9. Overall, how satisfied or dissatified are you with Caledonia’s management of the neighbourhood
you live in?

Very Satisfied
Fairly Satisfied
Neither Satisfied nor Dissatisfied
Fairly Dissatisfied
Very Dissatisfied

10. Taking into account the accommodation and the services Caledonia provides, to what extent do
you think that the rent for the property represents good or poor value for money? Is it...

Tenant Satisfaction Survey 2013 – The Results
In order to establish a base level of performance for the Association for 2012/13 a satisfaction survey form was
sent to all 3,305 of the Association’s households along with the spring newsletter that was issued in March.
398 responses were received, representing a response rate of 12%, which was broadly in line with expectations
for a survey of this nature. The survey was based on the ten set satisfaction questions in the Scottish Housing
Regulator’s guidance that specifically apply to the Association.
Tenants had the option of returning completed surveys through the Association’s ‘Freepost’ address or
completing them online using SurveyMonkey questionnaire software. The results were input and analysed
in detail and a full break down of results from each question are outlined within the following results report.
1. Taking everything into account, how satisfied or dissatisfied are you with the overall service
provided by Caledonia?

Very Good

Very Satisfied

Fairly Good

Fairly Satisfied

Neither Good nor Poor

Neither Satisfied nor Dissatisfied

Fairly Poor

Fairly Dissatisfied

Very Poor

Very Dissatisfied
No Opinion

Conclusion

Although the results fall short of our Business Plan aim of achieving ≥95% overall customer satisfaction, they are
encouraging given the substantial period of change involved in the merger process over the last year.
The results of the survey help us to make policy and operational changes to improve tenant satisfaction. In
addition to the statistical results, a number of households also provided comments in relation to the Association’s
services.
The key themes from these comments include the following:
• Reactive repairs issues relating to individual tenants
• Suggestions in relation to property improvements
• Concerns about the conduct of neighbours
• Caretaking services at one particular housing development
• General estate management issues
• Positive statements about/praise for the Association and the staff team
Contact will be made with the tenants concerned where the comments made require action and/or a response
from the Association.

2. How good or poor do you feel Caledonia is at keeping you informed about their services and
decisions?

Very Good
Fairly Good
Neither Good nor Poor
Fairly Poor
Very Poor

3. How satisfied or dissastified are you with opportunities given to you to participate in Caledonia’s
decision making process?

6. Overall, how satisfied or dissatisfied are with the quality of your home? (includes the general state
of repair of the property and the standard of kitchen units and bathroom suites)

Very Satisfied

Very Satisfied

Fairly Satisfied

Fairly Satisfied

Neither Satisfied nor Dissatisfied

Neither Satisfied nor Dissatisfied

Fairly Dissatisfied

Fairly Dissatisfied

Very Dissatisfied

Very Dissatisfied

4. Did you move into this property within the last year, that is since April 2012?

7. Have you had any repairs carried out in this property in the last 12 months?

Yes (households who answered yes,
continued to question 5)

Yes

No (households who answered no,
continued to question 6)

No

5. Thinking about when you moved in, how satisfied or dissatisfied were you with the standard of
your home? (General state of repair and the cleanliness and tidiness)

8. Thinking about the LAST time you had a repair carried out, how satisfied or dissatisfied were you
with the repairs service provided by Caledonia?

Very Satisfied

Very Satisfied

Fairly Satisfied

Fairly Satisfied

Neither Satisfied nor Dissatisfied

Neither Satisfied nor Dissatisfied

Fairly Dissatisfied

Fairly Dissatisfied

Very Dissatisfied

Very Dissatisfied
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