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Housing Society
building homes...supporting communities





Albyn Housing Society is committed to listening to tenants and acting on their views.  To help us do this, we have commissioned an independent market research company, Research Resource, to undertake a tenant satisfaction survey on our behalf.  Please take the time to complete this questionnaire.  All your answers will remain totally confidential and none of your individual responses will be passed to Albyn without your permission.  The results of the survey will be analysed by Research Resource and an independent report will be provided summarizing the overall findings of the survey.  
If there are any questions you feel unable to answer, please leave them and move on to the next one.  If you require any help completing the questionnaire, please call Kirsty Martin at Research Resource on 0141 641 6410.  Kirsty will take your telephone number and call you back to complete the survey with you.  If you would prefer to complete the survey online, you can access it through the following web address: www.researchresource.co.uk/albyntenantsurvey.html
As a thank you for your participation in this survey, respondents will be entered into a Prize Draw, with 4 lucky winners each receiving £50.   Please complete this questionnaire as fully as possible by ticking the box you think is correct.  Please answer the questionnaire about how Albyn is performing just now. 
1: Customer Service
1. Taking everything into account, how satisfied are you with the services Albyn provide? (PLEASE TICK ONE ONLY)
	Very satisfied
	(
	

	Satisfied
	(
	

	Dissatisfied
	(
	

	Very dissatisfied
	(
	


2. How satisfied are you that Albyn keep you informed about things that might affect you? (PLEASE TICK ONE ONLY)
	Very satisfied
	(
	

	Satisfied
	(
	

	Dissatisfied
	(
	

	Very dissatisfied
	(
	


3. How satisfied are you that you can make your views known to Albyn when you want to? (PLEASE TICK ONE ONLY)

	Very satisfied
	(
	

	Satisfied
	(
	

	Dissatisfied
	(
	

	Very dissatisfied
	(
	


4. How satisfied are you that Albyn listen to your views and act upon them? (PLEASE TICK ONE ONLY)
	Very satisfied
	(
	

	Satisfied
	(
	

	Dissatisfied
	(
	

	Very dissatisfied
	(
	


5. How satisfied are you that Albyn treat you fairly? (PLEASE TICK ONE ONLY)
	Very satisfied 
	(
	

	Satisfied
	(
	

	Dissatisfied
	(
	

	Very dissatisfied
	(
	


6. How likely would you be to recommend Albyn to your family or friends? 
	Very likely
	(
	

	Fairly likely
	(
	

	Fairly unlikely
	(
	

	Very unlikely
	(
	


2: Contact

7. When you contact Albyn at what times would you like to be able to speak to a person? (TICK ALL THAT APPLY)

	Monday to Friday daytime
	(

	Monday to Friday evening
	(

	Saturday daytime
	(

	Sunday daytime
	(

	Weekend evenings
	(

	Any emergency call out
	(


8. Have you been in contact with us during the last year with a query other than to pay rent or service charges? 
	Yes
	(
	Go to Q9

	No
	(
	Go to Q18


9. How easy did you find it to contact Albyn? (PLEASE TICK ONE ONLY)
	Very easy
	(

	Easy
	(

	Difficult
	(

	Very difficult
	(


10. What method did you use to contact Albyn the last time you made contact? (PLEASE TICK ONE ONLY)
	By telephone
	(

	By email 
	(

	By text
	(

	Visited office
	(

	Other (please write in)

	(


11. Which office did you contact? (PLEASE TICK ONE ONLY)
	Caithness
	(

	Invergordon
	(

	Inverness
	(


12. What was the main reason for your last contact with us, other than to pay rent or service charges? (PLEASE TICK ONE ONLY)
	Reporting repairs
	(
	

	Making arrangements to pay rent arrears
	(
	

	Neighbour complaints
	(
	

	A transfer or exchange request
	(
	

	Some other reason (please write in below)

	(
	


13. How easy was it to get hold of the right person? (PLEASE TICK ONE ONLY)
	Very easy
	(
	

	Easy
	(
	

	Difficult
	(
	

	Very difficult
	(
	


14. Was the member of staff helpful?
	Yes
	(
	

	No
	(
	


15. Was your query answered in a reasonable time?
	Yes
	(

	No
	(


16. Did you get the information you needed, in a way in which it was easy for you to understand?
	Yes
	(
	

	No
	(
	


17. How satisfied were you with the final outcome of your query? 

	Very satisfied
	(
	

	Satisfied
	(
	

	Dissatisfied
	(
	

	Very dissatisfied
	(
	


3: Communication

18. Do you have access to email and the internet for personal use either through computer or smartphone?
	Yes
	(
	Go to Q19

	No
	(
	Go to Q20


19. If you have an email address, are you happy to provide it below so that Albyn can contact you in this way?  If you provide your email address it will be passed over to Albyn.  All other responses given to this survey will remain anonymous and confidential.   
	
