
Overview of Findings

Prepared June 2006 for

Clackmannanshire Council
Survey Of Tenants



Overview of Findings
Table of Contents

The Home..............................................................................................................1
[e512] Rating Aspects Of The Home...........................................................................................................1
[s115] Rating Of The General Condition Of Home...................................................................................... 1
[s113] Overall Satisfaction With Accommodation.......................................................................................1

The Neighbourhood...............................................................................................2
[s117] How Serious Problems Are In Neighbourhood................................................................................. 2
[f658] How Safe Residents Feel Walking In The Area After Dark................................................................2

The Warden Service..............................................................................................3
[g613] Area Has A Warden......................................................................................................................... 3
[g614] Rating Aspects Of The Area Warden Service...................................................................................3
[f621] Overall Satisfaction With Warden Service........................................................................................3

Day-To-Day Repairs.............................................................................................. 4
[a59201] Number Of Repair Reqests Made During Past 12 Months........................................................... 4
[a59202] Number Of Requested Repairs Completed During Past 12 Months.............................................4
[c349] Had To Report Repair More Than Once Before It Was Seen To In Past 12 Months.......................... 4
[c424] Have Had To Get A Contractor To Redo A Repair During Past 12 Moths......................................... 4
[c311] Rating Of Repair Service..................................................................................................................4
[c359] How The Repair Service Is Changing...............................................................................................5
[c425] How Residents Would Prefer to Report Repairs...............................................................................5
[c426] Residents Would Like To Arrange A Repair Time Slot Such As Morning Or Afternoon.....................5
[s125] Overall Satisfaction With Way Landlord Handles Repairs & Maintenance....................................... 5

Major Improvement Works....................................................................................6
[c427] Landlord Has Undertaken Major Repairs To Home In Past 12 Months.............................................6
[c430] Received Written Information Before Major Works Began During Past 12 Months..........................6
[c422] Opinions Of The Amount Of Information Provided Prior To Major Works Starting........................... 6
[c415] Major Works/Improvements That Have Been Carried Out Were Necessary.................................... 6
[c428] Rating Of Improvement Works Carried Out During Past 12 Months................................................ 6
[c429] Overall Satisfaction With Major Works/ Improvements Carried Out To The Home.......................... 7

Service From Housing Services.............................................................................8
[s118] Residents Have Contacted Landlord In Last 12 Months (Other Than To Pay Rent)......................... 8
[a59203] How Residents Last Contacted Landlord..................................................................................... 8
[a59204] Why Residents Last Contacted Landlord.....................................................................................8
[s121] Ease Of Getting Hold Of Right Person When Last Contacting Landlord........................................... 8
[s122] Helpfulness Of Staff When Last Contacted Landlord....................................................................... 8
[s123] How Staff Handled Problem When Last Contacted Landlord........................................................... 8
[s124] Satisfied Or Dissatisfied With Final Outcome After Contact With Landlord..................................... 9

Communication...................................................................................................10
[s129] Rating Landlord On Keeping Residents Informed Of Things Which May Affect Them....................10
[a59205] Rating Landlord's Publications In Terms Of Their Usefulness....................................................10
[g736] Overall Satisfaction With Communication Between Landlord And Residents................................10

Consultataion......................................................................................................11
[a35408] Issues On Which Residents Are Willing To Give Views.............................................................. 11
[g786] Ways Residents Prefer To Give Their Views About Services The Landlord Provides..................... 11
[s130] How Much Account Landlord Takes Of Residents' Views When Making Decisions........................ 12
[s131] Satisfaction With Opportunities To Take Part In Management & Decision Making........................ 12
[g796] Overall Satisfaction With Way Landlord Consults And Involves Residents....................................12

The Customer Contact Centre.............................................................................13
[a59206] Contacted the Contact Centre About A Housing Issue During Past 12 Months......................... 13
[o716] Rating Response When Telephoning Contact Centre.................................................................... 13

Applications And Lettings....................................................................................14



[a35204] Have Moved Into This Home In The Past 12 Months..................................................................14
[a106] Application Form For Housing Was Straightforward......................................................................14
[a118] Fairness Of Allocation Process.......................................................................................................14
[a132] Residents Find The Terms Of Tenancy Easy To Understand......................................................... 14
[c326] Condition of Home When Residents First Moved In.......................................................................14

The Council As A Landlord.................................................................................. 15
[s112] Rating Rent As Value For Money....................................................................................................15
[d476] Aware Of Procedures For Helping Tenants In Rent Arrears........................................................... 15
[d404] Ever Been Behind With Rent......................................................................................................... 15
[a59207] Rating How Council Staff Respond When Tenants Are Behind With The Rent...........................15
[d447] How Residents Would Prefer To Pay Rent..................................................................................... 15
[k9] How The Landlord's Service Is Changing...........................................................................................15
[s111] Satisfaction With Overall Service Provided By Landlord................................................................16

