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The Home

The Home

Rating Aspects Of The Home
Percentage of Respondents )
Fire safety 205 1w
Size of home 31 7 1410
Ventilation B 9/ 1410
Heating system [IEMNCONMNI 27 14 1427
Kitchen fittings [ NEZIII 21 17 1410
lectical TR SIS 139
sockets
Gonditionaf 330 1423
windows _
Security 45| 41 13 1418
Privacy 43 42 15 1411
Noise insulation 39 EE 1421
Bathroom = —
fittings ) 2 25 1422
Storage space m 39 34 1428
Car parking =
facilities BT s s e
0 10 20 30 40 50 60 70 80 90100
Bood Fair  Poor

Rating Of The General Condition Of

Home
60 Percentage of 1429 Respondents

50
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. E - —)
Very good  Fairly Neither Fairly poor Very poor
good
Overall Satisfaction With
Accommodation

50 Percentage of 1430 Respondents
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The Neighbourhood

The Neighbourhood

How Serious Problems Are In Area
Percentage of 1456 Respondents
Litter & rubbish

in street 43 20
Vandalism

Dogs

Other crime

Drug dealing

Noise from people
Graffiti
Noise from traffic

Problems with
neighbours

People damaging
home m

Racial harassment m

How Safe Residents Feel Walking In The
Area After Dark

50Percenta_ge of 1420 Respondents

40
30
20

10
5 14
0

Very Safe  Fairly Safe A Little Very Unsafe
Unsafe
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Blight problem [BBfious problem
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The Warden Service

The Warden Service

Area Has A Warden

Percentage of 734 Respondents

aYes
(25.1%)

No
©(74.9%)

Rating Aspects Of The Area Warden

Service

Percentage of Respondents
Cleaning internal/ e
external areas 46, 28 100
Rubbish/litter removal [JE20 51 27 123
Removal of graffiti 47 320 101

0 102030405060 708090100
Bood Fair [Poor

Satisfaction With Warden Service
40 Percentage of 156 Respondents

30
20
32|
10
15|
.
0
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satisfied dissatisfied
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Day-To-Day Repairs

Day-To-Day Repairs

Number Of Repair Requests Made
During Past 12 Months

60 Percentage of 1400 Respondents

= 0 —— —) —

5-6 7-9

50

40

30

20

10

Number Of Requested Repairs
Completed During Past 12 Months

60 Percentage of 1380 Respondents

50
40
30

.H
) _ [P

20
10
None

Had To Report Repair More Than Once

Before It Was Seen To In Past Year
Percentage of 1401 Respondents

Yes
[ Y
(27.7%)

0
© (72 3%)

Have Had To Get A Contractor To Redo A
Repair During Past 12 Months

Percentage of 1382 Respondents

» 1ES
(17.7%)

0
©(523%)

Rating Aspects Of The Repair Service

Percentage of Respondents

74 242

Politeness of workmen 1337

How The Repair Service Is Changing
Percentage of 1365 Respondents

Getting better

: : ]
Handling of repair = — (38.4%)
requests o Sl 1343 &Staying the same
Quality of repair work 35 6 1323||*(55.5%)
Speed of repair work B 27 8 1340 %eitoi/ng worse
Cleaning up after repairs 36 10 1339 (6.1%)
Making access :
arrangements “ SONNRD| 1298
Time from report to repair 42 13 1330

0 25 50 75 100

Bood Fair  Poor
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Day-To-Day Repairs

How Residents Would Prefer To Report

Repairs
80 Percentage of 1405 Respondents

70
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50
40 73
30
20
10
0  —— — .
Face to face Viainternet By létter Repairs
freephone
service

Residents Would Like To Arrange A
Repair Time Slot Such As Morning Or
Afternoon
Percentage of 1403 Respondents
Yes
9 (68.8%)
No
(0.7%)
Happy with present
# system
(30.5%)

Overall Satisfaction With The Way
Landlord Deals With Repairs And

Maintenance
5OPercentage of 1371 Respondents

40
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20
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| e
Very Fairly Neither Fairly Very
satisfied satisfied dissatisfied dissatisfied
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Major Improvement Works

