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EXECUTIVE SUMMARY

INTRODUCTION

B Ardenglen Housing Association commissioned Research Resource to carry out
a customer satisfaction survey on their behalf.

B A total of 398 interviews were carried out with Ardenglen Housing
Association’s tenants in order to assess satisfaction with the Association and
the services it provides. Interviews took place between the 27t of May and
the 28t of June 2019. 398 interviews represents a 41% response rate from
tenants in scope for the research.

B Analysis of the respondent profile shows that the survey sample is broadly
representative by scheme and size. This provides robust data upon which the
Association can be confident about making decisions.

B This executive summary highlights the key findings from this programme of
research.



OVERALL SATISFACTION

Summarised below are the results for the key Scottish Social Housing Charter
indicators for tenants relating to customer satisfaction. These have been compared
to the Association’s previous surveys which were carried out in 2010, 2013 and in
2016. As can be seen below satisfaction levels in general have remained consistent
with those achieved in the 2016 survey. Satisfaction has decreased however in terms
of value for money for rent which has decreased by five percentage points from
99% in 2016 to 94% in 2019. Satisfaction levels have increased on the other hand with
regards to the Association’s contribution to the management of the neighbourhood
where satisfaction has increased by 5 percentage points from 93% in 2016 to 98% in
2019.

Scoftish Housing Regulator indicators (Tenants only)
2010 2013 2014 2019 % change

21 Taking everything into account, how satisfied
or dissatisfied are you with the overall service 0% 947, o987, 4% | -4%
provided by Ardenglen Housing Association? (%

very/ fairly satisfied)

Q10 How good or poor do you feel Ardenglenis at
keeping you informed about their services and 95% 28% 8% 9% = 1%
decisions? [%Bvery good/ fairly good)

Q15 How satisfied or dissatisfied are you with the
opportunities given to you to participate in } 947, 947, %97 | 3%
Ardenglen's decision making process? (% verny/

fairly safisfied)

222 Thinking about the LAST time you had repairs
carried out, how satfisfied or dissatisfied were you
with the repairs and maintenance service
provided by Ardenglen® (% very/ fairly satisfied)-
Those who have reported a repair in the last 12
months

81% 5% 5% 2% |= -3%

228 Overall, how satfisfied or dissatisfied are you
with the quality of your home? (% very/ fairly 4% 95% 4% 3% = -1%
satisfied)

245 Taking into account the accommodation and
services Ardenglen provides, 1o what extent do
you think that the rent for this property represents 90% 76% 9% 4% W -5%
good or poor value for money? lsit.. (% very
good value/ fairly good value)

Q32 Owerall, how satisfied or dissatisfled are you
with Ardenglen's contribution to the management - 25% 23% 8% | 5%
of the neighbourhood you live ing




AREAS OF HIGH PERFORMANCE

The results of the 2019 survey reveal that, in general, the Association is performing to
a high standard. The following points show the key highlights where satisfaction was
highest:

Overall satisfaction with the service provided by Ardenglen is high with 94% of
tenants being very or fairly satisfied which is not significantly different from the
figure reported in 2016 (97%).

With regards to keeping tenants informed, satisfaction is consistently high with
99% satisfaction in 2019 compared to 98% in 2016 and in 2013.

The Association’s newsletter is well received with 89% of tenants stating they
read the Ardenglen News, an increase on the 2013 survey where 78% said
they read the newsletter. Of those who read the newsletter 97% said it was
easy to read, 91% said it was interesting and 82% said it was relevant to them.

The proportion of tenants who said they would be interested in participating
in at least one of the Association’s decision-making activities has increased
from 25% in 2013 to 36% in 2016 and to 48% in 2019.

Furthermore, the percentage of respondents who said they would like to be
consulted about all changes has contfinued to increase year on year, from 8%
in 2013 to 13% in 2016 and 20% in 2019.

The vast majority of tenants were satisfied with opportunities given to them to
participate in Ardenglen’s decision making process (99%, 6% in 2016).

Awareness of the complaints policy has increased from 73% in 2016 1o 80% in
2019.

Tenants rated the repairs service highly with 92% of tenants who had reported
arepairin the last 12 months stating they were very or fairly satisfied.
Satisfaction with individual aspects of the repair service was highest regarding
the ease of reporting repairs (99%), helpfulness of staff (98%), attitude of
tradesmen (98%) and the level of disturbance faced (98%). Furthermore,
satisfaction with the out of hours repairs service has seen an increase from
90% in 2016 to 100% in 2019.

Satisfaction with the quality of the home was high with 93% of tenants stating
they were satisfied in this respect. This is not significantly different than was
reported in 2013 (95%) and in 2016 (94%).

Tenant opinion on the neighbourhood is good with 98% of tenants stating
they were satisfied with the way the Association manages their
neighbourhood (93% in 2016).

The proportion of respondents who pay their rent (fully or partially) who said
their rent was affordable has increased from 58% in 2016 to 76% in 2019).



ACTION PLANNING

The following points have been made to highlight key areas where there is room for
improvement in terms of the Association’s current service offering. In particular lower
levels of satfisfaction have been highlighted which were evident throughout the
report:

B The proportion of respondents who said the rent for their property was good
value for money is high (94%), however this is less than was reported in 2016
(99%).

B With regards to the Association’s contribution to the management of the
neighbourhood, satisfaction levels have seen a decrease with regards to the
cleaning of common areas, with satisfaction falling from 97% in 2016 to 86% in
2019.

B |n terms of neighbourhood issues, issues which have become more of a
problem since 2016 include;

o Drug Dealing - the proportion of tenants stating this was a serious or
minor problem has increased by 7 percentage point since 2016.

o Drug/ alcohol abuse - the proportion of tenants stating this was a
serious or minor problem has increased by 9 percentage point since
2016.



1. INTRODUCTION, BACKGROUND AND OBJECTIVES

1.1 Infroduction

This report represents and discusses the findings to emerge from Ardenglen Housing
Association’s 2019 Tenant Satisfaction Survey.

1.2 Background and objectives

The aim of the research was to seek tenants’ and owner’s views on the services that
Ardenglen provides and how well it performs these services and to help identify
areas where the service can be improved. Specifically, the research was designed
to provide customers views on the following:

B The quality of information provided by Ardenglen;
Feedback on customer care;
Quality of accommodation and the neighbourhood;
Service provision including repairs, maintenance and improvements;
Tenant involvement/ opportunities for participation;
Value for money.

It is against this background that Research Resource were commissioned to carry
out Ardenglen’s 2019 Customer Satisfaction Survey.

10



2. RESEARCH METHOD

2.1 Research Method

We note that the Ipsos MORI guidance prepared on behalf of the Regulator
debates the use of a range of different methodologies for carrying out the survey,
including postal, online, telephone and face to face survey methods. However,
given the requirement for a minimum of a 40% response rate and ensuring
representative samples of tenants, it was decided that the survey was carried out
utilising a face to face survey methodology with tenants. The face to face
methodology is the methodology, which is most typically used for tenant satisfaction
surveys. Our primary reasons for recommending this were:

B Administering the survey utilising an interviewer led methodology allows us to
maximise the response rate.

B The proposed methodology is an inclusive methodology and allows interviewers
to ensure that, for example, elderly or those with a disability or literacy problems
can be included in the process. It also lets us identify any potential barriers to
participation which can be raised and addressed in partnership with the
Association.

B Facilitates high quality of survey output as it allows the interviewer to build up a
rapport with the respondent ensuring that the questionnaire is answered in full
and allowing explanation of the necessity for asking personal data.

2.2 Questionnaire design

After consultation with Ardenglen representatives, a survey questionnaire was
agreed which fully met the information needs and requirements of the organisation
and included all issues of importance for tenants.

In developing the questionnaire the following issues were considered:
B The information needs listed in the survey brief;
B The Scottish Social Housing Charter indicators upon which Ardenglen is
required to report;
B Research Resource experience in relation to customer satisfaction surveying.

Once a draft questionnaire was designed, a pilot of 10 interviews was undertaken.
The pilot was undertaken to ensure that:

B the questionnaire structure flows easily, thereby maintaining the interest of the
respondent over the duration of the interview which was not considered to
be onerous;

B the routing of questions was complete and appropriate;

B the questions were understood by a range of respondents. It was recognised
that the questions had to be coherent and meaningful to people of different
levels of ability.
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After the pilot was completed Research Resource fed back to the Association any
recommendations in terms of amendments to the questionnaire which were raised
from the pilot. These services were then signed off by the Association in advance of
fieldwork. Thereafter, a quantitative door to door survey was undertaken with
tenants.

2.3 Sample size

The aim of the survey was to achieve a robust level of data upon which the
Association can have confidence making decisions upon and to maximise the
response to the survey.

Overall, a total of 398 interviews were completed with Ardenglen tenants,
representing a 41% response rate and providing data accurate to +3.76% based
upon a 50% estimate at the 95% confidence level.

Tenant interviews were spread across each area of the Association’s stock to ensure
coverage of all stock types. The guidance from the Scottish Housing Regulator states
that in all surveys, particularly postal surveys, some groups are more likely than others
to respond. This means that certain subgroups will be under-represented and others
will be over-represented in the final achieved sample (i.e. all the people who
responded). Weighting ensures that received responses are representative of the
whole survey population. The guidance suggests that social landlords will be likely to
have suitable information on the population in terms of dwelling type (flats, semi
detached house, detached, terraces) and the number of bedrooms.
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The tables below show the sample profile broken down by scheme and number of
bedrooms, compared to the population. As can be seen below, the interview profile
is relatively in line with the overall tenant population profile, varying by no more than
2 percentage points. We are therefore comfortable that the coverage of the tenant
population is sufficiently close that weighting of survey data is not required.

Scheme No of tenants % of tenants in’rgcr)vgws in’rZr)v(i);ws
Ardencraig Phase 1 59 6.1% 24 6.0%
Ardencraig Phase 2a 32 3.3% 13 3.3%
Ardencraig Phase 2b 17 1.8% 7 1.8%
Ardencraig Phase 3 27 2.8% 11 2.8%
Ardencraig Phase 4 19 2.0% 8 2.0%
Ardencraig Square 54 5.6% 23 5.8%
Ballantay Phase 1 72 7.5% 30 7.5%
Ballantay Phase 2 64 6.7% 26 6.5%
Ballantay Phase 3 63 6.5% 26 6.5%
Ballantay Quadrant 22 2.3% 9 2.3%
Cathkin Braes Phase 1 32 3.3% 13 3.3%
Cathkin Braes Phase 2 17 1.8% 7 1.8%
Cathkin Braes Phase 3 20 2.1% 8 2.0%
Cathkin Braes Phase 4 26 2.7% 13 3.3%
Cathkin Braes Phase 5 28 2.9% 11 2.8%
Cathkin Braes Phase 6 19 2.0% 8 2.0%
mortgage to rent 13 1.4% 5 1.3%
Scarrel Terrace 20 2.1% 8 2.0%
SST block 1 59 6.1% 24 6.0%
SST block 2 31 3.2% 13 3.3%
SST block 3 47 4.9% 19 4.8%
SST block 4 71 7.4% 29 7.3%
SST block 5 48 5.0% 22 5.5%
SST block 6 30 3.1% 10 2.5%
EJ\:vmngsk Drive Shared 5 0.5% o 0.5%
Tormusk Island Site 25 2.6% 11 2.8%
Tormusk Primary Site 42 4.4% 18 4.5%
Grand Total 962 100.0% 398 100.0%
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No of % of

Number of rooms No of tenants % of tenants

interviews interviews
0 2 0.2% 1 0.3%
1 41 4.3% 16 4.0%
2 149 15.5% 54 13.6%
3 515 53.5% 220 55.3%
4 210 21.8% 90 22.6%
5 40 4.2% 14 3.5%
6 5 0.5% 3 0.8%
9 1 0.1% 0 0.0%
Grand Total 963 100.0% 398 100.0%

24 Interviewing and Quality Control

All interviewing was undertaken by Research Resource’s highly frained and
experienced field force, all of whom are highly experienced in undertaking
customer satisfaction surveys for Housing Associations and Local Authorities.
Interviewing took place between the 27t of May and the 28" of June 2019.

2.5 Survey Analysis and Reporting

Survey data has been analysed and reported on in a number of ways. Data has
been analysed by key variables as agreed by the organisation. Where any
particular trends or issues are found for any one key group, this is detailed in the
survey report,

Please note that not all percentages sum to 100% due to rounding.

2.6 Report Structure

This document details the key finding to emerge from the survey, addressing the key
findings of the survey for Ardenglen Housing Association.