Making Improvements To The Service................................................................ 17
[a44110] How Much Services Need Improving......................................................................................... 17
[a44109] The Most Important Services Provided By Landlord.................................................................. 17

Profile Of Tenants................................................................................................18
[s101] Length Of Time Respondent/Household Has Been With Landlord................................................. 18
[s102] Length Of Time Respondent/Household Have Lived In Present Home...........................................18
[s106] Household Composition.................................................................................................................18
[s107] Ethnic Origin Of Respondent..........................................................................................................18

After Here Questions Are Repeated With Can't Say Type Options......................19
The Warden Service............................................................................................20

[ggc13] Area Has A Warden......................................................................................................................20
[ggd14] Rating Aspects Of The Area Warden Service...............................................................................20

Day-To-Day Repairs............................................................................................ 21
[sf25] Overall Satisfaction With Way Landlord Deals With Repairs & Maintenance..................................21

Major Improvement Works..................................................................................22
[ccc27] Landlord Has Undertaken Major Repairs To Home In Past 12 Months......................................... 22
[ccc30] Received Written Information Before Major Works Began During Past 12 Months...................... 22

Service From Housing Services...........................................................................23
[sc18] Residents Have Contacted Landlord In Last 12 Months (Other Than To Pay Rent)........................23
[af9203] How Residents Last Contacted Landlord....................................................................................23
[af9204] Why Residents Last Contacted Landlord....................................................................................23
[sd21] Ease Of Getting Hold Of Right Person When Last Contacting Landlord......................................... 23
[sd22] Helpfulness Of Staff When Last Contacted Landlord..................................................................... 23
[sd23] How Staff Handled Problem When Last Contacted Landlord......................................................... 23
[sd24] Satisfied Or Dissatisfied With Final Outcome After Contact With Landlord................................... 24

Communication...................................................................................................25
[ad9205] Rating Landlord's Publications In Terms Of Their Usefulness....................................................25

Consultataion......................................................................................................26
[sd30] How Much Account Landlord Takes Of Residents' Views When Making Decisions........................ 26
[sf31] Satisfaction With Opportunities To Take Part In Management & Decision Making......................... 26

The Customer Contact Centre.............................................................................27
[ac9206] Contacted the Contact Centre About A Housing Issue During Past 12 Months..........................27
[od16] Rating Response When Telephoning Contact Centre.................................................................... 27

Making Improvements To The Service................................................................ 28
[ad4110] How Much Services Need Improving......................................................................................... 28

Profile Of Tenants................................................................................................29
[sg01] Length Of Time Respondent/Household Has Been With Landlord................................................. 29
[sg02] Length Of Time Respondent/Household Have Lived In Present Home...........................................29

Key Data............................................................................................................. 30
[a592c1] Management Area..................................................................................................................... 30
[a592c2] Area...........................................................................................................................................31
[a592c3] Length Of Time With Landlord...................................................................................................31
[a592c4] Property Type............................................................................................................................ 31
[h806] Household Composition.................................................................................................................31
[xh806] Household Composition...............................................................................................................32
[xs107] Ethnic Group................................................................................................................................32

Response Rates...................................................................................................33
[zzz] Replied to Survey............................................................................................................................. 33
[zzz] Replied to Survey By Management Area..........................................................................................33
[zzz] Replied to Survey By Property Type.................................................................................................33
[zzz] Replied to Survey By Bedrooms In Home.........................................................................................33
[zzz] Replied to Survey By Age Group For Property..................................................................................33
[zzz] Replied to Survey By Area................................................................................................................34



[zzz] Replied to Survey By Area And Property Type................................................................................. 34



Overview of Findings The Home

The Home

[e512] Rating Aspects Of The Home

[s115] Rating Of The General Condition Of Home

[s113] Overall Satisfaction With Accommodation

Rating Aspects Of The Home

Good Fair Poor

 10  20  30  40  50  60  70  80  90 100  0

Percentage Of Respondents

Bathroom fittings 170824 37 40

Storage space 171125 37 38

Car parking facilities 163227 35 38

Kitchen fittings 170835 24 40

Noise insulation 170729 41 30

Privacy 170241 42 17

Security 167146 39 15

Electrical sockets 170349 36 14

Condition of windows 170256 31 13

Heating system 172361 25 14

Ventilation 170456 37 7

Fire safety 170361 34 6

Size of home 169364 29 7

Rating Of The General Condition Of Home
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The Neighbourhood
[s117] How Serious Problems Are In Neighbourhood