Major Improvement Works

Landlord Has Undertaken Major Repairs
To Home In Past 12 Months

Percentage of 1355 Respondents

'Yes
(46.3%)

No
Ci53.7%)

Received Written Information Before
Major Works Began During Past 12
Months

Percentage of 608 Respandents
Yes
©(96.4%)
+ No
(3.6%)

Opinions Of The Amount Of Information
Provided Prior To Major Works Starting
Percentage of 608 Respondents
. Too much
(1.1%)
About right
O(89.5%)
+« More needed
(9.4%)

Major Works/Improvements Were

Necessary
Percentage of 588 Respondents
Yes
©(97.3%)
+ No
(2.7%)

Quality of improvement works

Efficiency with which works were
done

Speed of improvement works
Clearing up after works were done

Bood Fair Poor

Rating Of Improvement Works Carried Out During Past
12 Months

Percentage of Respondents

61! "33 6 579
BT 2 e
50) EE 14 588

53] 29 il ss1
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Overall Satisfaction With Major Works/

Improvements Carried Out To The Home
5OPercentage of 604 Respondents
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Service From Housing Services

Service From Housing Services

Residents Have Contacted Landlord In
Last 12 Months (Other Than To Pay Rent)
Percentage of 1320 Respondents

Yes
D(76.7%)
a No

(23.4%)

How Residents Last Contacted Landlord
20 Percentage of 985 Respondents

70
60
50
40
30
20
10

Email

0 Phoned EOE Eﬁ?

Visited
office

Why Residents Last Contacted Landlord

70Percentage of 982 Respondents

60
50
40
30 06
20
10
16|
Repairs Rent/ Transfer/ Neighbours  Other
housing exchange/
benefit  rehousing

Ease Of Getting Hold Of Right Person
When Last Contacting Landlord

Percentage of 956 Respondents
Eas
J(73y9%
. Difficult
(14.3%)
« Neither
(11.9%)

Helpfulness Of Staff When Last
Contacted Landlord

Percentage of 968 Respondents

Helpful

‘(85p1%

< Unhelpful
(5.6%)

<« Neither
(9.3%)

How Staff Handled Problem When Last
Contacted Landlord

Percentage of 971 Respondents

‘Dealt with problem
(81.2%)

« Unable to deal with it
(13.5%)

. Neither
(5.3%)
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Whether Satisfied Or Dissatisfied With
Final Outcome Following Contact With
Landlord
Percentage of 969 Respandents
Satisfied
9(69.4%)
p Dissatisfied
(20.3%)
<« Neither
(10.3%)
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Communication

Communication

Rating Landlord On Keeping Residents Rating Landlord's Publications In Terms
Informed Of Things Which May Affect Of Their Usefulness
Them Percentage of Responc‘ler__'!tg
50Percentage of 1364 Respondents TenanCy Handbook 60 37 2 1259
Repairs Handbook 10 3 1217
40 Rent/service charge _
information 20 4_0 i Rage
30 Tenancy Agreement  [JIEZII 43 2 1267
20 The Newsletter “ 400 5 1302
Council website _ 47 5 598
10 - Letters from landlord _ 47 6 1260
- Leaflets from —=
- - 41l |
Very good  Fairly Neither Fairly poor Very poor ||landlord il 24 gl 1163
good 0 1020 30405060 708090100
Eood Fair [Poor
Overall Satisfaction With
Communication Between Landlord And
Residents
50Percentage of 1391 Respondents
40
30
20
|8 ]
0 Very Satisfied Neither Dissatisfied -Vezry-
satisfied dissatisfied
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Consultation

