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Introduction 

The purpose of this report is to update Committee on the results of 
Housing and Property Service’s tenant questionnaire 2004 and the 
development of an associated action plan. 

Background 

Committee will recall that a commitment was given in the Council’s 
Tenant Participation Strategy 2003-2006 to survey all North 
Lanarkshire Council tenants in order to evaluate customer satisfaction 
and identify service improvements. A previous tenant survey was 
completed in 2003 and the results of the 2004 questionnaire could be 
measured against this to identify trends and progress made. 

In September 2004 a survey was posted to all 40,609 council tenants, 
the survey was accompanied by a letter from the Director of Housing 
to encourage tenants to respond as well as a prepaid response 
envelope. There were 7,959 completed survey forms returned which 
represents a response rate of 19.6% overall. The results of the survey 
have been analysed and give a clear indication of tenant’s priorities 
and satisfaction levels. A copy of the findings are contained as 
Appendix 1. 

Following analysis of the survey a range of issues have been 
identified which will require further action and monitoring. These 
issues have been used to form the basis of an action plan, which will 
be regularly monitored to ensure progress is made. A copy of the 
Action Plan is contained as Appendix 2. 



3. Proposals 

3.1 

3.2 

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 anti-social 
behaviour. The survey showed little change in satisfaction levels from 
the previous year's survey with 62% (62.5% 2003) of tenants 
reporting they were satisfied or very satisfied with the housing 
service. However in conjunction with this 20.3% of tenants reported 
they were dissatisfied or very dissatisfied with the service. This is an 
increase in dissatisfaction from the previous year's figure of 14% and 
requires further analysis and action. 

The survey then breaks down satisfaction levels into individual 
aspects and areas. For example the highest sources of dissatisfaction 
to tenants were: 
0 the repairs service: 31.6% (29.4%: 2003) of tenants were 

dissatisfied with the time taken to complete repairs 
0 the response to anti social behaviour 30.9% (23.1 %: 2003) of 

tenants were dissatisfied 
the general upkeep of estates and estate caretaking, 28.1 % 
(23.6%: 2003) of tenants were dissatisfied with this service. 

All of these issues have been identified in the Action Plan as areas for 
improvement and further action. 

3.3 In addition some areas of North Lanarkshire recorded higher than 
average levels of dissatisfaction against the 20.3% average: 

Moodiesburn: 30.6% (this also represents a reduction in 
satisfaction of 21.3% from previous years results), 

0 Airdrie: 30.5% 
0 Coatbridge: 23.8% 

Shotts: 20.8%. 
However other areas of North Lanarkshire rated higher than average 
levels of satisfaction against the 62.1 % satisfaction rate: 

Viewpark: 79% 
0 Kilsyth: 70.2% 

Bellshill: 68% 
Cumbernauld: 67.2% 
Motherwell: 66.7%. 

There is also a positive trend in satisfaction with the overall housing 
service in several areas; Viewpark (6.9% increase from previous 
year), Kilsyth (4.7% increase from previous year), Coatbridge (4.2% 
increase from previous year) and Motherwell (2.4% increase from 
previous year). 



3.4 The survey also highlighted a number of service areas where 
customer satisfaction was high. Across North Lanarkshire the highest 
rates of satisfaction were for: 
0 the accessibility and responsiveness of first stop shops and 

housing offices: 73.5% of tenants satisfied or very satisfied 
0 the time taken to process Housing and Council Tax Benefits: 

72.9% of tenants satisfied or very satisfied 
0 levels of customer service from Council staff: 72% of tenants 

satisfied or very satisfied. 

3.5 One of the key issues arising from the survey was a need to improve 
the provision of information to tenants on some issues. The 
information provided on services from First Stop Shops was rated 
highly: 69.6% of tenants rated this as good or very good. Information 
on tenant’s rights was also considered good or very good by 65.5% of 
tenants. However there were a number of issues where information 
required to be improved, tenants asked for more information on the 
repairs service, dealing with anti- social behaviour, planned 
improvement works to estates or tenants homes and information on 
how rents are spent including affordability. All of these issues have 
been included in the Action Plan for improvement. 

3.6 As well as satisfaction levels the survey provided vital feedback on 
tenant’s priorities for investment. Tenants were asked to choose from 
a range of options what any additional investment should be spent on. 
Results indicate tenant priorities as: 
0 improving repairs response times (43.7%) 
0 adaptations for the disabled (37.6%) 
0 environmental improvements (34.8%) 
0 improving estate management (30%). 