[f658] How Safe Residents Feel Walking In The Area After Dark

How Serious Problems Are In
Neighbourhood

Slight problem Serious problem

 10  20  30  40  50  60  70  0

Percentage Of Respondents

Racial harassment 174152

People damaging home 174113 6

Problems with neighbours 174119 11

Noise from traffic 174129 8

Other crime 174127 14

Noise from people 174130 14

Graffiti 174132 14

Drug dealing 174124 21

Dogs 174134 22

Litter & rubbish in street 174140 24

Vandalism 174141 26

How Safe Residents Feel Walking In The
Area After Dark
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Safe
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Safe

43
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Unsafe
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Very
Unsafe

15
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The Warden Service
[g613] Area Has A Warden

[g614] Rating Aspects Of The Area Warden Service

[f621] Overall Satisfaction With Warden ServiceArea Has A Warden
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Percentage Of 951 Respondents

Yes

29

No

71

Rating Aspects Of The Area Warden
Service

Good Fair Poor

 10 20 30 40 50 60 70 80 90100  0

Percentage Of Respondents

Removal of graffiti 15026 45 29

Cleaning internal/external areas 15828 44 27

Rubbish/litter removal 20044 34 23

Overall Satisfaction With Warden Service
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Day-To-Day Repairs
[a59201] Number Of Repair Reqests Made During Past 12 Months

[a59202] Number Of Requested Repairs Completed During Past 12 Months

[c349] Had To Report Repair More Than Once Before It Was Seen To In Past 12 Months

[c424] Have Had To Get A Contractor To Redo A Repair During Past 12 Moths

[c311] Rating Of Repair Service

Number Of Repair Reqests Made During
Past 12 Months
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Number Of Requested Repairs Completed
During Past 12 Months
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Had To Report Repair More Than Once
Before It Was Seen To In Past 12 Months
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  0

Percentage Of 1702 Respondents

Yes

26

No

74

Have Had To Get A Contractor To Redo A
Repair During Past 12 Moths
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  0

Percentage Of 1684 Respondents

Yes

18
No

82

Rating Of Repair Service

Good Fair Poor

 10  20  30  40  50  60  70  80  90 100  0
Percentage Of Respondents

Time from report to repair visit 162743 43 14

Speed of repair work 163750 40 10

Making arrangements for repair visit 163051 40 9

Cleaning up after repairs 164052 39 9

Quality of repair work 163255 39 6

Handling of repair requests 167165 31 4

Politeness of workmen 162968 29 2
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[c359] How The Repair Service Is Changing

[c425] How Residents Would Prefer to Report Repairs

[c426] Residents Would Like To Arrange A Repair Time Slot Such As Morning Or Afternoon

[s125] Overall Satisfaction With Way Landlord Handles Repairs & Maintenance

How The Repair Service Is Changing
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How Residents Would Prefer to Report
Repairs
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Repair Time Slot Such As Morning Or Afternoon

 10

 20

 30

 40

 50

 60

 70

  0

Percentage Of 1700 Respondents

Yes

68

No
1

Present
system OK

31
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Major Improvement Works
 Has Undertaken Major Repairs To Home In Past 12 Monthslord[c427] Land

[c430] Received Written Information Before Major Works Began During Past 12 Months

[c422] Opinions Of The Amount Of Information Provided Prior To Major Works Starting

[c415] Major Works/Improvements That Have Been Carried Out Were Necessary

[c428] Rating Of Improvement Works Carried Out During Past 12 Months

Landlord Has Undertaken Major Repairs
To Home In Past 12 Months
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Rating Of Improvement Works Carried Out
During Past 12 Months

Good Fair Poor

 10  20  30  40  50  60  70  80  90 100  0
Percentage Of Respondents

Cleaning up after works were done 78655 30 16

Speed of improvement works 79354 31 14

Efficiency with which works were done 78357 31 12

Quality of improvement works 79160 31 9
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[c429] Overall Satisfaction With Major Works/ Improvements Carried Overall Satisfaction With Major Works/
Improvements Carried Out To The Home

 10

 20

 30

 40

 50

  0

Percentage Of 791 Respondents

Very
satisfied

41

Fairly
satisfied

41

Neither

8
Fairly

dissatisfied

6
Very

dissatisfied

3

Out To The Home

Survey Of Tenants 7 Clackmannanshire Council
© Kwest Research (28 Jun 2006 15:15)



Overview of Findings Service From Housing Services

Service From Housing Services
[s118] Residents Have Contacted Landlord In Last 12 Months (Other Than To Pay Rent)