Chapter 3. OVERALL SATISFACTION

Chapter 4. INFORMATION AND COMMUNICATION
Chapter 5. TENANT PARTICIPATION

Chapter 6. CUSTOMER CARE

Chapter 7. REPAIRS SERVICE

Chapter 8. THE HOME

Chapter 9. THE NEIGHBOURHOOD

Chapter 10. RENT AND AFFORDABILITY

Chapter 11. HOUSEHOLD INFORMATION

Chapter 12. CONCLUSIONS AND RECOMMENDATIONS
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3. OVERALL SATISFACTION

3.1 Satisfaction with the overall service provided by Ardenglen Housing
Association (Q1/2)

The survey opened by asking tenants how satisfied or dissatisfied they were with the
overall service provided by Ardenglen Housing Association. Over 9 in 10 tenants
(95%) were either very or fairly satisfied in this respect compared to 3% who were
neither satisfied nor dissatisfied, 2% who were very or fairly dissatisfied and 1% who
had no opinion.

Overall satisfaction has seen a marginal decrease from 98% in 2016 to 5% in 2019.

Q1 Taking everything into account, how satisfied or
dissatisfied are you with the overall service provided by
Ardenglen Housing Association?

80.4% @ @
90% 96% 98% 94%

14.1%
- 2.6% 1.6% 0.3% 0.6%
Very satisfied  Faldy satisfed MNeither Fairy Very No opinion
satisfied nar dissatisfied dissatisfied
dlissatisfied

Where respondents were not satisfied with the overall service provided by Ardenglen
Housing Association, they were asked for their reasons for feeling this way. A total of
19 respondents provided comments and these are listed below. Generally, these
were regarding repairs issues, anti-social behaviour and comments on customer
service.

B Boiler has had an issue 3 times this year. It's been repaired before that 10 times
last year. Gutteris a problem as well and dampness in one of the bedrooms.
Got new doors. They worked for 4 days but now my front door is sticky and
back door has a metal strip hanging out meaning sometimes | can't close it

properly.

B Across the road has turned info a children's home without telling us, there has
been a lot of trouble ever since. Fire engines have been twice a month.

B They could deal with anfi-social behaviour better.
B Not much contact with them.

B Never ask for anything.

16



My boiler constantly breaks down. There's a big problem with it and they can't
get to the bottom of it.

Sometimes the services aren't up to much. | was waiting for over a month for
window repairs.

Not happy that bins get left in the close.
Haven't come to fix paintwork in close.

I have dampness in the bathroom. Kitchen extractor doesn't work in ceiling.
Bathroom is extremely wet.

Poor complaints handling.
Attitude of staff could be better.

Customer service is poor, they don't explain things or inform us before they do
things.

It took a while for them to sort out pigeons from upstairs.

Constantly on about the path outside as its full of moss on the slabs, and
when it gets wet, it gets too slippy. | am in a wheelchair.

Some of the slabs that were replaced aren't sitting properly.

The kitchen is falling apart, and everything needs fixed. There has been an
ongoing drip for years.

Upstairs had a fire and my hall ceiling still needs sorted, but no one has come
back out.

My door got kicked in, it got repaired but it still doesn't secure properly. It's
making my stress levels go up as | am frightened for my life.

17



4. INFORMATION AND COMMUNICATION

4.1 Communication sources (Q3/4)

Written communications were by far and away the most used and preferred sources
of information for tenants with 75% using the newsletter to keep informed and 69%
preferring to use newsletters, and 69% using letters and 57% preferring to use letters
to keep informed. Written communications were also the most used and preferred
communication sources in 2013 and 2016.

Q3/Q4 Which of the following sources of information do you use/ prefer to use obtain
information about Ardenglen and its service?

2013 (n=402) ‘ 2016 (n=402) 2019 (n=398)
Prefer to Prefer to Prefer to
Use Use Use
use use use

Ardenglen News 67% 42% 80% 59% 75% 69%
By letter 95% 57% 89% 58% 69% 57%
Telephone call 29% 5% 44% 11% 18% 14%
Visit the office 26% 1% 32% 6% 9% 7%
Email - - 9% 4%, 2% 6%
Text 0.2% 0.5% 4% 1% 4% 5%
Website 0.2% 0.2% 6% 1% 3% 4%
Public meetings 6% 0.5% 1% 6% 1% 1%
Facebook, Twitter or 1% 1%
other Social Media 0.2% 0.0% 4% 1%
Visit to your home by 0.9% 0.9% 79 i i 0%
staff
Tenants Handbook 1% 0.2% 8% 0% - -
Other (please 1% 1%
specify) ) ) 1% 0%
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4.2 Newsletters (Q5/6)

The vast majority of tenants read Ardenglen’s quarterly newsletters (89%). This is an
increase on the 2016 results where 78% said they read the newsletters. Of those who
read the newsletter, 97% agreed it was easy to read, 21% said it was interesting and
82% said it was relevant to them.

The Association are considering changing the frequency of the newsletter to 3 times
per year. Aimost all tenants (98%) said they would be happy with this change.

Qé To what extent do you agree with the following
statements about the newsleter. The newsletter is:

m Agree Neither/Nor m Disagree

Easy to read

3%

Interesting 9%

Relewvant to me

5 |

Base: Respondeniswho read the newsletter, n=353
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4.3 Internet access/ mobile apps (Q7-9)

The majority of tenants (72%) said they had internet access, 49% had home internet
access via a computer or TV, 63% had internet access through a smartphone or
other mobile device and 6% had internet access through another method. Just
under 3 in 10 tenants (28%) said they did not have internet access.

In terms of the main way tenants access the internet, 77% of those who went online
said they mainly did so through a smartphone or other mobile device.

Q7 Do you currently have access to the internet in any of the
following ways? (a) All ways; (b) Main way

B Q7a Al Ways (n=398) B Q7b Main Way [(n=286)

77.3%
62.6%
48.7%
60% .
Home internet access Internet access Infernet access | do not have internet
via a computeror TV through a smartphone  through another access

or other mobile device method (eg work,
public infemet access)

The chart below shows that internet access has increased over the years from 52% in
2013 10 62% in 2016 and 72% in 2019.

Q7 Do you currently have access to the internet in any of the
following ways? (All ways)

m2013 m20146 =2019

43%
r 49% AT, 48%
43% 46% 387,
28%
14%
[ % I
pam——— |

Home infernet access Internet access Infernet access | do not have internet
via a computeror TV through a smartphone  through another QACCEess

or other mobile device method [eg work,
public infemet access
Base: All tenants, n=3832 eTC--]
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Analysis by age reveals that as age increases the proportion of respondents with no
internet access increases with age from 5% for those aged under 35 to 23% for
respondents aged 35-64 and to 74% for respondents aged 65 and over.

Internet access analysed by age

100.0%
=+—Home intfernet access via
a computer or TV
80.0%
-8—|nternet access through a
60.0% smarfphone or other
mobile device
40.0% Internet access through
another method (e.q.
- work, public intfernet
20.0% access efc.)
| do not have internet
access
0.0%

Under 35 35-44 &5 and over

All respondents were asked about the activities they do online. Using social media
(73%) and internet banking (57%) were the most popular activities. Internet banking
and paying household bills have both seen significant increases since 2016. On the
other hand, buying something online, looking at Ardenglen’s website and using
social media have seen a decrease since 2016.

Q8 In the last year, can you tell me if you have used the

internet or mobile phone to do any of these?
m2013 m2016 ®m2019

83%
/5% 76%,
57% 50% 52%
39% 379 38%, 34%
227%
I Ia— fci 53'0
7% 2«3‘ &%
Used Intfemet Paid a Bought Lookedat  Regularly use None
banking household bill something on  Ardenglen's  social media

on the internet  the infernat website

Base: Respondentswhe had accessto theinternet: 2013, n=208; 2014, n=250; 2019, n=284
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The Association are interested in developing online services which tenants would be

able to access via an online portal or app. Around half of tenants who access the
infernet said they would be interested in doing any of these things such as making
payments, reporting repairs, reporting complaints etc.

Q9% Would you be interested in doing any of the following?

B May use Would notuse  mDon't know
Make a payment || NG 43% 8%
Report a repair || NN 41% 8%
To report a complaint || TNNINIEEE 42% 10%
Update your personal details || TGRS 42% 10%
Checkyour accountbalance |G 44%, 9%
Find out whatis happening in _ 437, -

the community

Bose: Respondentswho access the internet=285

Analysis by age reveals that as age increases the proportion of respondents who
said they ‘may use' an online portal or app to undertake various housing related
activities, decreases with age.

Q9 Interest in online portal/ app activities analysed by age (% stating ‘may use’)

16-34 35-64
Base 72 197
Make a payment 64% 46% 24%
Report a repair 69% 46% 24%
To report a complaint 67% 43% 24%
Update your personal details 67% 43% 24%
Check your account balance 64% 44% 24%
Eg?n%an\?;Co’r is happening in the 63% 45% 4%
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44 Keeping tenants informed (Q10/11)

Almost all tenants (99%) were of the opinion that Ardenglen is very or fairly good at
keeping them informed. The remaining 1% of respondents (4 tenants) said the
Association was neither good nor poor in this respect. The proportion of tenants who
said the Association was very or fairly good at keeping them informed has seen no
significant change since 2016 (98%).

Q10 How good or poor do you feel Ardenglen is at
keeping you informed about their services and decisions?

89.2%
95% @?B% @93% 9%
?.8%
- 1.0%
Very good Fairly good  Neither good nor  Fairly poor Very poor
Base: All tenants, n=398 poor

The four individuals who said they were neither satisfied nor dissatisfied provided the
following comments:

B Sometimes information is given after the event happen:s.
B More information in newsletter about rent.

B They need to let us know before they do things. Repairs take too long
because | work.

B |feel they make decisions but don't tell you how they have arrived at it.
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5. Tenant Participation

5.1 Interest in becoming involved in the Association (Q12/13)

All tenants were asked whether they were interested, or not, in taking part in various
tenant activities that Ardenglen provides for tenants. Over half of tenants (53%) said
they were not interested in participating in any of these activities (64% in 2016).
Activities which generated the highest levels of interest included becoming a

member of Ardenglen (22%), attending public meetings (19%) and completing

occasional surveys (18%).

Q12 The following are ways in which tenants can become involved in Ardenglen. Would you

be interested in participating in any of these in the future?

Base: All tenants, n=398 No %
None 209 | 52.5%
Becoming a member of Ardenglen 89 22.4%
Attending a public meeting 76 19.1%
Completing occasional surveys 73 18.3%
Aftending the AGM 45 11.3%
Joining the Board 13 3.3%
Aftending a smoller di_scussion group to look at how services are delivered and 8 20%
make suggestions for improvement

BY becoming‘ pgr’r of ’rhe. Associations Policy Panel, a group that meets to v 1.8%
discuss Association policies

Volunteering to assist community activities 6 1.5%
Tenant group to discuss the design of a new website 4 1.0%

The table below shows the results to this question compared to the 2013 and 2016
surveys and also the percentage point change between 2016 and 2019. There has
been a significant increase in the proportion of tenants interested in becoming a
member of Ardenglen since 2016 (increased by 21 percentage points) and also

regarding attendance of the AGM (increased by 10 percentage points). On the
other hand, there has been a decrease in the proportion of tenants interested in

completing occasional surveys (decreased by 15 percentage points).

Q12 The following are ways in which tenants can become involved in Ardenglen. Would you be interested in

participating in any of these in the future? {2013/ 2014/ 2019 comparison)

2014-201%

Change
Becoming a member of Ardenglen % 1% 22%  |dh 21%
Joining the Board % 1% ™ 2 3%
Attending a public meeting % 16% 9% = 3%
Attending a smaller discussion group 4% 3% % |2 -3%
Volunteering to assist community activities 1% 4% % |2 -3%
Completing occasional surveys 19% 33% 8% @ -15%
Attending the AGM 5% % 1%  |(fp 10%
MNone 75% 54% 5% | -12%
By becoming part of the Associations Policy Panel. a group that
r':eeh to dis?:t?&s Aszociation policies ! e o% o ® e 3
Tenant group to discuss the design of a new website 0% % % = 1%
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The main reasons given for not participating more in the Association were where
tenants simply were uninterested (47%), due to work commitments (29%) and
regarding health and disability issues (21%). The proportion of respondents who were
not interested in participating more has decreased from 53% in 2016.

Q13 Why are you not interested in participating more in the Association?

Base: Not interested in becoming involved, n=209

Noft interested 99 47 4%
Work commitments 61 29.2%
Health/disability issues 43 20.6%
Childcare commitments 26 12.4%

Don't think | have anything to contribute 6 2.9%
Don't understand enough about the work of Ardenglen 4 2.9%
Other (please specify) 2 1.0%
Not aware of any meetings/opportunities to participate 2 1.0%

Compared to 2016, there has been an increase in the proportion of respondents
citing work commitments (increase of 14 percentage points) as the reason for not
participating more in the Association.

Q13 Why are you not interested in participating more in the Association? (2013/ 2014/ 201%¥ comparison)

2013 2014 ig:f;ﬁ:;?