Tenants were then asked to identify the main priority for improvement 
in their home. Results indicate that tenants priorities are: 
0 kitchens (26.3%) 
0 central heating (14.6%) 

bathrooms (10.2%) 
0 roughcasting (9.5%). 

These priorities for investment clearly demonstrate the Council’s 
programme of kitchen and bathroom replacement as well as the 
increased investment in the Capital Programme are well supported by 
tenant demand. 
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6.1 

All of the issues raised in the tenant survey have now been 
considered and used to develop the Action Plan. Identified 
improvement actions include further tenant consultation at local area 
levels and via this years tenant conference, improvements to the 
range and levels of information disseminated to tenants e.g. 
publishing and updating repairs policies and procedures on the 
Councils website and the introduction of local newsletters. 

The Anti-Social Task Force also have a range of initiatives in place to 
improve tenant satisfaction such as the development of joint training 
and joint protocols with the Noise Abatement Team and Call Centre 
staff, the updating of the ASTF information pack and new leaflets to 
improve information provision to residents. The repairs service have 
developed and will analyse improved tenant satisfaction mailers, 
increased the numbers of post inspections including joint quality audit 
inspections between local area offices and Morrisons Property Care 
and will roll out Repairs by Appointment and monitoring systems to 
ensure the time taken to complete repairs is improved. 

Progress on all of these issues will be regularly monitored by the 
appropriate Service Improvement Groups andlor Service Manager 
and progress will be reported to a future committee. 

Corporate Considerations 

By undertaking the tenant questionnaire Housing and Property 
Services will help achieve the Council’s corporate priority of 
developing and empowering communities and involving service users. 
By developing an associated action plan it also helps meet the 
Council’s commitment to continuous improvement. 

Recommendation 

It is recommended that the Committee note the results of the Tenants’ 
Survey and the related actions identified. Further updates on the 
Action Plan will be reported to Committee. 

Background Information 

Available within the Housing & Property Services Department. 

Thomas McKenzie 
Director of Housing & Property Services 
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Introduction 

Returns 

In September 2004 a survey was posted to 40,609 council tenancies in North 
Lanarkshire. The survey was issued with a letter from the Director of Housing 
and Property Services encouraging tenants to take part. A pre-paid return 
envelope was enclosed with the survey to help tenants participate. As an 
additional incentive returned forms were to be included in a prize draw for 
f200.00 of home improvement vouchers. 81 survey forms were returned not 
delivered by Royal Mail. 

NLC Stock 

Overview of Survey Respondents 

- 
Airdrie 
Bellshill 
Coatbridge 
Cumbernauld 
Kilsyth 
Moodiesburn 

Of the 40,528 tenants who received a form, 7,959 completed and returned it. 
This means that there was a 19.64% rate overall. The level of returns is 
reported in Table 1. 

No. % % 
1198 15.1 16.4 
650 8.2 14.1 

1219 15.3 16.8 
337 4.2 23.5 
304 3.8 16.5 
247 3.1 16.5 

Motherwell 1488 
Shotts 41 6 
Viewpark 272 

18.7 21.7 
5.2 18.1 
3.4 14.8 

- Wishaw 
Unknown 

1066 13.4 15.5 
762 9.6 

Of the respondents who provided the information, the biggest response was 
from North Lanarkshire tenants who live in four in a block properties (32.8%), 
followed by terraced property tenants (21 5%) and tenants living in semi 
detached or detached properties (1 5.9%). 

Tenants living in sheltered or amenity homes accounted for 4.1 % of the 
respondents and 0.4% of people who lived in a house suitable for wheelchair 
use also took part in the survey. 

There were higher than average responses from tower/ high rise tenants living 
in Motherwell (39.1 %) and Coatbridge (21.6%) which reflects the property 
types in these areas. Table 2 provides full details of the types of properties 
that tenants who responded live in by area. 



. .  

Detached/ Terraced Four in a Towed high WalWup 
Semi block rise Flatl Mais 

Shelter/ Wheel- Total No 
Amenity chair use Resp 

Detached I 
No. 1 % I No. I % 1 No. I % 1 No. 1 % I No. I % I No. I % / N o . /  % 1 No. 1No.I 

Moodiesburn 
Motherwell 

37 15.7 74 31.4 75 31.8 0 0.0 44 18.6 5 2.1 1 0.4 236 11 
141 10.1 207 14.8 307 22.0 546 39.1 153 11.0 36 2.6 5 0.4 1395 93 

Tenants were also asked to let us know in which age range they belonged. 
Less than 1 % of respondents were aged under 21 years (0.9%) and the 
highest response rate was from tenants over the age of 70 years (30.1 %). 
Indeed, the response rate of people above pensionable age of 60 years was 
50.9%. Tenants who were within the age range of 31 - 60 years accounted for 
31 .O% of the response. 