[a59203] How Residents Last Contacted Landlord

[a59204] Why Residents Last Contacted Landlord

[s121] Ease Of Getting Hold Of Right Person When Last Contacting Landlord

[s122] Helpfulness Of Staff When Last Contacted Landlord

[s123] How Staff Handled Problem When Last Contacted Landlord

Residents Have Contacted Landlord In
Last 12 Months (Other Than To Pay Rent)

 10

 20

 30

 40

 50

 60

 70

 80

  0

Percentage Of 1596 Respondents
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25

How Residents Last Contacted Landlord

 10  20  30  40  50  60  70  0

Percentage Of 1154 Respondents

Other
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Wrote 2

Visited office 36

Phoned 60

Why Residents Last Contacted Landlord

 10  20  30  40  50  60  70  0

Percentage Of 1117 Respondents

Other 18

Neighbours 5

Transfer/exchange/rehousing 6

Rent/housing benefit 9

Repairs 62

Ease Of Getting Hold Of Right Person
When Last Contacting Landlord
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Overview of Findings Service From Housing Services

[s124] Satisfied Or Dissatisfied With Final Outcome After Contact With Satisfied Or Dissatisfied With Final
Outcome After Contact With Landlord
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Communication
ping Residents Informed Of Things Which May Affect Them[s129] Rating Landlord On Kee

[a59205] Rating Landlord's Publications In Terms Of Their Usefulness

[g736] Overall Satisfaction With Communication Between Landlord And ResidentsRating Landlord On Keeping Residents
Informed Of Things Which May Affect Them
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Rating Landlord's Publications In Terms
Of Their Usefulness

Good Fair Poor

 10 20 30 40 50 60 70 80 90100  0

Percentage Of Respondents

Leaflets from landlord 151037 56 7

Council website 64545 49 6

Letters from landlord 157946 49 6

The Newsletter 159251 44 5

Rent/service charge information 159855 41 5

Repairs Handbook 156357 39 4

Tenancy Agreement 159857 40 3

Tenancy Handbook 162760 37 3

Overall Satisfaction With Communication
Between Landlord And Residents
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Consultataion
ents Are Willing To Give Views[a35408] Issues On Which Resid

[g786] Ways Residents Prefer To Give Their Views About Services The Landlord Provides

Issues On Which Residents Are Willing
To Give Views

 10  20  30  40  0

Percentage Of 1706 Respondents

How landlord develops future activities 15

How the landlord operates 16

The services the landlord delivers 16

The quality of services 21

The neighbourhood 29

The home 37

Ways Residents Prefer To Give Their
Views About Services The Landlord Provides

 10  20  30  40  50  60  0
Percentage Of 1661 Respondents

Sit on tenants' sub committee 3

Take active part in a Residents' Association 5

Take part in one-off campaigns 6

Join Residents' Association without active role 9

Attend local open meetings 11

Attend meetings on special issues 14

Fill in comment/suggestion cards 28

Not able to get involved 36

Complete questionnaires like this 54

Read information 56
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Overview of Findings Consultataion

[s130] How Much Account Landlord Takes Of Residents' Views When Making Decisions

[s131] Satisfaction With Opportunities To Take Part In Management & Decision Making

[g796] Overall Satisfaction With Way Landlord Consults And Involves Residents

How Much Account Landlord Takes Of
Residents' Views When Making Decisions
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Satisfaction With Opportunities To Take
Part In Management & Decision Making

 10

 20

 30

 40

 50

  0

Percentage Of 1344 Respondents

Very
satisfied

10
Fairly

satisfied

43

Neither

35

Fairly
dissatisfied

6
Very

dissatisfied

5

Overall Satisfaction With Way Landlord
Consults And Involves Residents

 10

 20

 30

 40

 50

  0

Percentage Of 1654 Respondents

Very
satisfied

12

Satisfied

42

Neither

36

Dissatisfied

9
Very

dissatisfied

2

Survey Of Tenants 12 Clackmannanshire Council
© Kwest Research (28 Jun 2006 15:15)



Overview of Findings The Customer Contact Centre

The Customer Contact Centre
 Contacted the Contact Centre About A Housing Issue During Past 12 Months[a59206]

[o716] Rating Response When Telephoning Contact Centre

Survey Of Tenants 13 Clackmannanshire Council
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Contacted the Contact Centre About A
Housing Issue During Past 12 Months
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  0

Percentage Of 1398 Respondents

Yes

21

No

79

Rating Response When Telephoning
Contact Centre

Good Fair Poor

 10  20  30  40  50  60  70  80  90 100  0
Percentage Of Respondents

Returning messages 25930 32 37

Ability to solve your query 27434 38 28

Being put through to right person 27840 39 21

Speed of getting through 28439 43 18

Staff giving their name/company name 26548 30 22

Helpfulness of response 27644 39 17
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Applications And Lettings
ved Into This Home In The Past 12 Months[a35204] Have Mo