Mot interested 49% 53% 7% (b 5%
Health/dizability issues 15% 27% 21% = 2%
Waork cormmitrments 15% 16% 29%  |dh  14%
Childcare commitments 19% 11% 2% = 2%
Don't think | have anything to contribute 6% 3% ™ | 0%
Mot aware of any meetings/opportunities 1o participate 0% %, 1% = -1%
Don't understand enocugh about the work of Ardenglen 0% 0% ™ | 3%
Lack confidence in speaking up 1% - - -

Other - K, 1% -
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5.2 Preferred level of consultation (Q14)

Over 7 in 10 tenants (71%), when asked about their preferred level of consultation
with the Association, said they would like to be consulted about the changes which
affect them directly. A further 20% said they would be consulted about all changes,
1% said they did not wish to be contacted by Ardenglen at all and 8% said they
would wish to be advised about but not consulted on changes to services.

Q14 Which of the following best describes the level of
consultation you would like to be involved in?

0.8% Iwould not wish to be
contacted at all by
8.3% Ardenglen

'would wish to be adwvised
about but not consulted on
changes to sendces

m |would like to be consulted
about the changes which
affect me directly

= | wiould like fo be consulted
about all changes

Base: Al tenantis, n=378

The proportion of respondents who said they would like to be consulted about all
changes has continued to increase year on year, from 8% in 2013 to 13% in 2016 and
20% in 2019.

Q14 Which of the following best describes the level of
consultationyou would like to be involved in?

mZ2013 m2016 =m2019

81% 86%
%
20%
13%
A%, 7% 8% I 8%
1% 1% 1% p— -
['would not wish to be ['would wish to be Iwould like to be I'would like to be
contacted at allby  advised about but not  consulted about the  consulted about all
Ardenglen consulted on changes changes which affect changes
to sendces me directly
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5.3 Opportunities to participate (Q15/16)

Almost all tenants were very or fairly satisfied with the opportunities given to them to
parficipate in Ardenglen’s decision making processes (99%). Less than 1% of tenants
(2 tenants) were neither satisfied nor dissatisfied in this respect. Overall satfisfaction
has increased marginally from 96% in 2016 and 94% in 2013.

Q15 How satisfied or dissatisfied are you with the

opportunities given to you to participate in Ardenglen's
decision making process?

90.5%
@94% @96% 99%
?.0%
I 0.5%
Very safisfied Fairly satfisfied Neither satisfied Fairly dissatisfied Very dissatisfied
Base: All tenants, n=278 nor dissafisfied
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6. CUSTOMER CARE

6.1

Satisfaction with customer care (Q17/18)

The maijority of tenants (97%) were either very or fairly satisfied with the customer
care provided when they have contact with Ardenglen. The remaining 3% of
tenants (11 individuals) were neither satisfied nor dissatisfied.

Q17 Thinking of the contact you have with Ardenglen, how
satisfied or dissatisfied are you with the customer care

provided?
90.2%
/0% 28%
| —

Very safisfied Fairly satfisfied Meither safisfied Fairly dissafisfied Very dissafisfied

Base: All tenants, n=3%8

nor dissatisfied

Listed below are the comments provided by tenants who were neither satisfied nor
dissatisfied with the customer care provided by Ardenglen:

They came out but | feel they don't always act on what | ask to be sorted.
If I need a repair, | get it done myself.

I don't ask for anything as | would need to pay.

I have called for repairs that don't get done.

They don't get back to me.

Listen to tenants more.

To come out and look at people's homes, listen to the problem they have
and deal with it.

Attitude of staff can be bad at times.

Poor customer service. They need fo talk to people and approach them
better than sending threatening letters.

Depends who you speak fo.

Again, my door has been repaired, but | feel | need a new front door for
better security.
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6.2 Complaints procedure (Q19)

Eight in ten tenants (80%) are aware of and know how to access Ardenglen’s
Complaints Policy for residents to use if they are unhappy with any aspect of the
Association’s activities or services. Awareness of the complaints policy has increased
from 73% in 2016.
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7. THE REPAIRS SERVICE

7.1  Priorities for the repairs service (Q20)

All tenants were asked to select from a list of aspects of the repairs service, which
three were most important to them. In terms of tenants’ overall priorities (i.e. the
proportion of tenants rating each aspect a top, second or third priority), just under
two thirds of tenants (65%) selected the quality of the repairs as a priority and this
was followed by the length of time taken to undertake repairs (38%) and the ease of
reporting a repair (44%).

Q20 Repairs priorities

Top 2nd 3rd Overall

priority priority priority priority

The quality of the repairs 14.8% 20.4% 29.6% 64.8%
The length of time taken to undertake repairs 14.1% 21.4% 12.6% 48.1%
Easy to report a repair 34.7% 3.5% 5.8% 44.0%
The tradesman arriving at the appointed time 13.3% 17.8% 8.0% 39.1%
Sifi?oir is fixed first time without needing a return 6.3% 10.8% 25.6% 36.4%
The helpfulness of the staff 13.3% 15.8% 5.8% 34.9%
The level of disturbance you faced 2.8% 5.0% 8.0% 15.8%
The attitude of the tradesman 0.5% 5.0% 4.3% 9.8%
Don't know 0.3% 0.3% 0.3% 0.9%

The quality of repairs and the length of fime to undertake repairs have been
a top three priority for tenants in 2019, 2016 and 2013. However, ease of
reporting a repair is a new priority for tenants in 2019 and has replaced the
repair being fixed first time without needing a return visit in 2017 and 2013.

2013

*The quality of repairs (21%)
«Repair is fixed first time without needing a return visit (68%)
*The length of fime taken to undertake repairs (62%)

2016

*The quality of repairs (84%)
*The length of time taken to undertake repairs (68%)
*Repairis fixed first time without needing a return visit (54%)

*The quality of repairs (65%)
*The length of fime to undertake repairs (48%)
«Easy to report a repair (44%)
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7.2 Satisfaction with the repairs service (Q21/22)

Less than half of tenants (47%) have had day to day repairs carried out in their home
within the last 12 months. Of these respondents, 92% were either very or fairly safisfied
with the repairs and maintenance service provided by Ardenglen compared to 5%
who were neither satisfied nor dissatisfied and 3% who were very or fairly dissatisfied.

Overall satisfaction with the Association’s repairs and maintenance service has
decreased marginally from 95% in 2013 and 2016 and is higher than was reported in
2010 (81%).

Q22 Thinking about the LAST time you had repairs carried
out, how satisfied or dissatisfied were you with the repairs
and maintenance service provided by Ardenglen?

89.2%
81% @95% ®95% 92%

2.7% 4.8% 1.6% 1.6%
— [ |

Very satisfied Fairly satisfied  Neither safisfied Fairly dissatisfied Very dissatisfied

nor dissatisfied
Base: Howve reportedareparin the last 12months, n=184
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7.3 Satisfaction with aspects of the last repair (Q23/24)

Those who had repairs undertaken in the last 12 months were asked to rate how
satisfied or dissatisfied they were with various aspects of the last repair they reported.
Satisfaction levels were very high and above 90% for all aspects, ranging from 90% in
terms of the repair being completed ‘right first time’ to 99% with regards to the ease
of reporting the repair.

Q23 Thinking about the last repair you reported, how
satisfied were you with the following aspects of this
service?

B % safisfied % neither nor W% dissatisfied

Repair completed ight first fime N T95
The level of disturbance you faced

The quality of the repairs undertaken
The atfitude of the fradesman invalved

The length of fime taken to undertake repairs

The tradesman arriving at the appointed
time

The helpfulness of the staff involved

o o o

Ease of reporting the repair

Base: Hawverepcoriedarepaiin thelast 12months, n=184

Overall satisfaction with each of these aspects has seen no significant change since
2016, varying by no more than 3 percentage points in terms of the level of
disturbance faced where satisfaction has increased marginally since 2016.

Q23 Repairs service azpects 2013/2014,/201% comparizon (2013/ 2014/ 201¥ comparison)

2013 2014 2007 zg:;:::L?
Ease of reporting the repair 100% 100% % = -1%
The helpfulness of the staff involved 100% 100% MBE = -2
The tradesman amiving at the appointed time 8% 9% T
The length of time taken to underfake repairs 5% 4% 5% | 1%
The attitude of the tfradesman involved 9% B% MR = 0%
The quality of the repairs undertaken 4% 95% B’ |2 2%
The level of disturbance you faced 9% 5% /% = 3%
Repair completed 'right first fime' 4% N% W% | -1%
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Where respondents were not satisfied with any of these aspects they were asked to
provide their reasons for feeling this way. The comments provided are shown below
under each aspect of the repair:

Tradesman arriving at the appointed time

B They didn't arrive at the fime they were supposed to.
B Arrived in afternoon instead of morning.

B Didn't arrive when they should have.

Length of time taken to undertake repairs

B |t fook a while to do the work.
It took a while to do work.

It's never repaired properly.
Still not fixed properly.

It took a while to get done.

Ongoing drip for day and a half.

The attitude of the tradesman involved

B |felt he didn't know what he was doing.

B The work men’'s attitude was not great.

The gudlity of the repairs undertaken

B Panel not put back properly.

B | need to phone them back as still having issues.

Didn't unblock the foilet.

They are helpful but | feel the boiler needs replaced as it's an ongoing repair.
Constantly breaking down.

Not fixed to satisfaction.

| feel boiler needs renewed.

Not fixed right the first time.

| feel the slabs still aren't sitting properly.

Not the best.
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The level of disturbance faced:

They are only going to replace half the kitchen.

The repair completed ‘right first time'’

They had to come back out.

They need to come back.

I need to call back about toilet again.
Carbon monoxide alarm has fallen down.
It took five times to fix the door.

It's a recurring problem with my boiler.

It gets repaired, but rather than new parts, | think in the long run it would work
out to replace boiler.

A recurring boiler problem.
I have had them out for my boiler 12 times in the last 2 years.

| was told this was fixed. There is a leak in the wall somewhere, it got plastered
but the wall is now getting wet again.

They came back 3 times to do the repair.

They had to come back.

They had to come back a few fimes.

The first guy didn't fix it properly.

Ongoing issues so not completed right first time.
Hall ceiling was never finished.

Need a new door.
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7.4 Out of hours repairs service (Q25-27)

A total of 26 individuals (7%) said they had used the Association’s out of hours
emergency repairs service. All of these individuals were either very or fairly satisfied
with the response they received which is more than was reported in 2016 (90%) and
in 2013 (96%).

Q26 How satisfied were you with the response you received
when you used the out of hours service?

96 mZ013 m2016 m2019

J 0.9
926% 20% 100%

46% 0%
20%,
— H

Very safisfied Fairly safisfied  MNeither satisfied nor  Fairly diss atisfied Very dissatisfied
dizsatisfied
Base: Used the cut of hours service: 2013, n=24; 2016, n=10; 2019, n=24
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8. THE HOME

8.1

Satisfaction with the quality of the home (Q28/29)

With regards to the quality of the home, 93% of tenants were very or fairly satisfied
compared to 6% who were neither satisfied nor dissatisfied and 2% who were very or
fairly dissatisfied. Overall satisfaction has remained consistent with previous years.

Q28 Overall, how satisfied or dissatisfied are you with the
quality of your home?

.
94% 95% 94% 93%

16.3%

- i 0.8% 0.8%

Yery safisfied Fairly safisfied MNeither satisfied Fairly dissatisfied Very dissatisfied

nor dissatisfied

Base: Al tenants, n=3%&

Those who were noft satisfied with the quality of their home (28 tenants) provided the
following comments. These were generally regarding problems with windows or
where tenants felt upgrades or repairs were required.

It is cold since new windows have been putin.

There is slight dampness. New front door has been put on and it isn't sitting
properly, it is hard to close. Back door has the same problem, it doesn't
always lock properly.

House is falling apart. Smoke alarm has not worked for 4 years. Handles of
wardrobes. Kitchen cabinets need renewed.

Windows are draughty.
Windows have draughts in living room. Downstairs is worse.
Windows and door.

Boiler needs updating. Windows keep cracking. Light switch constantly goes
off.

Draughts through windows in living room and bedroom.

Just mainly because of location can't get kids out to play. Shooting in the
street, potholes and neighbours.
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Everything needs done.
Draughts through windows.

Happy with house, but floor under toilet is rotting and damp.

Fix my bathroom as it has dampness. | also now need a walk-in shower due to

back problems. Kitchen extractor fan isn't working.
Internal doors need replaced.

Windows have bad draughts.

Inside is fine, but the garden is a swamp.

Kitchen is dated and needs upgraded.

Few cracks on bathroom files.

I need a bigger house.

Isn't big enough and kitchen needs upgraded.

Windows have been painted shut, can't open them at back.

| just don't like it here. | don't like the house in general. Need a garden.

Don't know.

Too small for me.

Its ok but need a bigger house.
Give me a new door please.
Too small.