The survey gave tenants the opportunity to describe their current situation. 

Figure 1: Current situation of respondents 

N Lanarkshire 
Self employed 

rn Employed full time 

 employed part time 

Looking after home/ 
family 

rn Retired 

Unemployed 

uniwsity 
.At school/ college/ 

Training scheme 

rn Long tern sick/ disablec 

Of the North Lanarkshire tenants who responded to this question, 44.5% 
described themselves as retired and a further 18.1 % said that they were long 
term sick or disabled. Tenants in full time employment accounted for 14.3% of 
respondents and 5.3% described themselves as working part time. This is 
illustrated in Figure 1. 



Tenants were asked if they or members of their household had a disability. As 
detailed in Table 3,44.6% of North Lanarkshire tenants who responded said 
yes. However, there was a high incidence of disability recorded within 
households in Cumbernauld (52.6%) and Shotts (49.7%). 

Tenants were asked to describe their ethnic background. 95.8% of North 
Lanarkshire tenants who answered this question described their background 
as White: Scottish and a further 2.7% described their background as White: 
other British or White: Irish. Tenants who described themselves as Black 
accounted for 0.7% of respondents and tenants from an Asian background 
accounted for 0.8%. 

Finally, tenants were asked if they received Housing Benefit to help pay their 
rent. Almost two thirds of respondents receive some kind of assistance with 
their rent. 44.8% received full Housing Benefit and 19.9% received part 
Benefit. A third of respondents (33.5%) were not in receipt of Housing 
Benefit . 

Survey Findings 

Question I 

As in the four previous annual surveys, tenants were given the opportunity to 
let the council know how satisfied or dissatisfied they were with the service 
provided by Housing and Property Services. Of the tenants across North 
Lanarkshire as a whole, who answered this question, 62% said that they were 
either very satisfied or satisfied with the service, 17.5% were neither satisfied 
nor dissatisfied and 20.3% said that they were either dissatisfied or very 
dissatisfied. 

The overall response is comparable to the findings of the previous year’s 
annual survey. In this survey, of the tenants who expressed an opinion, 
62.5% reported that they were satisfied with the service and 14.0% were 
dissatisfied or very dissatisfied. 



The highest levels of overall satisfaction were in Viewpark (79.0%) (2003: 
72.1 %); Kilsyth (70.2%) (2003:65.6%) and Bellshill (68.0%) (2003:67.4%). 

Very Neither Dissatisfied/ 
satisfied/ very 
satisfied dissatisfied 

No. I % No. I % No. I % 

Table 4: Overall satisfaction with service provided by Housing and 

Total No 
opinion/ 

resp 
No. I % No. 

There is a positive trend in satisfaction with the overall housing service in six 
areas. Viewpark has the highest level of growth in satisfaction between the 
2003 and 2004 surveys, (+6.9%), followed by Kilsyth (+4.7%), Coatbridge 
(+4.2%), Motherwell (+2.4%) and Bellshill (+0.6%). 

The areas that returned a reduced level of overall satisfaction were 
Moodiesburn (-21.3%), Shotts (-5.8%), Airdrie (-3.8%) and Wishaw (-1.8%). 
The reduction in satisfaction with the overall housing service in some areas is 
of concern and will require further analysis. These findings are detailed in 
Tables 4 and 5. 



Questions 2/ 2al2b 

Repairs Specific Environment Staff Access to 
service problems helpfulness housing staff 

Tenants were asked their views on whether or not the housing service had 
improved, stayed about the same or become worse over the previous year. 
Of the tenants who answered this question, almost a quarter (23.4%) said that 
they felt the service had improved. This compares favourably to the previous 
year’s survey results in which 23.6% of respondents who expressed an 
opinion felt that the service had improved. 

Other 

As detailed in Table 6, the most positive responses to this question were 
received from tenants living in Viewpark (36.7%) and Cumbernauld (29.6%). 
However, only 15.1 % of tenants from Moodiesburn who answered this 
question felt that the housing service had improved. 