Consultation

Issues On Which Residents Are Willing

To Give Views

Percentage of 1417
Respondents

| m
T

The home

The neighbourhood

The quality of services
The services the landlord
delivers

How the landlord operates

How landlord develops
future activities
0 10 20 30 40 50

Read information
Complete guestionnaires like this

Don't want active role
Fill in comment/suggestion cards

Attend meetings on special
issues

Attend local open meetings
Join Resident Association but
take no active role

Ways Residents Will Participate In Activities Of
Landlord

Percentage of 1382 Respondents
53|

Take part in one-off campaigns

Take active role in Resident 7
Association =
Sit On Tenants' Sub-committee
0 10 20 30 40 50 60
How Much Account Landlord Takes Of Satisfaction With Opportunities To Take
Residents' Views When Making Decisions|| Part In Management & Decision Making
Percentage of 1155 Respondents 5oPercentage of 1102 Respondents
aA lot
(24.8%) 40
A little
%(59.0%) "
« None at all
(16.2%) 5
10
0 4
Very Fairly Neither Fairly Very
satisfied  satisfied dissatisfied dissatisfied
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Consultation

Overall Satisfaction With Landlord

Consulting & Involving Residents
ggPercentage of 1374 Respondents

40

30

20

10 i

: 8
0 o - i |
Very Satisfied Neither Dissatisfied Very
satisfied dissatisfied
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The Customer Contact Centre

The Customer

Contact Centre

Contacted The Contact Centre About A Rating Response When Telephoning
Housing Issue During Past 12 Months Landlord
Percentage of 1149 Respondents Percentage of Respondents
JYes Staff giving their name 33188 272
(27.9%) Speed of getting through 39 49 12 289
No Hel - : :
‘(72.2%) e.pfulness of response 41 42 17 284
Being put through to =5 Tkl =y a5
right person LSS ==
Ability to solve your -
query E 43 23 287
Returning messages 23 39 EBFi 271
0 25 50 75 100
Bood Fair Poor
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Applications And Lettings

Have Moved Into This Home In The Past Application Form Straightforward
12 Months Percentage of 116 Respondents
Percentage of 1384 Respondents °YES
Yes (88.7%)
r
(9.3%) « No
No (11.3%)
©(50.7%)
Fairness Of Allocation Process Residents Find The Terms Of Tenancy
50Percentage of 120 Respondents Easy To Understand
Percentage of 119 Respondents
Yes
40
©(96.1%)
| + No
a0 (3.9%)
20
10
En
Very Fair Fair Neither Unfair Very
Unfair
Condition Of Home When Residents
Moved In
Percentage of Respondents
General state of = - = e
repair ! 43 31 117
Cleanliness 20l 34 40 18
Condition of garden _ 29 3 104
Decoration Eel 22 e s
0 10 20 30 40 50 60 70 80 90100
Bood Fair Poor
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The Council As A Landlord

The Council As A Landlord

Rating Rent As Value For Money

50Percentage of 1404 Respondents

40
30
20

10 20

8|
Neither Fairly poor Very poor

4

Fairly
good

0 Very good

Aware Of Procedures For Helping

Tenants In Rent Arrears
Percentage of 1390 Respondents

.Yes
(49 6%)

Opip.a2

Ever Been Behind With Rent

Percentage of 1392 Respondents

Yes
N33.1%)

No
€ (66.9%)

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

Percentage of Respondents

Helpfulness 48] 40 11 415
Ability to resolve _ .

the issue 47 __ 4 Ly 398
Information provided 42 42 17 380

0 10 20 30 40 50 60 70 80 90100
Bood Fair Poor

How Landlord's Service Is Changing
Percentage of 1400 Respondents
’Gettmg better
(43.5%)
Staying the same
€ (49.8%)
, Getting worse
(6.6%)

How Residents Would Prefer To Pay Rent

Percentage of 1363 Respondents

By cash 46
Housin i
Housh g Benefit goes £L)
By direct debit 19|
At a Pay Point outlet [Tl
By standing order i
By telephone (via =
credit/debit card) =
By cheque B
Via Landlord's website @ _ Il
0 10 20 30 40 50

Satisfaction With Overall Service
Provided By Landlord

5oPercentage of 1404 Respondents

40

30

20
10 20
Very Fairly Neither Falrly Very
satisfied satisfied dissatisfied dissatisfied
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Making Improvements To The Service