Front door needs replaced.
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8.2  Priorities for the home (Q30)

Tenants were asked to select their top three priorities for improvement to their home.
Just over half of tenants (51%) said no improvements were needed to their home.
On the other hand, 21% said bathroom upgrades were a top, second or third
priority, followed by new kitchens (20%) and new windows (16%).

Q30 Priorities for the home

Top 2nd 3rd Overall
priority priority priority priority
No improvements needed 50.5% 70.6% 85.9% -
Bathroom upgrade/ replacement 8.3% 9.0% 3.8% 21.1%
Kitchen upgrade/ replacement 14.1% 5.5% 0.8% 20.4%
Window replacement 9.3% 5.5% 0.8% 15.6%
New internal doors 6.5% 2.3% 4.0% 12.8%
New external doors 2.5% 3.0% 0.5% 6.0%
Gas central heating 4.5% 0.0% 0.8% 5.3%
g’frf’dsz[iz fT%Sem with dampness/ 2.3% 0.5% 1.0% 3.8%
External painter work 0.5% 1.0% 1.5% 3.0%
Insulation against heat loss/ draught proofing 0.5% 1.8% 0.5% 2.8%
Other (please specify) 0.8% 0.8% 0.3% 1.9%
Rewiring 0.3% 0.0% 0.3% 0.6%
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9. THE NEIGHBOURHOOD

9.1 Satisfaction with property services (Q31)

Tenants were asked to rate how satisfied or dissatisfied they were with various
property services provided by their landlord. Tenants were most satisfied with the
maintenance of open spaces and grass cutting (both 94%). On the other hand,
satisfaction dipped below 20% with regards to the cleaning of common closes (86%).

Q31 Can you tell me how satisfied you are with the
following property services provided by Ardenglen in your
neighbourhood?

m % satisfied % neither nor m % dissatisfied

RS
(N=302) 1%
e NG NP e CTon: . 7] |~
(N=338) °
Maintenance of open spaces (n=386) |GG 7 2
Crass cutting (n=347) | 71 .
Cleaning of common closes (n=230] |G 137 |27
De-littering of back courts (n=24¢] |G 7 727

Compared to the 2016 results, satisfaction has seen a decrease of 11 percentage
points with regards to the cleaning of common closes. On the other hand,
satisfaction has increased by 5 percentage points regarding the de-littering of back
courts.

Q31 Property services {2013/ 2014/ 201% comparison)

2013 2014 2019  2016-201%

Change
Ce-littering of back courts 84% B6% 1% | 5B
Cleaning of common closes 84% TR 5% | -11%m
Grass cutting b 4% 4% = 0%
Maintenance of open spaces 95% 4% 4% = 0%
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9.2 Satisfaction with the Association’s contribution to the management of
the neighbourhood (Q32/33)

With regards to the Association’s contribution to the management of the

neighbourhood, 98% of tenants were either very or fairly satisfied in this respect

compared to 2% who were neither satisfied nor dissatisfied and less than 1% who

were very dissatisfied.

Overall satisfaction has increased from 93% in 2016 to 98% in 2019.

Q32 Overall, how satisfied or dissatisfied are you with
Ardenglen’s contribution to the management of the
neighbourhood you livein?

83.7% @ @
25% 3% 8%

14.1%

- 2.0% 0.3%

Very satisfied Fairly safisfied  Neither satisfied Fairly dissaftisfied Very dissatisfied
Base: All tenants, n=398 nor dissatisfied
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9.3 Satisfaction with neighbourhood services (Q34)

Following on from this, tenants were asked how satisfied or dissatisfied they were with
various aspects of their neighbourhood. Tenants were most satisfied with street
lighting (99%) and feeling of safety in the neighbourhood (96%). On the other hand,
satisfaction was lowest in terms of policing (87%).

Q34 Now thinking about wider neighbourhood services, can you tell
me how satisfied you are with quality of the following in your
neighbourhood?

| % safisfied % neithernor B % dissatisfied

cerv =24 | ]~
gin and 8ulk uplitt (n=353 [ = -
community facilities (n=384 [ T

Street Lighting (n=3%7) el %

T O B e N0 N >
(n=398) °

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

The proportion of tenants satisfied with community facilities and policing have seen
significant increases since 2016 (increased by 5 and 6 percentage points
respectively).

@34 Neighbourhood aspects (2013/ 2014/ 201F comparison)

20142017

Change
Your feeling of safety in the neighbourhood 4% 6% % | 0%
Street lighting 9% 95% 9% | 1%
Community facilities 1% 0% 5% | 5%
Policing 83% B1% 87% | 6%
CCTV - - 4% -
Bin and Bulk uphft - - 4% -
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9.4 Neighbourhood problems (Q35)

All tenants were asked whether they consider various neighbourhood issues to be a
serious problem, a minor problem or not a problem in their neighbourhood. The
table below shows that the vast majority of tenants said all issues were not a
problem in their neighbourhood. However, the top three concerns for tenants were:

B Litter and rubbish in the streets (23% stating serious/ minor problem)

B Drug or alcohol abuse (20%)

B Drug dealing (19%)

Q35 To what extent do you think there is a problem with any of the following issues?

Serious Minor Not a

problem problem problem
Abandoned vehicles - 1% 99%
Harassment/racial harassment 1% 2% 98%
Other crime 1% 2% 97%
Vandalism, graffiti or damage to property 1% 6% 93%
Groups of young people hanging around 1% 9% 90%
Noisy neighbours/loud parties 2% 8% 90%
Dogs roaming/dog fouling/barking 3% 1% 86%
Drug dealing 14% 5% 82%
Drug or alcohol abuse 13% 7% 80%
Litter and rubbish in the streets 6% 18% 77%

Compared to the results for 2016, there has been a decrease in the proportion of
respondents who said drug or alcohol and drug dealing are a serious or minor
problem (decreased by 9 and 6 percentage points respectively). On the other
hand, the proportion of respondents who said dog roaming, fouling and barking is
not a problem has increased by 22 percentage points.

Q35 Neighbourhood problems (2013/ 2014/ 201% comparison)

2013 2014 2019 2014-2017

Change
Groups of young people hanging around 82% 89% W% = 1%
Moisy neighbourhood/loud parties 89% B&%® W% | 4%
Crug or alcohol abuse 87% B89% 3% ¥ 9%
Drug dealing N% B88% 82% | 5%
Vandalism, graffiti or damage to property 3% 6% 3® |= 3B
Dogs roaming/dog fouling/barking 73% 54%, 36%  |d 27%
Litter and rubbish in the strests 85% 7% 7% | 5%
Abandoned wehicles 100% 100% 9% = -1%
Harassment/racial harassment 9% 100% 8% = 2%
COther crime Q9% 100% R = 3%
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9.5

Descriptions of the local neighbourhood (Q36)

Tenants were read out a list of statements and asked to what extent they agree or
disagree with each of these. The level of agreement was highest for the following

statements:

B There is a good mix of quality homes for families and people of different ages
and incomes in the area (95% agree)

B | feel safe in my community (94%)

B | can easily get around the community on foot, by bike, or using public

transport (94%).

B There is a good sense of community and opportunity to meet people (93%)

Q36 Can you tell me the extent to which you agree or disagree that the
statement describes your local neighbourhood?

u 7 agree

| feel able to have my voice heard in decisions and help
change things for the better

| feel safe in my community
There is a good sense of community and opportunity to

meet people

There is a good mix of quality homes for families and
people of different ages and incomes in the area

There is an active local economy and the opportunity to
access good quality work

Facilifies and amenitfies in my community prowvide good
opportunities for play and recreation

I can regularly experience good quality parks, woodlands
or green space

Buildings, streets, and spaces are well cared for and itis an
attractive place to live

Traffic and parking arrangements allow me to move
around safely

I can easily getaround the community on foot, by bike, or
using public fransport

% agree nor disagree

u % disagree

S 8% -
N 521 1 7
Y 7| 1%
N ] 1 7
[ - S 8%
T 1%
ST, 227
I 137 027
I, 7721 17
N 5728 07

27%

26%

11%

43



9.6 What do you like most about your local community? (Q37)

Tenants were asked about the things they like most about their local community. The
open-ended comments provided to this question have been coded intfo common
themes for analysis purposes and are down in the table below. The top responses
were:
B Good neighbours/ nice people (30%)
B Quiet neighbourhood (23%)
B Always lived here/ know everybody (14%)
B Family and friends live nearby (11%)
Q37 What do you like most about your local community?
Base: All tenants, n=398

Good neighbours / Nice people 121 30.4%
Quiet neighbourhood 90 22.6%
Always lived here/ know everybody 55 13.8%
Family/friends nearby 42 10.6%
It's a nice area/ safe/ | like living here 4] 10.3%
Amenities/ schools/ shops 23 5.8%
Public fransportation 21 5.3%
Good community 18 4.5%
Convenience of location 17 4.3%
Other 14 3.5%
No complaints/ issues 13 3.3%
Nice views 7 1.8%
Green and open spaces 5 1.3%
Don't know/ no comment 62 15.6%

9.7 What do you like least about your local community? (Q38)

Following on from this, tenants were then asked to specify what they liked least
about their local community. Just under two thirds of tenants (64%) said there was
nothing they disliked or were unable to provide a comment and a further 12% said
they were unsure. Anti-social behaviour and neighbours was mentioned by 10% of
respondents, followed by a lack of shops and supermarkets (6%).

Q38 And what do you like least about your local community?

Base: All tenants, n=398

Anti-social behaviour/ anti-social neighbours 40 10.1%
Lack of shops/supermarkets 25 6.3%
Litter 6 1.5%
Public fransportation 4 1.0%
Don't know/Noft sure 49 12.3%
Nothing/No comment 255 64.1%
Other 21 5.3%
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9.8 Awareness and use of local neighbourhood services (Q39-41)

Two thirds of tenants (66%) were aware of the services that are run from the
Maureen Cope Community Hall such as the IT club, furniture restoration and dance
classes. Of those who were aware, 36% said either they, or someone else in their
household had used these services. Those who had not used any of the services
were asked why. The main reason was by far and away due to a lack of interest
(71%), followed by health and disability issues (12%).

Q41 Why have you not used any of these services?

Base: n=168
Not interested 120 71.4%
Health / disability issues 20 11.9%

Work commitments 3.6%

6
Not aware of what is available 6 3.6%
Childcare commitments 4 2.4%
Don't think I have anything to contribute 2 1.2%
1
1
8

Unsuitable location 0.6%
Lack confidence 0.6%
Other - please specify 4.8%
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10. RENT AND AFFORDABILITY

10.1 Understanding your rent (Q42/43)

The majority of tenants feel they understand how the rent they pay if set (95%). This is
a marginal increase on the 2016 survey where 90% of tenants said they were aware.

The Association publishes information in their newsletter on how rent money is spent.
98% of tenants said they felt they receive enough information about this, which is an
increase on the 2016 survey (94%). One tenant said they did not receive enough
information and 7 tenants said they were unsure, the one tenant who said they did
not feel they received enough information said this was because they ‘don’t really
understand’ the information that they receive.

10.2 Influencing your views about value for money (Q44)

Tenants were provided with a list of options and asked to select which one they felt
is most important in influencing their views of value for money for rents. The top
response was the affordability of rents (21%, 46% in 2016), followed by how well
maintained the home is and whether they get the improvements that they feel it
needs (19%, 32% in 2016).

Q44 Which of these do you think is most important in influencing your view of value for
money for rents?

Base: All tenants, n=402 No %
How affordable my rent is?2 84 21.1%
How well maintained my home is and whether | get the

improvements that | feel it needs 77 19.3%
How good the customer service provided by the Association is 70 17.6%
How | believe Ardenglen rents compare to other local landlords 49 12.3%
How good the Association’s repairs service is? 46 11.6%
How satisfied | am overall with the Association 43 10.8%
Whether rents have increased recently 18 4.5%
Hov\{ well | feel | am kept informed by the Association about its 8 20%
services and decisions

Other 3 0.8%
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10.3 Value for money (Q45/46)

More than 9 in 10 tenants (94%) were of the opinion that the rent for their property
represented very or fairly good value for money compared to 5% who said it was
neither good nor poor and 1% who said it was very or fairly poor.

Q45 Taking into account the accommodation and services
Ardenglen provides, to what extent do you think that the rent
for this property represents good or poor value for money? Is

it.....
90% @76% @99% 94%
464.3%
29.4%
. 2.0% 0.8% 0.5%
Very good Fairly good  Neither good nor  Fairly poor Yery poor
Base: All tenants, n=3%8 poor

Where tenants believed the rent for their home did not represent good value for
money they were asked how Ardenglen could improve how they feel about value
for money. The open ended comments provided are listed below:

Dampness in property. New windows needed.

It's expensive for a council house.

Don't know.

Keeps increasing.

Itis a bit high.