Table 6: Housing Service improved or become worse 

Tenants were given the opportunity to indicate which aspects of the service 
had improved. Overall, across North Lanarkshire many tenants felt that staff 
helpfulness had had the greatest improvement (31.5%), followed by the 
repairs service (29.5%). An excerpt of these findings is detailed in Table 7. 

Tenants were also asked their views on which aspects of the housing service 
had got worse. The outcome of this question is summarised in Table 8. For 
North Lanarkshire as a whole, 16.2% of tenants who responded expressed 



the view that the overall service had become worse. This is similar to the 
findings of the 2003 survey in which 15.1 % of tenants, expressing an opinion, 
said that the service had become worse. Across North Lanarkshire, tenants in 
all areas expressed the view that the repairs service had got worse (29.9%). 
This is on a par with the proportion of tenants (29.5%) who expressed the 
opinion that the repairs service had improved. 

Repairs Environment Specific Safety1 The way we 
service Droblems Securitv communicate 

A higher proportion of tenants who responded said that housing service had 
improved (23.4%) compared to the proportion of tenants who expressed the 
view that the service has got worse (1 6.2%). This is a similar trend to the 
previous survey’s results of 23.6% and 15.1 % respectively. 

Other 

Question 3 

Following on from the first two questions, tenants were asked a series of 
questions relating to their satisfaction about specific aspects of the housing 
service. 

Across North Lanarkshire, of the tenants who responded to this question, the 
highest levels of satisfaction were given for the accessibility and 
responsiveness of First Stop Shops and housing offices (73.5%), (2003: 
75.8%), the time taken to process Housing and Council Tax Benefits (72.9%) 
(2003: 76.0%) and customer service from housing staff (72.0%) (2003: 
73.3%). This demonstrates that tenants feel that they are getting a 
consistently high standard of service in these service areas. The highest 
proportion of tenants from North Lanarkshire who expressed their 
dissatisfaction did so in terms of the time taken to complete repairs (31 -6%) 
(2003: 29.4%), the response to anti-social behaviour (30.9%) (2003: 23.1 %) 
and the general upkeep of estates/ estate caretaking (28.1 %) (2003: 23.6%). 

In Airdrie, there is a high level of satisfaction regarding the accessibility and 
responsiveness of the First Stop Shop (73.3%) (2003: 72.7%) and the time 
taken to process Housing and Council Tax Benefits (71.7%), (2003: 73.8%). 
However, 46.6% (2003: 44.1 %) of Airdrie tenants who answered this question 
were dissatisfied with the time taken to complete repairs and 30.3% (2003: 
28.4%) were dissatisfied with the general upkeep of estates and the estate 
caretaking service. 



.* 

In Bellshill, there is a high level of satisfaction with the customer service from 
housing staff (76.4%) (2003: 76.8%) and also with the accessibility and 
responsiveness of the First Stop Shop and neighbourhood office (74.8%) 
(2003: 77.2%). However, 30.7% of Bellshill tenants who answered this 
question were dissatisfied with the department’s response to anti-social 
behaviour (30.7%) (2003: 21 .I %) and 26.7% (2003: 23.2%) of tenants were 
dissatisfied with the time taken to complete repairs. 

In Coatbridge, the highest level of satisfaction voiced by tenant was with the 
customer service from housing staff (67.9%) (2003: 69.5%) and with the time 
taken to process Housing and Council Tax Benefits (67.8%) (2003: 69.8%). 
The time taken to complete repairs (36.3%) (2003: 40.1 %) was the main 
reason for dissatisfaction in Coatbridge, followed by 30.5% (2003: 24.2%) of 
tenants who were dissatisfied with the response to anti-social behaviour. 

In Cumbernauld, 81.8% of tenants who responded were satisfied with both the 
accessibility and responsiveness of the First Stop Shop (2003: 80.2%) and the 
waiting times at the First Stop Shop. However 37.3% (2003: 25.4%) of tenants 
expressed dissatisfaction about the general upkeep of estates/ estate 
caretaking service and 24.1 % (2003: 20.5%) of tenants were dissatisfied with 
the time taken to complete repairs. 

In Kilsyth, 76.3% (2003: 82.7%) of tenants who responded were satisfied with 
the customer service received from housing staff and 77.1 YO noted their 
satisfaction in the accessibility and responsiveness of the First Stop Shop 
(2003: 83.9%). However, 27.7% (2003: 27.1 %) of Kilsyth tenants expressed 
their dissatisfaction with the Council’s response to anti-social behaviour and 
23.1 % (2003: 18.3%) were dissatisfied with the general upkeep of estates/ 
estate caretaking. 

