 11% 

3 34 6% 
11 



Question 11. What do you think of the following statement? 

"Overall North Lanarkshire Council provides a good level of housing service" 

Tenants were offered a number of options fiom strongly agree to strongly disagree and were 
asked to choose only one. 

Of tenants expressing an opinion 82% agree or strongly agree that North Lanarkshire Council 
provides a good level of housing service. This is highly consistent with the satisfaction levels 
expressed in this and previous surveys. It will be important now to tackle the priority areas 
and issues which tenants have identified and improve satisfaction level levels accordingly. 



Summary 

The results of the survey enable a number of conclusions to be drawn. Satisfaction levels 
remain relatively static within North Lanarkshire and this is an area to be targeted, 
particularly in light of the need to demonstrate improvement and customer satisfaction. 

From an investment perspective the focus continues to be on improvement to housing stock, 
in particular internally with the replacement of kitchens remaining a critical factor. Ongoing 
consultation work should continue here particularly as this will demonstrate to tenants how 
their opinions make a difference and lead to service improvements. 

Tenants have again consistently identified those areas that they consider most in need of 
improvement and where there is dissatisfaction. The repairs service continues to be high on 
the tenant agenda, as does the desire for improvement to their homes and surrounding area. 
Again tackling anti social behaviour and community safety emerge as key themes. 

The good response rate was extremely positive, as was the opportunity to build on tenant 
participation development by creating consultation and information databases. It is a point to 
note though that predominantly tenants did not express a wish to become involved. This raises 
a number of challenges in delivering effective customer involvement. 

The information and feedback gained by conducting this survey can now be analysed further. 
Reviewing the results at an area based level will enable comparisons to be made and any 
specific issues of satisfaction/ dissatisfaction to be highlighted. Customer feedback such as 
this is an invaluable mechanism for identifying and delivering service improvements. It will 
be important to develop this further and ensure customer satisfaction improves. 