Need more done. Hedges need done. House needs a new kifchen, general
updating. It's been 18 years since major work took place.

I'm sharing the rent but I'm responsible for all the repairs. How is that not
shared?

Still expensive.

Needs to be good value but | know a friend with a 3 bedroom home that is
cheaper.

It is catching up too much with the private sector.

Bring rent down.

It is too expensive.

It is expensive.

As | have dampness in bathroom and kitchen.

Don't know.

They are charging for a three bedroom but only have a 1 bedroom house.
Don't know.
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Not sure.

For the customer service and staff attitude.

Would love to be able to use the garden, but it floods.
Think all rents are too high. They go up all the time.
Better than private, still dear.

Just the same as everywhere.

It is costly for what I receive.

It's a bit high for the size of the house.

10.4 Housing benefit (Q47)

Tenants were asked if they were in receipt of full or partial housing benefit. Over half
of tennats (52%) said they were in receipt of full housing benefit, 6% received partial

housing benefit, 6% receive Universal Credit and 36% paid full rent.

Q47 Do you currently receive full or partial housing

63% -
5?;‘052%

Full

Base: All tenants, n=395

benefit?

E7013 m20146 m2019

33%56%
27%

10%10%6% I
]

None

6%

Fartial Universal Credit

1%

Prefer not to say
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10.5 Affordability of payments (Q48)

Almost all tenants (98%) found it very easy, or fairly easy to afford the rent payments
for their home compared to 2% who said it was fairly difficult to afford. Of the three
respondents who found it difficult to afford their rent payments, 2 were in paid
employment and 1 was retired.

Q48 How easy do you find it to afford your rent payments
for this house?

@ 95% @ 99% 98%

49.7%
27.2%
" 21.5%
Very easy to Fairy easy fo Just about Fairty difficult ta Wery difficult to
afford afford affordable afford afford

Base: Respondentswho pay rentand gowve an opinicon, n=191

10.6 Affordability of electricity and gas bills (Q49-51)

Just under three quarters of tenants (74%) said they found it very or fairly easy to
afford their electricity and gas bills compared to 20% who said it was just about
affordable, 5% who said it was very or fairly difficult to afford and 1% who preferred

not fo answer.

Q49 Which of the following best describes how affordable
you find your electricity and gas bills?

44.7%

29.6%
19.5%
I . 4.8% 0.3% 0.8%

Very easy to  Fairly easy to Just about  Fairly difficult Very difficult  Prefernotto
afford afford affordable to afford to afford 5ay

Base: All respondents, n=398

14% of tenants said they had chosen to not put their heating on because they could
not afford to, 86% said they had not done this and 1% were unsure.
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Over half of tenants (55%) said they had never switched fuel provider, 8% have
switched fuel provider in the last year, 23% within the last 2-3 years and 14% more
than 3 years ago.

11% of tenants have fallen into arrears with their fuel provider, 87% said this has
never happened and 3% preferred not to answer.

10.7 Welfare benefits service (Q53/54)

Just under 7 in 10 tenants (68%) were aware of the Association’s Welfare Benefits
Service. Of those who were aware, 51% had used the service. Those who had used
the service were asked about their satisfaction with the service. Almost all of these
individuals (98%) were either very or fairly satisfied compared to 2% who were very or
fairly dissatisfied.

Q54 How satisfied are you with the Welfare Benefits
Service?

@9?% ®??% 98%

97.1%

0.7% 0.7% 1.4%

Very safisfied Fairly safisfied  MNeither satisfied Fairly dissatisfied Very dissafisfied
Base: Used the service and gave an cpinicn, n=13% nor dissatisfied
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10.8 Ardenglen activities (Q55)
Tenants were asked to select the top three services which are most important to
them. The top priority for tenants was providing an effective repairs and
maintenance service with 3% of tenants selecting this as their top, second or third
priority. This was followed by providing good quality housing (79%) and giving value
for money forrent (52%).

Q55 Service priorities

Top 2nd 3rd Overall
priority priority priority priority

Prox{|d|ng an effective repairs and maintenance 50.5% 17.6% | 22.9% 93.0%
service

Providing good quality housing 17.8% | 28.6% | 32.2% 78.6%
Giving value for money for your rent 18.1% 18.6% | 15.6% 52.3%
Taking tenants views into account 5.3% 13.6% 5.8% 24.7%
Keep!ng tenants informed about services and 3.0% 8.5% 12.1% 23.6%
decisions

Deollng with neighbourhood issues(eg ASB, 1 0% 48% 6.5% 12.3%
vandalism)

Providing a money advice/welfare rights service 1.8% 5.0% 3.0% 9.8%
Working with tenants who are in rent arrears 0.5% 1.8% 1.3% 3.6%
gggrs;gr;g out community events and groups e.g. IT 0.0% 1 3% 0.0% 1.3%
Prov'|c.j|ng oppor’rumhes for tenants to participate in 0.0% 0.3% 0.8% 1%
decision making

Providing an effective repairs service, good quality housing and value for money for
rent were also the top three priorities (albeit in a different order) for tenants in 2016.
In 2013 providing good quality housing was replaced by taking tenants’ views into
account.

2013

*Providing an efficient repairs and maintenance service (87%)
*Giving value for money for rent (38%)
*Taking tenants views into account

2016

*Providing good quality housing (87%)
«Providing an efficient repairs and maintenance service (77%)
+Giving value for money for rent (38%)

*Providing an efficient repairs and maintenance service (93%)
*Providing good quality housing (79%)
*Giving value for money for your rent (52%)
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11. HOUSEHOLD INFORMATION

11.1 Length of stay in home (Q54)

Just four percent of tenants had lived in their home for a year or less, 26% had stayed
in their home between 1 and 5 years, 21% between 5 and 10 years and 43% for more

than 10 years.

Q56 How long have you been living in this house?

0.3%

6.5%

42.7%

Base: All tenants, n=398

3.5%

11.2 Age and gender (Q57/58)

Just under 4in 10 tenants (37%) were male and 63% were female. In terms of the age
profile of tenants, 14% were aged under 35, 74% were aged between 35 and 64 and

12% were aged 65 and over.

= Under 4 months

m Between & and 12 months

mBetween 1 and 5 years

Syears or more but less than

10 years

MMore than 10 years

Don’t know

Q58 Age

Base: All tenants, n=398 No %
16-24 10 2.5%
25-34 66 16.6%
35-44 83 20.9%
45-54 94 23.6%
55-64 79 19.8%
65-74 45 11.3%
75+ 21 5.3%
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11.3 Household composition (Q59)

Half of households comprised single adults (50%), 16% were two adult households,
14% were lone parents, 9% were couples with children and é% were three or more
adult households.

Q59 How would you describe the composition of your household?

Base: All tenants, n=398

One adult under 60 127 31.9%
One adult aged 60 or over 70 17.6%
Two adults both under 60 29 7.3%
Two adults both over 60 19 4.8%
Two adults, at least one 60 or over 16 4.0%
Three or more adults, 16 or over 22 5.5%
1 parent family with 1T child under 16 30 7.5%
1 parent family with 2 children under 16 20 5.0%
1 parent family with 3 or more children under 16 5 1.3%
2 parent family with 1 child under 16 11 2.8%
2 parent family with 2 children under 16 19 4.8%
2 parent family with 3 or more children under 16 6 1.5%
Other (please specify) 24 6.0%

11.4 Employment status (Qé0)

Just under 4in 10 tenants (38%) were in paid work (full or part time), 25% were long
term sick or disabled, 20% were retired and 8% were looking after family.
Q60 How would you describe your/ your partner's occupation at the present time?

Respondent Partner

‘ No % No %o
Lr\:epeoki)d work (35 or more hours per 99 24.9% 50 12.6%
In paid work (16 to 35 hours per week) 47 11.8% 4 1.0%
Lr\:epeoki)d work (less than 16 hours per 4 1.0% 1 0.3%
Full fime carer 11 2.8% 3 0.8%
Full fime education 3 0.8% - -
Government training programme - - - -
Unemployed 21 5.3% 6 1.5%
Long term sick / disabled 98 24.6% 14 3.5%
Looking after family 33 8.3% 7 1.8%
Retired 81 20.4% 22 5.5%
Other - specify 1 0.3% 1 0.3%
No partner - - 290 72.9%
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11.5 Disability status (Qé1/62)

Over half of tenants (52%) said either they or someone in their household had some
form of health problem or disability which limits their daily activities or the work they
can do. This is more than was reported in the 2016 survey (43%).

Following on from this, tenants were asked to describe the nature of the iliness or
disability. Six in ten tenants (60%) said this was regarding a mobility or physical
disability, 25% said it was regarding mental ill health and 25% said it was some form
of long-term iliness, disease or condition.

Q62 Can you describe the nature of this iliness, health problem or disability?

Base: Respondents with a disability, n=207

Mobility/ physical disabilities 125 60.4%
Mental ill health 51 24.6%
Long term iliness, disease or condition 51 24.6%
Learning difficulties 9 4.3%
Difficulties with hearing 8 3.9%
Difficulties with sight 3 1.4%
Being frail due to old age 3 1.4%
Dementia 1 0.5%
Drug/ Alcohol dependency 1 0.5%
Other 2 1.0%
Don't know 5 2.4%

11.6 Ethnicity (Qé3)
Just under 9 in 10 tenants (89%) described themselves as White Scofttish or White
Other British.

Q63 How would you describe your ethnic origin?

Base: All tenants, n=398

White Scottish 352 88.4%
White Other British 3 0.8%
White Irish 1 0.3%
White Polish 34 8.5%
Pakistani, Pakistani Scofttish or Pakistani British 3 0.8%
Other 1 0.3%
African, African Scottish or African British 4 1.0%
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11.7 Discrimination (Qé4)

Four tenants (1%) said that while being a tenant with Ardenglen they have suffered
from a form of harassment or felt that they have been unfairly freated due to an
equalities issues such as age, race sexuality or disability. Three out of the four tenants
provided further information on this:

B Verbal abuse from some neighbours when passing me.
B One of the staff taken an unlike to me, felt like the staff didn't listen.

B Because of ex-partners.

11.8 Additional comments (Qé5)

Finally, tfenants were asked to provide any other comments about anything else they
would like to say about their home and the services Ardenglen provides. The vast
majority of tenants (82%) did not provide additional comments and where tenants
did make comment this tended to be positive comments about the Association and
the services provided (14%),

Qé5 Is there anything else you would like to say about your home or the services

Ardenglen provide?
Base: All tenants, n=398

None 325 81.7%
Provides good services/happy with association/staff 57 14.3%
Upgrade/improve properties 5 1.3%
Deal with anti-social behaviour/ anti-social neighbours 2 0.5%
Outside maintenance required 2 0.5%
More bins in the area 1 0.3%
Better communication/send out more information ] 0.3%
Home is in need of repairs 1 0.3%
Improve customer service - -

Other 10 2.5%
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12.

CONCLUSIONS AND RECOMMENDATIONS

AREAS OF HIGH PERFORMANCE

The results of the 2019 survey reveal that, in general, the Association is performing to
a high standard. The following points show the key highlights where satisfaction was
highest:

Overall satisfaction with the service provided by Ardenglen is high with 94% of
tenants being very or fairly satisfied which is not significantly different from the
figure reported in 2016 (97%).

With regards to keeping tenants informed, satisfaction is consistently high with
99% satisfaction in 2019 compared to 98% in 2016 and in 2013.

The Association’s newsletter is well received with 89% of tenants stating they
read the Ardenglen News, an increase on the 2013 survey where 78% said
they read the newsletter. Of those who read the newsletter 97% said it was
easy to read, 91% said it was interesting and 82% said it was relevant to them.

The proportion of tenants who said they would be interested in participating
in at least one of the Association’s decision-making activities has increased
from 25% in 2013 to 36% in 2016 and to 48% in 2019.

Furthermore, the percentage of respondents who said they would like to be
consulted about all changes has contfinued to increase year on year, from 8%
in 2013 to 13% in 2016 and 20% in 2019.

The vast majority of tenants were satisfied with opportunities given to them to
parficipate in Ardenglen’s decision making process (99%, 96% in 2016).

Awareness of the complaints policy has increased from 73% in 2016 to 80% in
2019.

Tenants rated the repairs service highly with 92% of tenants who had reported
arepairin the last 12 months stating they were very or fairly satisfied.
Satisfaction with individual aspects of the repair service was highest regarding
the ease of reporting repairs (99%), helpfulness of staff (98%), attitude of
tradesmen (98%) and the level of disturbance faced (98%). Furthermore,
satisfaction with the out of hours repairs service has seen an increase from
90% in 2016 to 100% in 2019.

Satisfaction with the quality of the home was high with 93% of tenants stating
they were satisfied in this respect. This is not significantly different than was
reported in 2013 (95%) and in 2016 (94%).