In Moodiesburn, 71 5% (2003: 79.8%) of tenants, expressing an opinion, were 
satisfied with the time taken to process Housing and Council Tax Benefits and 
67.1 % were satisfied with the accessibility and responsiveness of the First 
Stop Shop (2003: 80.8%). However, 42.5% (2003: 22.2%) expressed 
dissatisfaction at the response to anti-social behaviour and 39.1 % (2003: 
15.2%) are dissatisfied with the time taken to complete repairs. 

In Motherwell, 75.6% (2003: 79.2%) of tenants who expressed an opinion, 
said that they were satisfied with the time taken to process Housing and 
Council Tax Benefits. 73.2% (2003: 73.2%) of tenants living in Motherwell, 
who responded to this question also expressed satisfaction with the customer 
service received from housing staff. However, 33.8% (2003: 24.3%) were 
dissatisfied with the response to anti-social behaviour and 29.8% (2003: 
25.2%) were dissatisfied with the general upkeep of estates/ estate 
caretaking. 

In Shotts, the accessibility and responsiveness of the First Stop Shop and 
neighbourhood office (79.9%) (2003: 81 -4%) received the highest level of 
satisfaction feedback from tenants. This was followed closely with the waiting 
times at the First Stop Shop and neighbourhood office (79.3%). However, 
34.4% (2003: 26.4%) of tenants who expressed a view were dissatisfied at the 



time taken to complete repairs and 31 -9% (2003: 25.9%) are dissatisfied with 
the response to anti-social behaviour. 

Very 
satisfied/ 

In Viewpark, 85.8% (2003: 84.6%) of tenants who expressed a view, said that 
they were satisfied with the accessibility and responsiveness of the First Stop 
Shop and 81 .O% (2003: 80.0%) said that they were satisfied with the time 
taken to process Housing and Council Tax Benefits. However, 28.0% (2003: 
19.2%) of Viewpark tenants who answered this question expressed 
dissatisfaction at the response to anti-social behaviour and 20.5% (2003: 
19.5%) expressed their dissatisfaction about the general upkeep of estates/ 
estate caretaking. 

Dissatisfied/ No No ~ o t a l  I opinion I response I Neither 
very 

In Wishaw, 76.0%, (2003:79.0%), of tenants who responded to this question 
expressed satisfaction with the accessibility and responsiveness of the First 
Stop Shop and neighbourhood offices. 73.5% (2003: 77.3%) of tenants also 
expressed satisfaction with the time taken to process Housing and Council 
Tax Benefits. However, 31 .I %, (2003: 20.0%), of tenants expressed 
dissatisfaction at the response to anti-social behaviour and 29.1 % (2003: 
25.1 %) were dissatisfied with the time taken to complete repairs. 

satisfied 
No. I % 

Question 4 

dissatisfied 
No. I % No. I % No. 1 % No. No. 

Tenants were asked how satisfied they were with the condition of their home. 
The outcome of this question is detailed in Table 9. 

Overall in North Lanarkshire, 62.5% of tenants who answered the question, 
expressed satisfaction in their home. Tenants from Cumbernauld (69.4%) 
expressed the highest level of satisfaction with tenants from Viewpark (68.3%) 
also responding very positively. The highest proportion of tenants who 
expressed dissatisfaction with their homes were from Airdrie (30.3%) and 
Moodiesburn (27.1 Yo). 

Question 5 

Leading on from the previous questions, tenants were asked to give their 
views on the condition of the neighbourhood or estate in which they lived. As 



detailed in Table 10, 56.9% of North Lanarkshire tenants who expressed an 
opinion were satisfied with their neighbourhood/ estate, however, 27.3% were 
d issa tisf ied . 

Very 
satisfied/ 
satisfied 

No. I % 

Tenants from Viewpark (63.4%) and Kilsyth (62.9%) expressed the highest 
levels of satisfaction with their neigh bourhoodl estate whereas tenants from 
Airdrie (31.6%) and Motherwell (30.3%) expressed the highest proportion of 
dissatisfaction. 

Neither Dissatisfied/ Total No No 
opinion response very 

dissatisfied 
No. I % No. 1 % No. I % No. No. 

Question 61 6a 

Tenants were asked if they considered the rent levels to be affordable. Of the 
tenants who responded, 44.8% of North Lanarkshire’s tenants said yes; 
27.1 % said no and 28.1 % were unsure. This return is detailed in Table 11. 