[a106] Application Form For Housing Was Straightforward

[a118] Fairness Of Allocation Process

[a132] Residents Find The Terms Of Tenancy Easy To Understand

[c326] Condition of Home When Residents First Moved In

Have Moved Into This Home In The Past
12 Months
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Application Form For Housing Was
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15

Fairness Of Allocation Process
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Residents Find The Terms Of Tenancy
Easy To Understand
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Percentage Of 117 Respondents

Yes

96

No
4

Condition of Home When Residents First
Moved In

Good Fair Poor

 10  20  30  40  50  60  70  80  90100  0

Percentage Of Respondents

Decoration 12215 32 53

Condition of garden 9417 29 54

Cleanliness 12233 39 28

General state of repair 12032 43 25
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The Council As A Landlord
ent As Value For Money[s112] Rating R

[d476] Aware Of Procedures For Helping Tenants In Rent Arrears

[d404] Ever Been Behind With Rent

[a59207] Rating How Council Staff Respond When Tenants Are Behind With The Rent

[d447] How Residents Would Prefer To Pay Rent

[k9] How The Landlord's Service Is Changing

Rating Rent As Value For Money
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Aware Of Procedures For Helping Tenants
In Rent Arrears
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Yes
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Ever Been Behind With Rent
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Percentage Of 1676 Respondents

Yes

32

No

68

Rating How Council Staff Respond When
Tenants Are Behind With The Rent

Good Fair Poor

 10  20  30  40  50  60  70  80  90100  0

Percentage Of Respondents

Information provided 48243 41 16

Ability to resolve the issue 48446 38 15

Helpfulness 50452 37 11

How Residents Would Prefer To Pay Rent

 10  20  30  40  50  0

Percentage Of 1619 Respondents

By telephone (via credit/debit card) 2

Via landlord's website 2

By cheque 5

By standing order 5

At a Pay Point outlet 12

By direct debit 17

Housing Benefit goes direct 32

By cash 48

How The Landlord's Service Is Changing
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Percentage Of 1692 Respondents

Getting
 better
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Staying
 same
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Getting
 worse
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[s111] Satisfaction With Overall Service Provided By LandlordSatisfaction With Overall Service
Provided By Landlord
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Making Improvements To The Service
[a44110] How Much Services Need Improving

[a44109] The Most Important Services Provided By Landlord

How Much Services Need Improving

No improv ement  needed Some improv ement  needed Much improv ement  needed

 10  20  30  40  50  60  70  80  90 100  0
Percentage Of Respondents

Keeping residents informed 138745 45 10

Repairs & maintenance 146437 46 17

Value for money for rent 134837 45 18

Involving residents in managing housing 111532 53 15

Taking residents' views into account 135124 52 25

Overall quality of home 148018 59 23

The Most Important Services Provided By
Landlord

 10  20  30  40  50  60  70  80  90  0
Percentage Of 1685 Respondents

Involving residents in managing housing 8

Taking residents' views into account 34

Keeping residents informed 36

Value for money for rent 55

Overall quality of home 75

Repairs and maintenance 84
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Profile Of Tenants
pondent/Household Has Been With Landlord[s101] Length Of Time Res

[s102] Length Of Time Respondent/Household Have Lived In Present Home

[s106] Household Composition

[s107] Ethnic Origin Of Respondent

Length Of Time Respondent/Household Has
Been With Landlord

 10  20  30  40  50  0

Percentage Of 1657 Respondents

21+ years 49

11-20 years 18

6-10 years 11

3-5 years 10

1-2 years 8

Under 1 year 4

Length Of Time Respondent/Household
Have Lived In Present Home

 10  20  30  40  0

Percentage Of 1695 Respondents

21+ years 32

11-20 years 19

6-10 years 17

3-5 years 15

1-2 years 11

Under 1 year 5

Household Composition

 10  20  30  0

Percentage Of 1652 Respondents

Other 3

2 parents with at least one child 8

1 parent with at least one child 11

Three or more adults, aged 16+ 4

Two adults, at least one 60+ 16

Two adults both under 60 9

One adult aged 60+ 28

One adult under 60 21

Ethnic Origin Of Respondent

 10 20 30 40 50 60 70 80 90100  0

Percentage Of 1712 Respondents

Other

Asian/Asian British-Bangladeshi

Asian/Asian British-Pakistani

Mixed-White & Asian

Mixed-White & Black African

Other White background 2

White-Irish

White-British 97
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Overview of Findings