Tenant opinion on the neighbourhood is good with 98% of tenants stating
they were satisfied with the way the Association manages their
neighbourhood (93% in 2016).

The proportion of respondents who pay their rent (fully or partially) who said
their rent was affordable has increased from 58% in 2016 to 76% in 2019).
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ACTION PLANNING

The following points have been made to highlight key areas where there is room for
improvement in terms of the Association’s current service offering. In particular lower
levels of safisfaction have been highlighted which were evident throughout the
report:

B The proportion of respondents who said the rent for their property was good
value for money is high (94%), however this is less than was reported in 2016
(99%).

B With regards to the Association’s contribution to the management of the
neighbourhood, satisfaction levels have seen a decrease with regards to the
cleaning of common areas, with satisfaction falling from 97% in 2016 to 86% in
2019.

B |n terms of neighbourhood issues, issues which have become more of a
problem since 2016 include;

o Drug Dealing - the proportion of tenants stating this was a serious or
minor problem has increased by 7 percentage point since 2016.

o Drug/ alcohol abuse - the proportion of tenants stating this was a
serious or minor problem has increased by 9 percentage point since
2016.
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Appendix 1

Survey Questionnaire
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ﬁ researchresource

Project number P1016
Project name Ardenglen HA Tenant Satisfaction Survey 2019
INTRODUCTION (Read out) ‘Hello, my name is .1 am undertaking a survey for

Ardenglen Housing Association to find out tenants’ views on the service they receive. The
survey also asks a few questions about you and your household. This information is only used
to create an overall picture of the profile of tfenants housed by the Association and will help
them develop services to meet those needs. The survey will take about 15 minutes fo
complete. Can you spare the time to speak me just now?

Can | assure you that all your answers will remain totally confidential and anonymous. Nobody
at the Association will know your individual answers without your permission. You do not need
to answer any questions you don’t want to and you have the right to end the interview at any
time. Can | confirm that you are happy to take part in the survey?

INTERVIEWER: IF RESPONDENT IS HAPPY TO PARTICIPATE IN THE RESEARCH SIGN AND DATE BELOW
AND RECORD RESPONDENT DETAILS AND RRID - ENSURE RRID MATCHES SAMPLE DATABASE.

INTERVIEWER RECORD FROM DATABASE:
INTERVIEWER DECLARATION: RRID:

Respondent name
Record in capitals

Address

Record in capitals

Postcode
Record in capitals

Telephone Number

I declare that this interview was carried out according to instructions, within the Market
Research Society’s Code of Conduct, and that the respondent consented to participate in
the research.

OFFICE USE ONLY Name:
On quota: Signature:
Edited by: Date:
Back checked by: Duration
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IDENTIFICATION NUMBER [PLEASE RECORD ACCURATELY]

Overall Satisfaction

1. [SSHC1] Taking everything into account, how satisfied or dissatisfied are you with the
overall service provided by Ardenglen Housing Association?

Very satisfied 1
Fairly satisfied 2 Goto Q3
Neither satisfied nor dissatisfied 3
Fairly dissatisfied 4 Go to Q2
Very dissatisfied 5
No opinion 6 Go to Q3

2. Can you please explain why you are not satisfied with the overall service provided by
Ardenglen Housing Association?

Information and Communication

3. SHOW CARD - Looking at this card, which of the following sources of information do you
use to obtain information about Ardenglen and its service? (Circle any that apply)

4. Look at the same card, which of the following sources would you prefer
to be used in the future when keeping you informed? (Circle any that apply)

Q3 Q4
Ardenglen News 1 1
By Letter 2 2
Visit the Office 3 3
Public meetings 4 4
Visit to your home by staff 5 5
Tenants Handbook 6 6
Telephone call 7 7
Website 8 8
Email 9 9
Text 10 10
Facebook, Twitter or other Social Media 11 11
Other (specify) 12 12
5. Do youread Ardenglen’s quarterly newsletters?
Yes 1 Go to Q6
No 2 Go to Q7
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6. To what extent do you agree with the following statements about the newsletter. The

newsletter is:

Agree Neither / | Disagree
Nor
Easy to read 1 2 3
Interesting 1 2 3
Relevant to me 1 2 3

6b. Ardenglen are considering changing the frequency of the newsletter to 3 times per year.

Would you be happy with this change?

Yes

1

No

2

7. Do you currently have access to the internet in any of the following ways? [CODE ALL
THAT APPLY] b) And what is the main way that you access the internet?

All ways | Main way
Home internet access via a computer or TV 1 1
Internet access through a smartphone or other mobile device 2 2 Goto Q8
Internet access through another method (eg work, public 3 3
internet access)
| do not have internet access 4 Go to QI0

8. Inthe last year can you tell me if you have used the internet or mobile phone to do any

of these? [CODE ALL THAT APPLY]

Used Internet banking

Paid a household bill on the internet

Bought something on the internet

Looked at Ardenglen’s Web site

Regularly use social media such as Facebook or Twitter

G WIN|—

9. Ardenglen are interested in developing online services which you would be able to

access via an online portal or app. Would you be interested in doing any of the

following?
May use Would not Don't
use know
Make a payment 1 2 3
Report a repair 1 2 3
To report a complaint 1 2 3
Update your personal details 1 2 3
Check your account balance 1 2 3
Find out what is happening in the community 1 2 3
Anything else? (please specify) 1 2 3
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10.[SSHC3] How good or poor do you feel Ardenglen is at keeping you informed about their
services and decisions?

Very good 1
Fairly good 2 GotoQi2
Neither good nor poor 3
Fairly poor 4 Goto QI
Very poor 5

11.You said that you did not think Ardenglen are good at keeping you informed about their
services and decisions. Can you explain how they could improve how they keep you

informed?

Tenant Participation

12.SHOWCARD The following are ways in which tenants can become involved in Ardenglen.
Would you be interested in participating in any of these in the future? [CODE ALL THAT

APPLY]
a) Becoming a member of Ardenglen 1
b) Joining the Board 2
c) Attending a public meeting 3
d) Attending a smaller discussion group to look at how services are 4
delivered and make suggestions for improvement
e) By becoming part of the Associations Policy Panel, a group that 5 Go to Ql12b
meets to discuss Association policies
f)  Tenant group to discuss the design of a new website 6
g) Volunteering to assist community activities 7
h) Completing occasional surveys 8
i) Aftending the AGM 9
i) None 10 Go to QI3
12b. If interested in participating, would you be happy for Research Resource to pass your
name and address over to Ardenglen along with what you are interested in so that they
can give you more information on this? All your other answers will remain completely
confidential and anonymous.
Yes 1 Goto Q14
No 2
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13.[INTERVIEWER: ASK ONLY TENANTS WHO STATED ‘NONE’ AT Q12] Why are you not interested
in participating more in the Association?
Childcare commitments
Work commitments
Health / disability issues
Not interested
Don't think | have anything to contribute
Lack confidence in speaking up
Don't understand enough about the work of Ardenglen
Not aware of any meetings/ opportunities to participate
Transport issues
Other - please specify

V|0 |N|ON O D [WIN|—

o

14. Which of the following best describes the level of consultation you would like to be
involved in?
I would not wish to be contacted at all by Ardenglen 1
I would wish to be advised about but not consulted on changes to
services
I would like to be consulted about the changes which affect me directly
I would like to be consulted about all changes

ANlw N

15.[SSHCé] How satisfied or dissatisfied are you with the opportunities given to you to
participate in Ardenglen’s decision making process?

Very satisfied 1
Fairly satisfied 2 GofoQl7
Neither satisfied nor dissaftisfied 3
Fairly dissatisfied 4 Goto Q16
Very dissatisfied 5

16.You said that you were not satisfied with the opportunities given to you to participate in
Ardenglen’s decision making processes. Can you please explain how they can improve
the opportunities they provide?

Customer Care

17. SHOWCARD Thinking of the contact you have with Ardenglen, how satisfied or dissatisfied
are you with the customer care provided?

Very satisfied 1
Fairly satisfied 2 Goto Q17
Neither satisfied nor dissatisfied 3
Fairly dissatisfied 4 Goto Q18
Very dissatisfied 5
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18. If not satisfied, do you have any suggestions as to how the customer care they provide

could be improved?

19. Ardenglen has a Complaints Policy for residents to use if they are unhappy with any
aspect of Ardenglen’s activities or services. Are you aware of it and know how to

access it?

Yes

1

No

2

The Repairs Service

Turning now to Ardenglen’s day to day repairs service, can | ask you...

20. SHOWCARD When thinking about Ardenglen’s repairs service, which of the following is
most important to you? Please choose your Top Priority, 2nd Priority and 39 Priority?

Tick one box per column
Top 2nd 3rd
Priority Priority Priority

Easy to report a repair 1 1 1
The helpfulness of the staff 2 2 2
The tradesman arriving at the appointed fime 3 3 3
The length of time taken to undertake repairs 4 4 4
The attitude of the fradesman 5 5 5
The quality of the repairs 6 6 6
The level of disturbance you faced 7 7 7
Repair is fixed first fime without needing a return visit 8 8 8

21.[SSHC16] Have you had any day to day repairs carried out in this property in the last 12

months?

Yes

1

Go to Q22

No

2

Go to Q25

22.[SSHC16] Thinking about the LAST time you had repairs carried out, how satisfied or
dissatisfied were you with the repairs and maintenance service provided by Ardenglen?

Very satisfied

1

Fairly satisfied

Neither satisfied nor dissatisfied

Fairly dissatisfied

Very dissatisfied

| rhWIN
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23.SHOW CARD - Looking at this card, and thinking of the last repair you have reported, how
satisfied were you with the following aspects of this service?

Very Fairly | Neith Fairly Very DK

Satisfi | Satisfi er/ Dissatisfie | Dissatisfie | /N

ed ed Nor d d A

Ease of reporting the repair 1 2 3 4 5 6
The helpfulness of the staff involved 1 2 3 4 5 6
The tradesman arriving at the appointed fime 1 2 3 4 5 6
The length of time taken to undertake repairs 1 2 3 4 5 6
The aftitude of the fradesman involved 1 2 3 4 5 6
The quality of the repairs undertaken 1 2 3 4 5 6
The level of disturbance you faced 1 2 3 4 5 6
Repair completed ‘right first fime'’ 1 2 3 4 5 6

24 . If not satisfied with any of these, please can you explain why?

Reason Dissatisfied

Ease of reporting the repair

The helpfulness of the staff involved

The tradesman arriving af the appointed
fime

The length of fime taken to undertake
repaqirs

The attitude of the tradesman involved

The quality of the repairs undertaken

The level of disturbance you faced

Repair completed ‘right first fime’

25.When reporting repairs over the past 12 months, have you had to use Ardenglen'’s out of

hours Emergency repairs service?

Yes

1

Go to Q26

No

2

Go to Q28

26.How satisfied were you with the response you received when you used the out of hours

service?

Very satisfied

Fairly satisfied

Go to Q28

Neither satisfied nor dissatisfied

Fairly dissatisfied

Go to Q27

Very dissatisfied

G WIN|—
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27.You said that you were not satisfied with the response you received when you used the
out of hours repairs service. Can you please explain what could have been done to
improve you experience?

The Home
28.[SSHC10] Overall, how satisfied or dissatisfied are you with the quality of your home?
Very satisfied 1
1.
Fairly satisfied 2 Goto Q30
Neither satisfied nor dissaftisfied 3
Fairly dissatisfied 4 Go to Q29
Very dissatisfied 5

29.You said that you were not satisfied with the quality of your home. Can you please
explain how Ardenglen could improve the quality of your home?

30.SHOWCARD Thinking about your home, if Ardenglen were planning works for your home
what would be your top 3 priorities for improvement?

Top 2nd Top 3rd Top
priority Priority priority
Gas central heating 1 1 1
Window replacement 2 2 2
Rewiring 3 3 3
Kitchen upgrade/ replacement 4 4 4
Bathroom upgrade/ replacement 5 5 5
New internal doors 6 6 6
New external doors 7 7 7
Insulation against heat loss/ draught proofing 8 8 8
External painter work 9 9 9
Measures to deal with dampness/ condensation 10 10 10
Other (please specify) 11 11 11
No improvements needed 12 12 12
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The Neighbourhood

31.SHOW CARD - Looking at this card, can you tell me how satisfied you are with the
following property services provided by Ardenglen in your neighbourhood? [IF TENANTS
DO NOT RECEIVE SERVICE E.G. COMMON CLOSE CLEANING CODE NOT APPLICABLE

Very Fairly Neither Fairly Very DK | NA

Satisfied | Satisfied | / Nor | Dissatisfied | Dissatisfied
De-littering of back 1 2 3 4 5 6 7
courts
Cleaning of common 1 2 3 4 5 6 7
closes
Grass cutting 1 2 3 4 5 6 7
Maintenance of open 1 2 3 4 5 6 7
spaces
Estate management 1 2 3 4 5 6 7
inspections
Handling of anti-social 1 2 3 4 5 6 7
behaviour

32. [SSHC17] Overall, how satisfied or dissatisfied are you with Ardenglen’s contribution to the
management of the neighbourhood you live in? [INTERVIEWER NOTE: Neighbourhood is
defined as the area the Association has defined as having some responsibility for]

Very satisfied 1
Fairly satisfied 2 Gofo Q34
Neither satisfied nor dissatisfied 3
Fairly dissatisfied 4 Go to Q33
Very dissatisfied 5

33.You said that you were not satisfied with Ardenglen’s contribution to the management of
the neighbourhood. Can you please explain how it could be improved?