	


20. How would you prefer us to get in touch with you about your own tenancy? (TICK ALL THAT APPLY)
	Web based messaging
	(
	

	Email
	(
	

	Telephone 
	(
	

	Texting
	(
	

	Letters
	(
	

	At the office
	(
	

	Visit your home
	(
	


21. How would you prefer us to keep you informed about our services generally? (TICK ALL THAT APPLY)
	Facebook
	(
	

	Twitter
	(
	

	Email
	(
	

	Texting
	(
	

	Public meetings
	(
	

	Newsletters
	(
	

	Handbooks
	(
	

	Letters
	(
	

	Other (please write in below)


	(
	


4: General Services

22. How satisfied are you with the way we deal with…..?
	
	Very satisfied 
	Satisfied
	Dissatisfied
	Very dissatisfied

	Complaints about us
	(
	(
	(
	(

	Moving or swapping home
	(
	(
	(
	(

	Anti-social behaviour
	(
	(
	(
	(

	Support for claiming benefits
	(
	(
	(
	(

	Support for paying your rent and managing finances
	(
	(
	(
	(

	Repairs and maintenance
	(
	(
	(
	(

	Your enquiries generally
	(
	(
	(
	(


23. How important to you are each of the services we provide.
	
	Very important 
	Quite important
	Not very important
	Not at all important

	Complaints about us
	(
	(
	(
	(

	Moving or swapping home
	(
	(
	(
	(

	Anti-social behaviour
	(
	(
	(
	(

	Support for claiming benefits
	(
	(
	(
	(

	Support for paying your rent and managing finances
	(
	(
	(
	(

	Repairs and maintenance
	(
	(
	(
	(

	Dealing with enquiries generally
	(
	(
	(
	(

	The appearance of your local area
	(
	(
	(
	(

	Keeping you informed
	(
	(
	(
	(

	Consulting you and acting on your views
	(
	(
	(
	(

	The quality of your home
	(
	(
	(
	(


5: Being Involved

24. Which areas of our work would you like to be asked your views on? (TICK ALL THAT APPLY)
	Tenancy issues (allocations, neighbour disputes, rent arrears etc)
	(

	Repairs and maintenance
	(

	Estate management
	(

	Rents
	(

	Customer Services
	(

	Newsletters and information
	(

	House design
	(

	Future business plans
	(

	I don’t mind if my views are not asked
	(

	Other (please write in below)


	(


25. How would you like to give us your views? (TICK ALL THAT APPLY)

	In surveys like this one
	(

	Being part of a local forum
	(

	By being on a panel of tenants interested in particular topics
	(

	By joining a local residents group
	(

	By being a member of Albyn
	(

	By being a tenant representative for my area
	(

	I don’t want to be asked my views
	(


26. If you have indicated that you would like to be involved in some way, are you happy for Research Resource to pass on your name and contact details to Albyn.  Only your individual response to these last two questions will be given to Albyn if you agree.  All other information will remain anonymous and confidential.

	Yes
	(
	

	No
	(
	


6: Value for money
27. Overall, how satisfied are you with your rent as value for money?
	Very satisfied
	(
	

	Satisfied
	(
	

	Dissatisfied
	(
	

	Very dissatisfied
	(
	


28. Overall, how satisfied are you with your service charges (that is, for maintaining areas shared in common with other residents such as landscaping or shared entrances) as value for money?

	Very satisfied
	(
	

	Satisfied
	(
	

	Dissatisfied
	(
	

	Very dissatisfied
	(
	


29. Do you have enough information about how the charges you pay are decided?
	Yes
	(
	

	No
	(
	


7: Neighbourhoods
30. Overall, how satisfied are you with the quality of your home?