After Here Questions Are Repeated With 
Can't Say Type Options
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Overview of Findings The Warden Service

The Warden Service
 Warden[ggc13] Area Has A

[ggd14] Rating Aspects Of The Area Warden Service
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Area Has A Warden

 10

 20

 30

 40

 50

  0

Percentage Of 1639 Respondents

Yes

17

No

41

Don't
know

42

Rating Aspects Of The Area Warden
Service

Good Fair Poor

Doesn't Apply

 10 20 30 40 50 60 70 80 90100  0

Percentage Of Respondents

Removal of graffiti 25215 27 17 40

Cleaning internal/external areas 25218 28 17 37

Rubbish/litter removal 25235 27 18 21



Overview of Findings Day-To-Day Repairs

Day-To-Day Repairs
faction With Way Landlord Deals With Repairs & Maintenance[sf25] Overall Satis
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Overall Satisfaction With Way Landlord
Deals With Repairs & Maintenance

 10  20  30  40  50  0

Percentage Of 1685 Respondents

No opinion/don't know 3

Very dissatisfied 3

Fairly dissatisfied 6

Neither 14

Fairly satisfied 46

Very satisfied 28



Overview of Findings Major Improvement Works

Major Improvement Works
rd Has Undertaken Major Repairs To Home In Past 12 Months[ccc27] Landlo

[ccc30] Received Written Information Before Major Works Began During Past 12 Months
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Landlord Has Undertaken Major Repairs
To Home In Past 12 Months
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  0

Percentage Of 1696 Respondents

Yes

49

No

48

Can't remember
3

Received Written Information Before
Major Works Began During Past 12 Months

 10

 20

 30

 40

 50
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 70

 80

 90

100

  0

Percentage Of 810 Respondents

Yes

94

No
5

Can't remember1



Overview of Findings Service From Housing Services

Service From Housing Services
idents Have Contacted Landlord In Last 12 Months (Other Than To Pay Rent)[sc18] Res

[af9203] How Residents Last Contacted Landlord

[af9204] Why Residents Last Contacted Landlord

[sd21] Ease Of Getting Hold Of Right Person When Last Contacting Landlord

[sd22] Helpfulness Of Staff When Last Contacted Landlord

[sd23] How Staff Handled Problem When Last Contacted Landlord

Residents Have Contacted Landlord In
Last 12 Months (Other Than To Pay Rent)

 10

 20

 30

 40
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 70

 80

  0

Percentage Of 1665 Respondents

Yes

72

No

24

Can't
remember

4

How Residents Last Contacted Landlord

 10  20  30  40  50  60  70  0

Percentage Of 1155 Respondents

Can't remember

Other

Emailed

Wrote 2

Visited office 36

Phoned 60

Why Residents Last Contacted Landlord

 10  20  30  40  50  60  70  0

Percentage Of 1136 Respondents

Can't remember 2

Other 18

Neighbours 5

Transfer/exchange/rehousing 6

Rent/housing benefit 8

Repairs 61

Ease Of Getting Hold Of Right Person
When Last Contacting Landlord

 10

 20

 30

 40

 50

 60

 70

  0

Percentage Of 1179 Respondents

Easy

63

Difficult

20

Neither

14
Can't

remember

3

Helpfulness Of Staff When Last
Contacted Landlord
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 20
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 90

  0

Percentage Of 1180 Respondents

Helpful

83

Unhelpful
7

Neither
8

Can't
remember

2

How Staff Handled Problem When Last
Contacted Landlord

 10

 20
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 80

  0

Percentage Of 1174 Respondents

Dealt
with problem

78

Unable
to deal
with it

12
Neither
8

Can't
remember

1
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Overview of Findings Service From Housing Services

[sd24] Satisfied Or Dissatisfied With Final Outcome After Contact WitSatisfied Or Dissatisfied With Final
Outcome After Contact With Landlord

 10

 20

 30

 40
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 60

 70

  0

Percentage Of 1158 Respondents

Satisfied

66

Dissatisfied

22

Neither

11
Can't

remember

1

h Landlord
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Overview of Findings Communication

Communication
[ad9205] Rating Landlord's Publications In Terms Of Their Usefulness
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Rating Landlord's Publications In Terms
Of Their Usefulness

Good Fair Poor
Nev er Receiv ed

 10 20 30 40 50 60 70 80 90100  0

Percentage Of Respondents

Council website 128223 25 3 50

Leaflets from landlord 160135 52 7 6

Letters from landlord 161545 48 52

The Newsletter 164949 43 43

Repairs Handbook 164654 37 45

Rent/service charge information 162454 40 52

Tenancy Agreement 161056 40 3

Tenancy Handbook 166559 36 32



Overview of Findings Consultataion

Consultataion
[sd30] How Much Account Landlord Takes Of Residents' Views When Making Decisions