34.SHOW CARD - Now thinking about wider neighbourhood services, looking at this card,
can you tell me how satisfied you are with the quality of the following in your

neighbourhood?

Very Fairly | Neither Fairly Very DK
Satisfied | Satisfied | / Nor | Dissatisfied | Dissatisfied

Your feeling of safety in the 1 2 3 4 5 6
neighbourhood
Street Lighting 1 2 3 4 5 6
Community facilities 1 2 3 4 5 6
Policing 1 2 3 4 5 6
Bin and Bulk uplift 1 2 3 4 5 6
CCTvV 1 2 3 4 5 6
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35.SHOW CARD - Looking at this card, to what extent do you think there is a problem with

any of the following issues?

Serious
Problem

Minor
Problem

Not a
problem

Groups of young people hanging around

2

3

Noisy neighbours/loud parties

Drug or alcohol abuse

Drug dealing

Vandalism, graffiti or damage to property

Dogs roaming/dog fouling/barking

Litter and rubbish in the streets

Abandoned vehicles

Harassment/racial harassment

Other crime

NININININININININ

WIW W W W W W wlw

Community

36. SHOWCARD I'm going to read out a number of statements about your local

neighbourhood. Can you tell me the extent to which you agree or disagree that the

statement describes your local neighbourhood?

Strongly Neither Agree . Strongly
Agree Agree nor Disagree Disagree Disagree

| can easily get around the community
on foot, by bike, or using public 1 2 3 4 5
tfransport
Traffic and parking arrangements allow

1 2 3 4 5
me to move around safely
Buildings, streets, and spaces are well
cared for and it is an attractive place to 1 2 3 4 5
live
| can regularly experience good quality : 5 3 4 5
parks, woodlands or green space
Facilities and amenities in my
community provide good opportunifies 1 2 3 4 5
for play and recreation
There is an active local economy and
the opportunity to access good quality 1 2 3 4 5
work
There is a good mix of quality homes for
families and people of different ages 1 2 3 4 5
and incomes in the area
There is a good sense of community : 5 3 4 5
and opportunity o meet people
| feel safe in my community 1 2 3 4 5
| feel able to have my voice heard in
decisions and help change things for 1 2 3 4 5
the better
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37. What do you like most about your local community? (RECORD UP TO 3 THINGS)

38. And what do you like least about your local community? (PLEASE RECORD UP TO THREE

THINGS)

39. Are you aware of the services that are run from the Maureen Cope Community Hall e.g. IT

club, furniture restoration, dance classes etc.?

Yes 1 Go to Q40

No 2 Go to Q42
40. Have you or anyone in your household used any of these services?

Yes 1 Go to Q42

No 2 Go to Q41

41. [IF NOT ACCESSED ANY OF THESE SERVICES] Why have you not used any of these

services?

Unsuitable location

Childcare commitments

Work commitments

Health / disability issues

Not interested

Don’'t think | have anything to contribute

Lack confidence

Not aware of what is available

Other — please specify

NV[(O(N[ON | DN W[IN|—

Rent and Affordability

42.Do you feel you understand how the rent you pay is set?

Yes

No

43. Ardenglen publish information in their newsletter on how rent money is spent. Do you feel

you have enough information about this?

Yes

No (what else would you like to know?)
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44.Which of these do you think is most important in influencing your view of value for money

for rents? [SELECT ONE ONLY]

How affordable my rent is¢

How good the Association’s repairs service is?

How well maintained my home is and whether | get the improvements
that | feel it needs

w

How well | feel | am kept informed by the Association about its services
and decisions

How good the customer service provided by the Association is

How satisfied | am overall with the Association

Whether rents have increased recently

How | believe Ardenglen rents compare to other local landlords

(o NI N @, | NN

Other (please specify)

45, [SSHC29] Taking into account the accommodation and services Ardenglen provides, to
what extent do you think that the rent for this property represents good or poor value for

money? Is it...

Very good

Fairly good

Go to Q47

Neither good nor poor

Fairly poor

Very poor

A WIN|—

Go to Q46

46.You said that you do not think the rent for this property represents good value for money.
Can you please explain how Ardenglen could improve how you feel about value for

money?

47.Do you currently receive housing benefit or Universal Credit?

Full Housing Benefit

Go to Q49

Partial Housing Benefit

Universal Credit

Go to Q48

None

AIOWIN|—

48.How easy do you find it to afford your rent payments for this house?

Very easy to afford

Fairly easy to afford

Just about affordable

Fairly difficult to afford

Very difficult to afford

N[ W[IN|—
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49. Which of the following best describes how affordable you find your electricity and gas

bills?

Very easy to afford

Fairly easy to afford

Just about affordable

Fairly difficult to afford

Very difficult to afford

AR W|IN|—

50.Have you ever chosen to not put your heating on because you couldn't afford to?

Yes

1

No

2

Don’t know

3

51.When did you last switch fuel provider?

Within the last year

Within the last 2-3 years

More than 3 years ago

Never

AlW|IN|—

52. Have you ever fallen into arrears with your fuel provider?

Yes

J—

No

Prefer not to say

53. Are you aware of the Association’s Welfare Benefits Service?

Yes

Go to Q54

No

Go to Q55

54. How satisfied are you with the Welfare Benefits Service?

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied

Fairly dissatisfied

Very dissatisfied

Don’t know — Aware but not used this service

NN WIN|—

71




Service Priorities

55. SHOWCARD Which of the following Ardenglen activities are most important to you.
Please choose your Top Priority, 2nd Priority and 39 Priority? TICK START, ROTATE ORDER

Top 2nd 3rd
Priority Priority Priority

Providing an effective repairs and maintenance service 1 1 1
Working with tenants who are in rent arrears 2 2 2
Taking tenants views info account 3 3 3
Carrying out community events and groups e.g. IT classes 4 4 4
Keeping tenants informed about services and decisions 5 5 5
Dealing with neighbourhood issues(eg ASB, vandalism) 6 6 6
Providing a money advice/welfare rights service 7 7 7
Giving Value for money for your rent 8 8 8
Providing good quality housing 9 9 9
Providing opportunities for tenants to participate in decision 10 10 10
making

Household information

Finally, I'd like to ask you some questions about your household. This information is strictly
confidential and will not be passed onto Ardenglen with any reference to your address or
name. This information is only used to create an overall picture of the type of residents
housed by Ardenglen.

56.How long have you been living in this house?
Under 6 months

Between 6 and 12 months

Between 1 and 5 years

5 years or more but less than 10 years
More than 10 years

Don't know

N[N O W IN| —

57.Gender
Male 1

Female 2

58.Age
16-24
25-34
35-44
45-54
55-64
65-74
75+

N[N M |W|IN|—
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59. How would you describe the composition of your household?

One adult under 60

One adult aged 60 or over

Two adults both under 60

Two adults both over 60

Two adults, at least one 60 or over

Three or more adults, 16 or over

1 parent family with 1 child under 16

1 parent family with 2 children under 16

1 parent family with 3 or more children under 16

2 parent family with 1 child under 16

2 parent family with 2 children under 16

2 parent family with 3 or more children under 16

Other (please specify)

SlIslZISlo|o| oo n|w|[N|—

60.SHOW CARD How would you describe your occupation at the present time? And how
would you describe that of your partner? [INTERVIEWER: ONLY ASK ABOUT PARTNER IF

RELEVANT]

a. Your

b. Partner

In paid work (35 or more hours per week)

1

1

In paid work (16 to 35 hours per week)

In paid work (less than 16 hours per week)

Full time carer

Full time education

Government training programme

Unemployed

Long term sick / disabled

Looking after family

NV || NN M| WIN

V(O N|ON O MWD

Retired

Other - specify

—_| —
— | O

_| —
— | O

No partner

12

61. Does anyone living in this household have any long term illness, health problem or
disability which limits their daily activities or the work they can do (including problems

due to old age)?

Yes 1 Go to Q62
No 5
Prefer not to answer 3 Go to Q63
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62. Can you describe the nature of this illness, health problem or disability? ALL THAT APPLY

Mental ill health

1

Mobility/ physical disabilities

Learning difficulties

Difficulties with sight

Difficulties with hearing

Dementia

Being frail due to old age

HIV/ AIDS

Drug/ Alcohol dependency

V(O N NN WIN

Other (please write in)

Don’t know

_| —
— | O

63.SHOW CARD - How would you describe your ethnic origin?

WHITE

White Scottish

White Other British

White Irish

White Gypsy/ Traveller

White Polish

Other white ethnic group

NN WIN|—

MIXED OR MULTIPLE ETHNIC GROUPS

Any mixed or multiple ethnic groups

ASIAN, ASIAN SCOTTISH OR ASIAN BRITISH

Pakistani, Pakistani Scottish or Pakistani British

8

Indian, Indian Scottish or Indian British

9

Bangladeshi, Bangladeshi Scottish or Bangladeshi British

10

Chinese, Chinese Scoftish or Chinese British

11

Other

12

AFRICAN,

African, African Scottish or African British

13

Other

14

CARIBBEAN OR BLACK

Caribbean, Caribbean Scottish or Caribbean British

15

Black, Black Scottish or Black British

16

Other

17

OTHER ETHNIC GROUP

Arab, Arab Scottish or Aralb British

18

Other

19

64. While being a tenant with Ardenglen have you ever suffered from any form of
harassment or felt that you have been unfairly treated due to an equadlities issue such as

your age, race, sexuality or disability?

Yes (please describe)

1

No
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65.1s there anything else you would like to say about your home or the services Ardenglen
provide

e Thank you very much for completing the questionnaire.
e Here is a ‘Thank you'’ slip which tells you a bit more about Research Resource,
the interviewing process and how we use your data on the Privacy Notice
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ﬁ researchresource

TECHNICAL REPORT SHEET — QUANTITATIVE RESEARCH

Project number \ P1016

Project name \ Ardenglen HA Tenant Satisfaction Survey 2019

The aim of the research was to seek tenants’ views on the
services that Ardenglen provides and how well it performs
these services and to help identify areas where the service can
be improved. Specifically the research will provide customers
views on the following:

B The quality of information provided by Ardenglen;
Feedback on customer care;
Quality of accommodation and the neighbourhood;
Service provision including repairs, maintenance and
improvements;
Tenant involvement/ opportunities for participation;
Value for money.

Objectives of the
research

Target group | Tenants of the Association

Target sample size ‘ The aim was to achieve a 40% response rate with tenants.

Achieved sample size ‘ A total of 398 tenant interviews were achieved.

Interviewing took place between the 27t May and 28t June

Date of fieldwork 2019,

Sampling method Interviews spread across organisation stock.

Interviews were undertaken with the tenant or their partner on
a face to face basis. All responses were recorded on a paper
questionnaire and the data entered into a survey analysis
package by a tfeam of data processors.

Data collection method

Response rate and
definition and method 41% (398 interviews from a population of 962 tenants)
of how calculated

Number of interviewers

4 Interviewers were working on this

10% of each interviewers work was back checked to ensure
that inferviews have been completed accurately and in line
with ISO 20252 standards.

Interview validation
methods

Showcards or any other
materials used? Showcards used as per instructions on questionnaire

Weighting procedures
(if applicable) Not applicable
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Q28 Overall, how satisfied or dissatisfied are you with the quality of your home?

Q28 Overall, how satisfied or dissatisfied are you with the quality of your home?