Table 11: Affordable Rent Levels 

Tenants were then asked if they would be willing to pay more in rent if this 
meant that services would be improved. Of the North Lanarkshire tenants 
who responded, 48.8% said that they would not be prepared to pay more rent 



and 22.7% of tenants said yes, that they would. These results are detailed in 
Table 12. 

I 

Table 12: Willinaness to Dav more rent if this meant immoved services 
Yes No Unsure Total No 

No. I % No. I % No. I % No. I % No. 
response 

145 I 25.5 I 568 I I 0 0  I 82 I 

Question 7 

Tenants were asked a series of questions about how they rated the 
information that is available from the Council regarding specific aspects of the 
housing service. The biggest proportion of North Lanarkshire tenants who 
responded to these questions said that the information about services from 
First Stop Shops and local housing offices (69.6%) was very good or good 
and 65.5% said that information about their Rights as tenants was also very 
good or good. However, 31.4% of North Lanarkshire tenants who responded 
said that the information about how we deal with anti-social behaviour was 
poor or very poor and 26.4% of tenants feel that information about the repairs 
service is poor or very poor. 

In Airdrie, information about services from the First Stop Shops and local 
housing offices (69.0%) and information about tenants rights (62.0%) were 
deemed to be very good or good. However, tenants who expressed a view 
from Airdrie rated the information about the repairs service (37.7%) and how 
we deal with anti-social behaviour (32.7%) to be poor or very poor. 

In Bellshill, information about services from the First Stop Shops and local 
housing offices (68.6%) and information about tenants rights (67.9%) were 
rated as being very good or good. However, tenants who expressed a view 
from Bellshill rate the information about how we deal with anti social behaviour 
(31.8%) and information about the budget setting procedure (23.1 %) as being 
poor or very poor. 

In Coatbridge, tenants who expressed a view said that the information about 
their rights as tenants (62.6%) and information about services from their First 
Stop Shop or local housing office (62.0%) was very good or good. However, 
the information about how we deal with anti-social behaviour (29.8%) and the 
repairs service (28.8%) gave tenants in Coatbridge the most concern. 



Tenants from Cumbernauld assessed the information about services from the 
First Stop Shops and local housing offices (79.1 (30) and the information about 
our performance (68.2%) as very good or good. However, information about 
improvement works to the local environment (30.1 %) and how we deal with 
anti-social behaviour (25.4%) was considered poor or very poor. 

In Kilsyth, 74.8% of tenants who responded said that the information about 
services from First Stop Shops and local housing offices was very good or 
good and 68.2% felt that the information about improvement works to their 
home was also very good or good. However, 26.4% of tenants from Kilsyth 
felt that information about how we deal with anti-social behaviour (26.4%) and 
the repairs service (20.2%) was poor or very poor. 

In Moodiesburn, 63.8% of tenants who responded said that both the 
information about Housing and Council Tax Benefits and the information 
about services from First Stop Shops and local housing offices was very good 
or good. However, 35.7% of respondents feel that information about how we 
deal with anti-social behaviour (35.7%) and the repairs service (33.9%) is poor 
or very poor. 

Tenants from Motherwell who expressed a view, said that information about 
services from First Stop Shops and local housing offices (69.4%) and 
information about tenants rights (67.0%) was very good or good. However, 
Motherwell tenants said that the information about how we deal with anti- 
social behaviour (33.4%) and improvement works to the local environment 
(25.9%) was poor or very poor. 

Tenants living in Shotts who responded feel that information about services 
from the First Stop Shops and local housing offices (75.6%) and information 
about their rights as tenants (66.3%) was very good or good. However, 
32.3% felt that the information about how we deal with anti-social behaviour 
and 29.9% felt that the information about improvement works to their home 
was poor or very poor. 

In Viewpark, 81 -0% of tenants who expressed a view said that the information 
about services from the First Stop Shops and local housing offices was very 
good or good and 74.1 % felt that information about their rights as tenants was 
very good or good. However, information about how we deal with anti-social 
behaviour (26.4%) and information about improvement works to their home 
(1 7.1 %) was rated poor or very poor. 

Tenants living in Wishaw rated the information about services from the First 
Stop Shops and local housing offices (71.6%) and information about their 
rights as tenants (68.8%) as very good or good. However, they rated 
information about how we deal with anti-social behaviour (30.3%) and the 
repairs service (25.9%) as poor or very poor. 