	Very satisfied
	(
	

	Satisfied
	(
	

	Dissatisfied
	(
	

	Very dissatisfied
	(
	


31. What are the main things you think we should do that would improve the quality of your home?

	


32. Overall, how satisfied are you with your neighbourhood as a place to live?

	Very satisfied
	(
	

	Satisfied
	(
	

	Dissatisfied
	(
	

	Very dissatisfied
	(
	


33. What are the main things you think we should do that would improve the quality of your neighbourhood?

	


34. Do you think any of the following is a problem in your neighbourhood?
	
	Serious Problem
	Minor Problem
	Not a problem

	Parking
	(
	(
	(

	Rubbish or litter
	(
	(
	(

	Noisy neighbours
	(
	(
	(

	Pets and animals
	(
	(
	(

	Lack of play areas for children
	(
	(
	(

	Disruptive children
	(
	(
	(

	Racial or other harassment
	(
	(
	(

	Drunk or rowdy behaviour
	(
	(
	(

	Vandalism and graffiti
	(
	(
	(

	Damage to your property
	(
	(
	(

	Drug use
	(
	(
	(

	Drug dealing
	(
	(
	(

	Abandoned cars
	(
	(
	(

	Traffic
	(
	(
	(

	Other crime
	(
	(
	(


35. In the last 3 years would you say your neighbourhood has improved or declined?

	Improved
	(
	

	Stayed the same
	(
	

	Declined
	(
	

	Don’t know
	(
	


36. How satisfied are you with the overall appearance of your local area?

	Very satisfied
	(
	

	Satisfied
	(
	

	Dissatisfied
	(
	

	Very dissatisfied
	(
	


37. In relation to parking, do you have access to a car or other motor vehicle for your own use? 
	Yes 
	(
	Go to Q38

	No
	(
	Go to Q39


38. How many vehicles belong to your household?
	One
	(
	

	Two
	(
	

	Three 
	(
	

	Four or more
	(
	

	None
	(
	


8: Finances
Albyn are concerned about the effects of the recession for people living in their communities.  The information collected will help Albyn develop services which may better help their tenants and their financial situation.  All responses given will be confidential.
39. Do you currently have home contents insurance, which you pay to protect your possessions in your own home?

	Yes
	(
	Go to Q41

	No
	(
	Go to Q40

	Don’t know
	(
	Go to Q41


40. Why do you not currently have home contents insurance? (TICK ALL THAT APPLY)
	I didn’t know it was something I should have
	(
	

	I’m not sure how to get home contents insurance
	(
	

	It is too expensive
	(
	

	It is just not a priority
	(
	

	I hadn’t thought about it
	(
	

	Other reason (please write in)


	(
	


41. Which of these, if any, have you used in the last 6 months to manage your money?
	My bank account
	(
	

	My building society account
	(
	

	My credit union account
	(
	

	My post office card account
	(
	

	My credit card
	(
	

	Payday loans
	(
	

	Loans from friends or family
	(
	

	Other loans or credit arrangements (please write in)


	(
	


42. From the list below, please indicate which problems you have encountered recently? (TICK ALL THAT APPLY)
43. For each encountered, compared with this time last year is this better, the same or worse.....

	
	42. 
Problems experienced
	43. Compared with this time last year is this ….

	
	
	Worse
	The same
	Better
	Don’t know

	I’ve lost my job/ business
	(
	(
	(
	(
	(

	I’m worried about losing my job
	(
	(
	(
	(
	(

	I am having difficulty finding work
	(
	(
	(
	(
	(

	I have had to cut back on non- essential purchases (clothing, holidays, DIY etc.) 
	(
	(
	(
	(
	(

	I am socialising less
	(
	(
	(
	(
	(

	I have health or wellbeing concerns
	(
	(
	(
	(
	(

	I have been unable to pay my rent
	(
	(
	(
	(
	(

	I have had to borrow money
	(
	(
	(
	(
	(

	I have had to dip into my savings
	(
	(
	(
	(
	(

	I have been unable to pay bills (gas, electricity, etc.)
	(
	(
	(
	(
	(

	I have had to sell something of value
	(
	(
	(
	(
	(

	I have had to move  house
	(
	(
	(
	(
	(

	I have cut back on food bills 
	(
	(
	(
	(
	(

	I have reduced my energy use
	(
	(
	(
	(
	(

	Any other problem or issue: (Please specify)


	(
	(
	(
	(
	(

	None of the above
	(


 9: About you and your household (Equalities Monitoring)
Albyn must, by law, be able to demonstrate that they treat all tenants equally regardless of age, disability, gender, race, religion or belief or sexual orientation.  In order to do this, Albyn needs to be aware of the profile of their tenants. The information you give is strictly confidential.  It will be used only to create an overall picture of tenants living in Albyn properties.
44. How long have you lived in this house?
	Less than one year
	(
	