Break %
Respondents Neither satisfied Fairly Very
Base Very satisfied | Fairly satisfied |nor dissatisfied dissatisfied dissatisfied
Total 398 76.4% 16.3% 5.8% 0.8% 0.8%
Scheme
55T block 1 24 75.0% 25.0% - - -
S5T block 2 13 69.2% 30.8% - - -
55T block 3 19 24.2% 5.3% 10.5% - -
55T block 4 29 75.9% 20.7% 3.4% - -
S5T block 5 22 85.4% 13.6% - - -
55T block & 10 70.0% 20.0% 10.0% - -
Scarrel Terrace 87.5% - 12.5% - -
Ballantay Quadrant 38.9% - - - 11.1%
Ballantay Phase 3 26 B5.4% 15.4% 15.4% 3.8% -
Ballantay Phase 2 26 92.3% 7.7% - - -
Ballantay Phase 1 30 83.3% 3.3% 6.7% 3.3% 3.3%
Cathkin Braes Phase 8 100.0% - - - -
6
Cathkin Braes Phase 11 90.9% 9.1% - - -
5
Cathkin Braes Phase 13 33.8% 45 2% - - -
4
Cathkin Braes Phase 8 87.5% 12.5% - - -
3
Cathkin Braes Phase T 71.4% 14.3% 14.3% - -
2
Cathkin Braes Phase 13 69.2% 15.4% 15.4% - -
1
Tormusk Primary 18 100.0% - - - -
Site
mortgage to rent 5 20.0% 20.0% - - -
Tormusk Drive 2 100.0% - - - -
Shared Owner
Ardencraig Square 23 43.5% 39.1% 17.4% - -
Tormusk Island Site 11 100.0% - - - -
Ardencraig Phase 2b T 71.4% 14.3% 14.3% - -
Ardencraig Phase 2a 13 61.5% 23.1% 7.7% 7.7% -
HULL - - - - - -
Ardencraig Phase 4 8 75.0% 12.5% 12.5% - -
Ardencraig Phase 3 11 100.0% - - - -
Ardencraig Phase 1 24 45.8% 41.7% 8.3% - 4.2%




Q30 thinking about your home, if Ardenglen were planning works for your home what would be your top priority for improvement?

a) Top priority

Analysis % Q30a Top Priority
Respondents Window Kitchen upgrade/ | Bathroom upgrade! Insulation against h-| External painter Measures to deal Other (please No improvements
Base Gas central heating replacement Rewiring replacement replacement New internal doors | New external doors | €at loss/ draught ... work with dampness/c.. specify) needed
Total 398 18 37 56 33 26 10 2 2 9 3 201
Scheme
55T block 1 6.0% 18.7% 5.4% 36% 8.1% 3.8% - - - 11.1% 33.3% 8.0%
55T block 2 3.3% - 5.4% 1.8% 3.0% - - - - - - 45%
S58T block 3 4.5% 5.6% - 36% - 3.8% - - - 11.1% - 7.0%
55T block 4 7.3% 56% - 71% 3.0% 3.8% 10.0% 50.0% 50.0% 22.2% - 8.5%
55T block 5 5.5% 11.1% - 36% 5.1% 15.4% - - - 11.1% - 5.5%
55T block 6 2.5% 56% 27% 1.8% 5.1% 3.8% - - - - - 2.0%
Scarrel Terrace 2.0% - 17% - 3.0% 3.8% - - - - - 25%
Ballantay Quadrant 2.3% - - 10.7% 3.0% - - - - - - 1.0%
Ballantay Phase 3 6.5% 278% 10.8% - 3.0% T7.7% - 50.0% - - - 6.5%
Ballantay Phase 2 6.5% - 27% 10.7% 5.1% 11.5% 10.0% - - 11.1% - 6.0%
Ballantay Phase 1 7.5% - - 100.0% 8.9% 3.0% 19.2% 40.0% - 50.0% 11.1% - 6.0%
Cathkin Braes Phase 2.0% - - 1.8% - - - - - - - 3.5%
[}
Cathkin Braes Phase 2.8% 58% 27% 5.4% 5.1% 3.8% - - - - - 1.0%
5
Cathkin Braes Phase 3.3% - - 12.5% 8.1% - - - - - 33.3% 1.5%
4
Cathkin Braes Phase 2.0% - 10.8% - - - - - - - - 2.0%
3
Cathkin Braes Phase 1.8% - 27% - - 3.8% - - - - - 25%
2
Cathkin Braes Phase 3.3% - 10.8% 1.8% 5.1% - - - - - - 3.0%
1
Tormusk Primary 4.5% 16.7% - 5.4% 6.1% - - - - 11.1% - 4.5%
Site
mortgage to rent 1.3% - - - 3.0% - - - - - - 2.0%
Tormusk Drive 0.5% - - - - - - - - - - 1.0%
Shared Owner
Ardencraig Square 5.8% - 8.1% 10.7% 12.1% - - - - 11.1% - 4.5%
Tormusk Island Site 2.8% - - 38% - 3.8% - - - - - 4.0%
Ardencraig Phase 2b 1.8% - 5.4% - - - 20.0% - - - - 1.5%
Ardencraig Phase 2a 3.3% 5.6% 13.5% - - T7% - - - - - 25%
NULL - - - - - - - - - - - -
Ardencraig Phase 4 2.0% - 27% 5.4% - - - - - - - 2.0%
Ardencraig Phase 3 2.8% - 27% 1.8% 5.1% - - - - - - 3.5%
Ardencraig Phase 1 6.0% - 10.8% - 9.1% T7.7% 20.0% - - - 33.3% 6.0%




b) 2nd priority

Analysis % Q30b 2nd Top Priority
Respondents Window Kitchen upgrade/ | Bathroom upgrade/ Insulation against h-| External painter Measures to deal Other (please Ho improvements
Base Gas central heating replacement Rewiring replacement replacement New internal doors | New external doors | eat loss/ draught ... work with dampness/c... specify) needed
Total 398 - 22 22 36 9 12 T 4 2 3 281
Scheme
55T block 1 6.0% - - 9.1% 28% - 8.3% - - - B6.7% 5.4%
55T block 2 3.3% - - 459 - - B B - - R 43%
55T block 3 4.8% - - 4.5% 8.3% - - - - - - 5.3%
55T block 4 7.3% - - 4.5% 13.9% 1M1.1% - 14.3% 25.0% - - T7.1%
58T block & 5.5% - - - 8.3% 222% - 14.3% - 50.0% - 5.3%
55T block 6 25% - - 9.1% - - - 143% - - - 25%
Scarrel Terrace 2.0% - - - 28% - - - - - - 2.5%
Ballantay Quadrant 23% - 9.1% - 5.6% - - - - - - 1.8%
Ballantay Phase 3 6.5% - 13.6% 9.1% 28% - 8.3% 14.3% - - - 6.4%
Ballantay Phase 2 6.5% - 9.1% 9.1% 28% 222% 8.3% 14.3% - 50.0% - 57%
Ballantay Phase 1 7.5% - - 9.1% 28% - 58.3% 286% 50.0% - - 57%
Cathkin Braes Phase 2.0% - - - 2.8% - - - - - - 2 5%
B
Cathkin Braes Phase 2.8% - - 4.5% 28% M.1% - - - - 33.3% 25%
5
Cathkin Braes Phase 3.3% - 18.2% 4.5% 8.3% - - - - - - 1.8%
4
Cathkin Braes Phase 2.0% - - - 28% - - - - - - 25%
3
Cathkin Braes Phase 1.8% - 4.5% - - - - - - - - 21%
2
Cathkin Braes Phase 3.3% - 4.5% 45% 2.8% - - - - - - 3.6%
1
Tormusk Primary 4.5% - - 45% 5.6% - 8.3% - 25.0% - - 45%
Site
mortgage to rent 13% - - - - - - - - - . 1.8%
Tormusk Drive 0.5% - - - - - - - - - - 0.7%
Shared Owner
Ardencraig Square 5.8% - 91% 13.6% 11.1% - - - - - - 5.0%
Tormusk Island Site 2.8% - - 45% 5.6% - - - - - - 28%
Ardencraig Phase 2b 1.8% - 5 - - M.1% 8.3% - - - - 1.4%
Ardencraig Phase 2a 3.3% - 5 4.5% - 11.1% - - - - - 36%
NULL - - - - - - - - - - -
Ardencraig Phase 4 2.0% - - - 5.6% - - - - - - 21%
Ardencraig Phase 3 2.8% - 4.5% - - - - - - - - 35%
Ardencraig Phase 1 6.0% - 18.2% - 2.8% 11.1% - - - - - 6.4%

81



c) 3rd priority

@30c 3rd Top Priority

;2:2’:.‘-:1 :‘ntg Window Kitchen upgrade/ | Bathroom upgradel Insulation against h-|  External painter Measures to deal Other (please No improvements
Base Gas central heating replacement Rewiring replacement replacement New internal doors | New external doors | eat loss/ draught ... work with dampness/c... specify) needed
Total 398 3 3 1 3 15 16 2 2 3 4 1 342
Scheme
55T block 1 6.0% - - - - 6.7% - - - - - - 6.7%
55T block 2 3.3% - - - - 6.7% - - - - - - 3.5%
55T block 3 4.8% - - - - 6.7% 12.5% - - - - - 4.7%
5ST block 4 7.3% - - - - 6.7% 12.5% - - 33.3% 25.0% - 87%
55T block 5 5.5% - - - - - 18.8% - - - 50.0% - 5.0%
55T block 6 2.5% - - - - 6.7% - - - - - - 26%
Scarrel Terrace 2.0% - - - - - - - - - - 100.0% 20%
Ballantay Quadrant 2.3% - - - - - 12.5% - - - - - 2.0%
Ballantay Phase 3 6.5% - - - 65.7% - - - - - - - 7.0%
Ballantay Phase 2 6.5% - - - 33.3% 2B7% §.3% 50.0% - 18.7% - - 5.3%
Ballantay Phase 1 7.5% - - - - 67% 18.8% - 100.0% 50.0% - - 6.1%
Cathkin Braes Phase 2.0% - - - - - - - - - - - 3%,
B
Cathkin Braes Phase 2.8% - - - - - - - - - - . 3.2%
5
Cathkin Braes Phase 3.3% 66.T% - - - 6.7% - - - - - - 29%
4
Cathkin Braes Phase 2.0% - - - - - - - - - - - 7 3%
3
Cathkin Braes Phase 1.8% - - - - 6.7% - - - - - - 1.8%
2
Cathkin Braes Phase 3.3% - - - - - - - - - - - 3.8%
1
Tormusk Primary 4.5% - 333% - - - 6.3% 50.0% - - - - 4.4%
Site
mortgage to rent 1.3% - - - - - - - - - - - 1.5%
Tormusk Drive 0.5% - - - - - - - - - - - 0.6%
Shared Owner
Ardencraig Square 5.8% - B66.7% - - 6.7% - - - - - - 5 8%
Tormusk Island Site 2.8% 33.3% - - - 6.7% §.3% - - - - - 23%
Ardencraig Phase 2b 1.8% - - - - 6.7% - - - - - - 1.8%
Ardencraig Phase 2a 3.3% - - - - - - - - - 25.0% - 35%
NULL - - - - - - - - - - - - -
Ardencraig Phase 4 2.0% - - - - - - - - - - - 3%
Ardencraig Phase 3 2.8% - - - - - 6.3% - - - - - 2.9%
Ardencraig Phase 1 6.0% - - 100.0% - - - - - - - - 5.7%
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Q32 Overall, how satisfied or dissatisfied are you with Ardenglen’s

contribution to the management of the neighbourhood?

@32 Overall, how satisfied or dissatisfied are you with Ardenglen's contribution to the

Break % management of the neighbourhood you live in?
Respondents Neither satisfied Fairly Very
Base Very satisfied | Fairly satisfied |nor dissatisfied dissatisfied dissatisfied
Total 398 83.7% 14.1% 2.0% - 0.3%
Scheme
55T block 1 24 66.7% 33.3% - - -
55T block 2 13 76.9% 23.1% - - -
55T block 3 19 89.5% 5.3% 5.3% - -
55T block 4 29 856.2% 13.8% - - -
55T block 5 22 85.4% 9.1% 45% - -
55T block 6 10 40.0% 40.0% 20.0% - -
Scarrel Terrace 62.5% 37.5% - - -
Ballantay Quadrant 28.9% 11.1% - - -
Ballantay Phase 3 26 28.5% 11.5% - - -
Ballantay Phase 2 26 96.2% 3.8% - - -
Ballantay Phase 1 30 83.3% 10.0% 3.3% - 3.3%
Cathkin Braes Phase 8 87.5% 12.5% - - -
6
Cathkin Braes Phase 1 90.9% 9.1% - - -
5
Cathkin Braes Phase 13 76.9% 15.4% 7.7% - -
4
Cathkin Braes Phase 8 75.0% 25.0% - - -
3
Cathkin Braes Phase T 42 9% 57.1% - - -
2
Cathkin Braes Phase 13 o4.6% 7.7% 7.7% - -
1
Tormusk Primary 18 100.0% - - - -
Site
mortgage to rent 5 40.0% 60.0% - - -
Tormusk Drive 2 - 100.0% - - -
Shared Owner
Ardencraig Square 23 51.3% 8.7% - - -
Tormusk Island Site 11 100.0% - - - -
Ardencraig Phase 2b 7 71.4% 28.6% - - -
Ardencraig Phase 2a 13 24.6% 15.4% - - -
HULL - - - - - -
Ardencraig Phase 4 & 100.0% - - - -
Ardencraig Phase 3 11 50.59% - 9.1% - -
Ardencraig Phase 1 24 95.8% 4.2% - - -