[sf31] Satisfaction With Opportunities To Take Part In Management & Decision Making

How Much Account Landlord Takes Of
Residents' Views When Making Decisions

 10

 20

 30

 40
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 60

  0

Percentage Of 1646 Respondents

A lot

19

A little

53

None
at all

15

No
opinion

13

Satisfaction With Opportunities To Take
Part In Management & Decision Making

 10  20  30  40  0

Percentage Of 1618 Respondents

No opinion 17

Very dissatisfied 4

Fairly dissatisfied 5

Neither 29

Fairly satisfied 36

Very satisfied 9
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Overview of Findings The Customer Contact Centre

The Customer Contact Centre
ontacted the Contact Centre About A Housing Issue During Past 12 Months[ac9206] C

[od16] Rating Response When Telephoning Contact Centre
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Contacted the Contact Centre About A
Housing Issue During Past 12 Months

 10

 20

 30

 40

 50

 60

 70

  0

Percentage Of 1578 Respondents

Yes

19

No

70

Don't
know

11

Rating Response When Telephoning
Contact Centre

Good Fair Poor
Can't Say

 10 20 30 40 50 60 70 80 90100  0

Percentage Of Respondents

Returning messages 29027 29 33 11

Ability to solve your query 29032 36 27 6

Staff giving their name 29044 28 20 9

Being put through to right person 29039 37 20 4

Helpfulness of response 29042 37 16 5

Speed of getting through 29039 42 18 2



Overview of Findings Improving Services

Making Improvements To The Service
[ad4110] How Much Services Need Improving
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How Much Services Need Improving

No improv ement  needed Some improv ement  needed Much improv ement  needed
No  opinion

 10  20  30  40  50  60  70  80  90 100  0
Percentage Of Respondents

Involving residents in managing housing 167022 35 10 33

Taking residents' views into account 167019 42 20 19

Overall quality of home 167016 52 20 11

Value for money for rent 167030 36 15 19

Repairs & maintenance 167032 40 15 12

Keeping residents informed 167037 37 8 17



Overview of Findings Profile Of Tenants

Profile Of Tenants
[sg01] Length Of Time Respondent/Household Has Been With Landlord

[sg02] Length Of Time Respondent/Household Have Lived In Present Home
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Length Of Time Respondent/Household Has
Been With Landlord

 10  20  30  40  50  0

Percentage Of 1717 Respondents

Don't know /can't remember 3

21+ years 48

11-20 years 17

6-10 years 11

3-5 years 10

1-2 years 8

Under 1 year 4

Length Of Time Respondent/Household
Have Lived In Present Home

 10  20  30  40  0

Percentage Of 1717 Respondents

Don't know /can't remember

21+ years 32

11-20 years 18

6-10 years 17

3-5 years 15

1-2 years 11

Under 1 year 5
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Key Data
[a592c1] Management Area
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Management Area

 10  20  30  0

Percentage Of 1745 Respondents

Bowmar/Mar Policies 11

Alva/Menstrie 12

Tillicoultry/Muckhart 16

Tullibody/Cambus 10

Clackmannan 10

Sauchie/Fishcross 17

Alloa 23



Overview of Findings Key Data

[a592c2] Area

[a592c3] Length Of Time With Landlord

[a592c4] Property Type

[h806] Household Composition

Area

 10  0

Percentage Of 1745 Respondents

735 6

733 4

621 2

618 2

617 2

614 5

611 2

551

541 3

525 2

521

517

515 2

513 3

511 4

431

416

414

413 3

412

411 3

331

321

317 2

314 4

311 4

231

227

224

221 7

217 3

214 3

211 2

131

127 3

125 5

123 2

121

116

114 4

112

111 6

Length Of Time With Landlord

 10  20  30  40  50  0

Percentage Of 1657 Respondents

21+ years 49

11-20 years 18

6-10 years 11

3-5 years 10

2 years or less 12

Property Type

 10  20  30  40  50  0

Percentage Of 1735 Respondents

Maisonette 4

4 in a block 25

Flat 13

Bungalow 12

House 45

Household Composition

 10  20  30  0

Percentage Of 1652 Respondents

Other 7

2 Adults & child 8

1 Adult & child 11

Two Adults 9

Single Adult 21

Elderly Couple 16

Single Elderly 28
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Overview of Findings Key Data