Making Improvements To The Service

How Much Services Need Improving The Most Important Services Provided
. . . Percentage of Respondents By Landlord
Keeping residents informed 45 11 1197 Percentage of 1427
Repairs & maintenance 40 45 15 1254 Respondents
- . Repairs and maintenance 8
Value for money for rent 42 18 1133 )
Involving residents in 9 16 Overall quality of home 2
managing housing E 971} value for money for rent
Overall quality of home 59 18 1271||Keeping residents informed
Taking residents' views Taking residents' views
into account El 20 23y 14l into account
] 0 25 50 75 100 Involving residents in
rovement §nme improvement M’uch_improvement managing housing
needed E=eed 0 10 20 30 40 50 60 70 80 90
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Profile Of Tenants

Profile Of Tenants

Length Of Time Respondent/Household
Has Been With Landlord

50Percentage of 1388 Respondents

40 30
30
20
20
Under 1 - -5 6-10 11-20 21+ Under 1 1- 6-10 11-20 21+
year years years years years Yyears year years years years years years

Length Of Time Respondent/Household

Have Lived In Present Home
40 Percentage of 1427 Respondents

Household Composition
Percentage of 1428

Ethnic Origin Of Respondent

Percentage of 1429 Respondents

Respondents White-British 97

One adult under 60 “ White-Irish ¢
One adult aged 60 or over “ Other White background .i
Two adults both under 60 m Mixed-White & Black
Two adults, at least one 60+ Caribbean i
Three or more adults, 16 or over E Mi)ged-White & Black 0
One-parent family with at least i African
one child under 16 Mixed-White & Asian 0
Two-parent family with at least Other mixed background @
one child under 16 Asian/Asian British-Indian 0
Other 4 : : e

Asian/Asian British- |

g 10 20 39 pakistani 9

Asian/Asian British- 0

Bangladeshi

Other Asian/Asian British 0

Black/Black British- 0

Caribbean

Black/Black British-African 0

Other Black/Black British 0

Chinese 0

Other i

0 102030405060 708090100
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Calculated Data

Calculated Data

Ethnic Group

Percentage of 1429 Respondents

.Ethnic Maijority

(99.1%)

- Ethnic Minority
(0.9%)
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Key Data

Key Data

Area Warden
Percentage of 1460 Respondents

» Has warden
(12.6%)

No warden
©(57.4%)

Time With Landlord

50Percentage of 1388 Respondents
40
30
20

10
- 11 11|

8|
Underl 1-2 3-5

Percentage of 4888 Population
4 in a block (GF)

4 in a block (UF)

6-10 11-20 21+
year years years years years years
Dwelling Type Property Type

50Percentage of 4888 Population

40
Bedsit Ground @
Bedsit Upper ¢
Bungalow E =l
Flat Ground !
Flat Upper 3l 2
House o5
Maisonette A 10
Upper _ _ 12
0 10 20 30 40 50 0 4]
4 in a block Bungalow Flat House  Maisonette
Management Area

Percentage of 4888 Population Type of Tenancy
Alloa “ 1ggPercentage of 4888 Population
Alva/Menstrie 90
Bowmar 80
Clackmannan/ 70
Forestmill 60
Sauchie/Fishcross 17/ 50
Tillicoultry/ 10
Devonside/ 16 .
Coalsnaughton 30
Tullibody/Cambus 20

0 10 20 30| 10

General Shel?ered Extraecare Supp%rted
Needs
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Tenure Included In The Sample
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Response Rates

Replied To Survey
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The Warden Service

Area Has A Warden
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Rating Aspects Of The Area Warden
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Day-To-Day Repairs

Overall Satisfaction With The Way Landlord
Deals With Repairs And Maintenance
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Major Improvement Works

Landlord Has Undertaken Major Repairs
To Home In Past 12 Months
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Service From Housing Services

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

Ease Of Getting Hold Of Right Person
When Last Contacting Landlord
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Communication

Rating Landlord's Publications In Terms
Of Their Usefulness
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Consultation

How Much Account Landlord Takes Of
Residents' Views When Making Decisions
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The Customer Contact Centre
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Making Improvements To The Service
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Profile Of Tenants
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