Question 8 

Tenants were asked if they would like information about housing services in 
other formats. Of the 422 tenants who responded from across North 
Lanarkshire, 87% said that they would like information to be available in audio 



tape, 4.7% requested information in Braille and 4.5% requested information in 
a minority language. 

Airdrie 

Question 9 

heating casting Resp. 

158 I 14.2 141 I 12.7 105 I 9.5 293 126.4 412 137.1 1109 89 
NO. I Yo NO. I % NO. 1 % NO. I % NO. 1 % NO. NO. 

Tenants were then given the opportunity to express their views on what 
additional monies would be spent on first when budgeting for a rent increase. 
They were given a choice of three from nine options. 

The overall response from North Lanarkshire tenants was that additional 
monies should be spent on improving repairs response times (43.7%); more 
adaptations for disabled (37.6%); environmental improvements (34.8%) and 
improving estate management (30.0%). 

Question 10 

In this question, tenants were asked to state their main priority for 
improvement in their home. They were asked to choose one from a range of 
twelve options. 

The clear priority for improvement indicated by tenants who responded to the 
question was kitchen units (26.3%) followed by central heating (1 4.6%), 
bathrooms (1 0.2%) and roughcasting (9.5%). This is detailed in Table 13 
which also highlights that a very high proportion of tenants in Cumbernauld 
(36.1 %) and Viewpark (30.3%) gave kitchen units as their main priority of 
improve men t . 

Table 13: Main priority for improvement in home 
I Central I Rough- 1 Bathroom 1 Kitchen units I Other I Total 1 Non 1 

I I I I I I I I I I I I I 



Appendix 2 

Issue 
No. 

1 .a 

1.b 

1 .c 

Issue 

Increased dissatisfaction with repairs 
service 

Dissatisfaction with information 
available on repairs service 

Increased dissatisfaction with time 
taken to complete repairs 

Tenant Survey 2004: Action Plan 

Lead Officer/ 
Continuous 

Improvement Group 
Robin Slater / 
Property & Repairs 
Management 

Robin Slater / 
Property & Repairs 
Management 

Proposed Actions 

New tenant satisfaction mailers 

0 

developed and issued 
Tenant responses are collated and 
passed to area offices for comment 
and further action 
Post inspections carried out by area 
offices on completed works (% on 
PPP and 100% of other contractors) 
Random joint quality audits carried 
out 

Conference 2005 

0 

0 

0 Further tenant consultation at 

0 All repairs policies and procedures 
now posted on Council website 

0 These documents regularly updated 
to ensure up to date and consistent 
information 

0 Further tenant consultation at 
Conference 2005 

0 KPI performance for PPPs 
increased to 95% target of works 
completed within timescale 
PPPs and contractors have preset 
target times- any failures identified 
taken forward at local and divisional 
level 
End to end measure KPls are being 

0 

Outcome 

0 In place 

0 In place 

0 In place 

0 In place 

In place 

0 In place 

0 In place 

0 In place 

0 Draftformat 

Progress 
(reported six 

monthly ) 



Issue 
No. 

2.a 

2.b 

Issue 

Increased dissatisfaction with our 
response to anti social behaviour 

Dissatisfaction with the information 
available on tackling anti social 
behaviour 

Lead Officer/ 
Continuous 

Improvement Group 

Matt Costello / 
Estate Management 
Group 

Proposed Actions 

developed to ensure more accurate 
recording of time taken to complete 
repairs. Target date August 2005 
Monitor Repairs by Appointment 
scheme 
Further tenant consultation at 
Conference 2005 
Review with En. Services 
communication methods in regard to 
noise monitoring 
New powers on tackling ASB from 
Housing Act 
ASB Strategy being developed by 
Chief Execs Dept to ensure more 
co-ordinated actions 
Joint protocol being developed with 
Noise Abatement Team 
Joint training being undertaken with 
Call Centre Staff 
Further tenant consultation at 
Conference 2005 
Review of information 
Updating ASTF lnfo Pack 
New leaflet distributed on ASB to all 
NL residents on ASB Advice Line 
Further leaflet planned promoting 
new Noise Abatement Team, ASB 
Strategy and Mediation and Support 
Service 

Conference 2005 
Further tenant consultation at 

Outcome 

developed 

Progress 
(reported six 

monthly) 



Issue 
No. 