[xh806] Household Composition

[xs107] Ethnic Group

Household Composition

 10  20  30  40  0

Percentage Of 1533 Respondents

2 parents & child 8

1 parent & child 12

Two adults 10

Single adult 22

Couple 60+ 17

Single 60+ 30

Ethnic Group

 10  20  30  40  50  60  70  80  90 100  0

Percentage Of 1712 Respondents

Ethnic Minority

Ethnic Majority 99
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Overview of Findings Response Rates

Response Rates
[zzz] Replied to Survey

[zzz] Replied to Survey By Management Area

[zzz] Replied to Survey By Property Type

[zzz] Replied to Survey By Bedrooms In Home

[zzz] Replied to Survey By Age Group For Property

Replied to Survey

 10  20  30  40  50  60  70  0

Percentage Of 5099 Respondents

Did Not Reply 66

Replied 34

Replied to Survey
By Management Area

Replied Did Not Reply

 10  20  30  40  50  60  70  80  90 100  0
Percentage Of Respondents

Bowmar/Mar Policies 27 73 570

Alva/Menstrie 34 66 631

Tillicoultry/Muckhart 37 63 823

Tullibody/Cambus 33 67 502

Clackmannan 30 70 523

Sauchie/Fishcross 37 63 861

Alloa 36 64 1189

Replied to Survey
By Property Type

Replied Did Not Reply

 10  20  30  40  50  60  70  80  90 100  0
Percentage Of Respondents

Bedsit 28 72 29

Maisonette 27 73 200

4 in a block 32 68 1291

Flat 31 69 688

Bungalow 41 59 597

House 35 65 2294

Replied to Survey
By Bedrooms In Home

Replied Did Not Reply

 10  20  30  40  50  60  70  80  90 100  0
Percentage Of Respondents

Six 100 2

Five 25 75 139

Four 34 66 1353

Three 33 67 2315

Two 38 62 1257

One 21 79 33

Replied to Survey
By Age Group For Property

Replied Did Not Reply

 10  20  30  40  50  60  70  80  90 100  0
Percentage Of Respondents

Older (60+) 46 54 620

Mature (30+) 33 67 329

General Needs 33 67 4150
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Overview of Findings Response Rates

[zzz] Replied to Survey By Area

[zzz] Replied to Survey By Area And Property Type

Replied to Survey
By Area

Replied Did Not Reply

 10  20  30  40  50  60  70  80  90 100  0

Percentage Of Respondents

735 29 71 320

733 24 76 250

621 41 59 120

618 22 78 122

617 38 62 87

614 35 65 213

611 34 66 89

551 67 33 6

541 51 49 103

525 25 75 169

521 27 73 41

517 38 63 72

515 38 62 102

513 32 68 160

511 46 54 170

431 24 76 17

416 32 68 44

414 36 64 75

413 35 65 141

412 22 78 64

411 36 64 161

331 60 40 5

321 20 80 5

317 36 64 77

314 27 73 252

311 30 70 184

231 30 70 40

227 44 56 16

224 28 72 18

221 35 65 363

217 34 66 166

214 44 56 161

211 44 56 97

131 23 77 103

127 38 62 137

125 40 60 225

123 37 63 71

121 34 66 62

116 31 69 49

114 31 69 218

112 33 67 63

111 43 57 261

Replied to Survey
By Area And Property Type

Replied Did Not Reply

 10  20  30  40  50  60  70  80  90 100  0

Percentage Of Respondents

Bedsits 28 72 29

Maisonettes 27 73 200

Bowmar/Mar Policies 4 23 77 13

Bowmar/Mar Policies F 33 67 18

Bowmar/Mar Policies B 36 64 81

Bowmar/Mar Policies H 26 74 405

Alva/Menstrie 4 30 70 167

Alva/Menstrie F 23 77 148

Alva/Menstrie B 45 55 69

Alva/Menstrie H 39 61 246

Tillicoultry/Muckhart 4 34 66 202

Tillicoultry/Muckhart F 39 61 214

Tillicoultry/Muckhart B 41 59 83

Tillicoultry/Muckhart H 38 62 309

Tullibody/Cambus 4 24 76 55

Tullibody/Cambus F 22 78 60

Tullibody/Cambus B 40 60 75

Tullibody/Cambus H 37 63 257

Clackmannan 4 28 72 122

Clackmannan F 20 80 20

Clackmannan B 32 68 99

Clackmannan H 30 70 279

Sauchie/Fishcross 4 35 65 191

Sauchie/Fishcross F 29 71 116

Sauchie/Fishcross B 50 50 119

Sauchie/Fishcross H 38 62 360

Alloa 4 34 66 541

Alloa F 34 66 112

Alloa B 45 55 71

Alloa H 38 62 438
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