	Between 1 and 5 years
	(
	

	Between 6 and 10 years
	(
	

	More than 10 years
	(
	


45. How old are you?
	16-24
	(
	

	25-34
	(
	

	35-44
	(
	

	45-64
	(
	

	65-74
	(
	

	75-84
	(
	

	85+
	(
	


46. Are you?
	Male
	(
	

	Female
	(
	


47. What is your current work status? (PLEASE TICK ONE ONLY)

	Full time paid work (35 or more hours per week)
	(

	Part time paid work (more than 16 hours but less than 35 hours per week)
	(

	Part time paid work (less than 16 hours per week)
	(

	Full time education
	(

	Unemployed
	(

	Long term sick or disabled
	(

	Caring for others/ Looking after family
	(

	Retired
	(

	Other (please write in)


	(


48. Are the daily activities of anyone in your household limited by a health problem that is expected to last at least 12 months?
	Yes
	No

	(
	(

	Go to 48
	Go to 49


49. If yes, is this related to…? (TICK ALL THAT APPLY)
	Mental health condition
	(

	Mobility/ physical disabilities
	(

	Learning difficulties (eg dyslexia)
	(

	Difficulties with sight
	(

	Learning disability (eg Down’s Syndrome)
	(

	Developmental disorder (eg Autistic Spectrum Disorder or Asperger's Syndrome)
	(

	Difficulties with hearing
	(

	Other condition (please write in)

	(

	Don’t know
	(


50. How would you describe your sexual orientation?
	Heterosexual/ Straight
	(
	

	Lesbian/ Gay
	(
	

	Transexual
	(
	

	Bisexual
	(
	

	Transgender
	(
	


51. How would you describe your ethnic origin? (TICK ONE ONLY)
	WHITE

	White Scottish
	(

	White English
	(

	White Welsh
	(

	White Northern Irish
	(

	White British
	(

	White Irish 
	(

	Gypsy/ Traveller
	(

	Polish
	(

	Any other white ethnic group (please specify)

	(

	MIXED OR MULTIPLE ETHNIC GROUPS

	Any mixed or multiple ethnic groups (please specify)

	(

	ASIAN, ASIAN SCOTTISH OR ASIAN BRITISH

	Pakistani, Pakistani Scottish or Pakistani British
	(

	Indian, Indian Scottish or Indian British
	(

	Bangladeshi, Bangladeshi Scottish or Bangladeshi British
	(

	Chinese, Chinese Scottish or Chinese British
	(

	Other (please specify)

	(

	AFRICAN, CARIBBEAN OR BLACK

	African, African Scottish or African British
	(

	Caribbean, Caribbean Scottish or Caribbean British
	(

	Black, Black Scottish or Black British
	(

	Other (please specify)

	(

	OTHER ETHNIC GROUP

	Arab
	(

	Other (please specify)

	(


52. Do you have any other comments you would like to make about Albyn Housing Society or the services it provides?
53. Would you like us to pass this comment over to Albyn associated with your name and address.  Passing over your comment will allow them to look into any outstanding issues.  If you wish only to make a comment and have this reported back anonymously and analysed with a set of overall themes or issues we will do this. 
	Yes, I would like my comment passed over to Albyn so that they can resolve my outstanding issue  
	(

	No, I would like my comment to remain confidential
	(


54. If Albyn wished to further explore any issues which arose through the survey, would you be willing to participate in further research, either through a discussion group in your local area or an indepth discussion (at your home or by telephone)?  Please note that even if you say ‘yes’ just now, you can change your mind later. (Tick one only)
	Yes, I am happy to participate in further research 
	(

	No, I would rather not participate in further research
	(


Thank you very much for taking the time to complete this questionnaire.  Your views will help shape the services provided by Albyn Housing.  
Please return your questionnaire in the enclosed freepost envelope provided (no stamp needed) by the 19th March.    If you have lost the envelope you can return the questionnaire by using the following freepost address:
RESEARCH RESOURCE, FREEPOST RRSA-LEUS-ULUB, 
17B MAIN STREET, CAMBUSLANG, GLASGOW, G72 7EX
Please write in your name and address below.  This information will only be used to enter you into the prize draw.

	Name 
	

	Address


	

	Postcode
	


How satisfied are you with your landlord?
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