3.a 

Issue 

Dissatisfaction with condition of home 

Lead Officer/ 
Continuous 

Improvement Group 
Elaine McHughl 
Estate Management 
Group 

Proposed Actions 

Complete race equality scheme 

Draft Estates Services manual 
issued for consultation to over 200 
groups Jan 2005 
Your Estate, Your Services 
in trod uced 
Increase in management reports on 
Estate Services 
Review factoring service - North 
Area 
Increase Tenant Led Inspections in 
all areas - set minimum per quarter 
in each ward 
Maximise number of meetings with 
T&R Groups - set minimum per 
quarter. Request attendance of 
other corporate departments 
Maximise publicity by relaunch of 
Your Estates, Your Services and 
promote Tenant Led Inspections 
and outcomes 
Further develop Community Warden 
Action Plan 
Target areas with Mobile 
Community Wardens 
In trod uce Awards for 
Communities/Groups 
Maximise links to Community 
Regeneration Team 
Include Estate Services information 
in local Newsletters 

Outcome Progress 
(reported six 

monthly) 



Issue 

Increased dissatisfaction with condition 
of environmentlupkeep of estates 
Dissatisfaction with information on 
improvements works to home 

Dissatisfaction with-information on 
improvements to estates 

Priority for improvement in tenants 
homes including: 
0 Kitchen units 
0 Central heating 
0 Bathrooms 
0 Roughcasting 

Lead OfFicerl 
Continuous 

Improvement Group 

Lorna KilpatricW 
Estate Management 
Group 

Elaine McHughl 
Estate Management 
Group 

Lorna Kilpatrick 

Proposed Actions 

impact assessment for estate 
services 
Develop service level agreement 
with Community Services, Planning 
& Environment 
Involve community wardens in new 
tenant visits 

0 

As above 

0 Meeting arranged with Tenants 
Reps to improve communications on 
capital works 

program me 
Maximise PR opportunities via press 
releases, local newsletters and info 
to local tenant & resident groups 

conjunction with Community 
Regeneration Managers. Corporate 
tenant led inspections 
Improve information to tenants from 
Garden Assistance Scheme and 
close cleaning contractor 

0 Consultation event held with 
tenant's groups on developing 
priorities for investment June 05 
Councils 1 0-year delivery plan 
investment priorities broadly in line 
with tenants identified priorities 

0 Leaflet planned for capital 

0 

0 Improve corporate working in 

0 

0 

Outcome Progress 
(reported six 

monthly) 



Issue 
No. 

6.a 

6.b 

6.c 

7. 

8. 

Issue 

Priorities for additional investment: 
More adaptations for the disabled 

Priorities for additional investment: 
Environmental improvements 

Priorities for additional investment: 
Improving estate management 

Information on how rents are 
calculated and spent, especially their 
‘Affordability’ 

Levels of dissatisfaction with overall 
housing service: 
0 Moodiesburn (-21.3%) 

0 Airdrie (-3.8%) 
0 Wishaw (-1.8%) 

Shotts (-5.8%) 

Lead Officer/ 
Continuous 

Improvement Group 
John Gormley/ Joint 
Adaptations Group 

Divisional Managers 

Elaine McHughl 
Estate Management 
Group 

Una Coleman 

Divisional Managers 

Proposed Actions 

0 Adaptations (revenue) budget was 
significantly increased in recent 
years from €1.7m in 03/ 04 to f2.8m 
in 04/05 and 05/06. 
In addition E0.16m spend on major 
adaptations through capital 
programme in 04/05 and a budget of 
f0.2m in 05/06. 
Programme has been agreed by 
H&TS Committee for back court 
improvements 

0 Liaise with tenant and resident 
groups re estate based initiatives 

0 Continuous Improvement Group 
(CIG) monitoring monthly returns 
from area managers 
CIG carrying out audits on house 
files and estates 
Rent newsletter issued annually to 
include affordability comparison 
lnfo in North Lan news on how HRA 
budget is made up and spent 
Rent consultation Ten Conf 2005 
Rent info on NorthLan web being 
developed 
Establish short life residents focus 
groups- Moodiesburn, Airdrie, 
Wishaw and Shotts 
Discuss survey results with local 
members, PPPs and tenant and 
resident groups 

0 

0 

0 

0 

0 

0 

0 

0 

0 

Outcome Progress 
(reported six 

monthly) 



Proposed Actions Outcome 

Analyse complaints, service levels 

Introduce informal complaints 
through CIG 

process 

Lead Officer/ 
Continuous 

Immovement Grour, 

Progress 
(reported six 

monthly) 

Issue 
No. 

Issue 


