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EXECUTIVE SUMMARY
INTRODUCTION
This report summarises the key findings to emerge from a consultation on
Bridgewater Housing Association’s proposed rent increase.
A total of 201 tenants were interviewed by Research Resource’s trained
and experienced telephone interviewers between 21st January to 4th
February 2019 to find out their views on Bridgewater’s performance
relating to rents and the proposed rent increase for 2019/20.
KEY FINDINGS
VIEWS ON THE PROPOSED RENT INCREASE
 74% of tenants surveyed said they felt that a 2.5% increase would be
reasonable to allow Bridgewater Housing Association to carry out
improvements and services.
 77% of respondents said that they considered the proposed increase in
rental charge to be affordable to their household.
BRIDGEWATER’S PERFORMANCE ON RENT SERVICES
 Respondents were asked on a scale of 1 to 10 where 1 was completely
dissatisfied and 10 was completely satisfied how satisfied they were
with a range of rent services. An average rating has been calculated
to allow these to be analysed.
 Respondents were satisfied that ‘Help is offered to tenants who are
struggling to pay their rent’ (9.1). They were marginally less satisfied
that ‘Full details of rent charges are made available’ (9.0) and that
‘Bridgewater provide a wide choice of payment methods’ (9.2).
Overall satisfaction with these rent services was 8.3.
 Two thirds of respondents (67%) said that they were aware that, on
average, that private rents in Erskine range from 11% to 77% higher
than Bridgewater’s rents.
 In terms of respondent perception of value for money for rent, just
under 9 in 10 respondents (85%) stated that they believe that their rent
represents very good or good value for money, when taking into
account the accommodation and services Bridgewater provides
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BRIDGEWATER’S SERVICES
 When asked which services that Bridgewater currently provides were
most important, tenants clearly identified the following services:
o
o
o
o

Repairs service (76%)
Maintenance of properties (29%)
Landscaping/ gardening/ outside maintenance (25%)
Good customer service (16%)

 In terms of identifying any new services they would like to see
Bridgewater providing, the majority (64%) stated that there were no
new services they would like to see provided. Suggestions made
included:
o Upgrade homes/ adaptations to properties (7%)
o Improved communication / interaction between the Association
and tenants (6%)
o Improvements to grounds maintenance, fence painting (4%)
 35% respondents stated that they would consider using the BHA app,
which would allow them to make secure payments towards their rent.
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1. BACKGROUND AND METHODOLOGY
1.1

Introduction

This report represents and discusses the findings to emerge from a
consultation on Bridgewater Housing Association’s proposed rent increase,
carried out by Research Resource.
1.2

Background and Objectives

Bridgewater Housing Association has a statutory requirement to consult with
their tenants on their proposed rent increase on an annual basis. As such, all
tenants received a letter and information on the rent increase articulating
the Association’s approach to the rent increase consultation and also the
background and rationale to the proposed rent increase. This information is
available in Appendix 1 of this report.
The objective of the survey is to gain tenants feedback on the proposed rent
increase and understand their wider views on Bridgewater rents and the
services provided by the Association
1.3

Research Method

The survey was undertaken utilising a telephone methodology with
Bridgewater tenants. An interviewer led methodology, such as telephone,
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 the questions asked, providing high quality output and a positive
interviewing experience. Moreover, it allows responses to be targeted from
particular groups of tenants ensuring that the desired sample profile is
achieved within the survey.
After consultation with Bridgewater Housing Association, a survey
questionnaire was agreed which fully met the information needs and
requirements of the rent consultation. A copy of this is available in Appendix
1 of this report.
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1.4

Sample Size

A total of 201 interviews were undertaken with Bridgewater tenants
representing a response rate of 25% of Bridgewater’s 811 tenants.
Quotas were set for achievement based upon whether or not the tenant was
in receipt of housing benefit. These were set disproportionately in order that
tenants who pay full rent were more likely to be interviewed than those that
do not.
Fieldwork commenced on 21st January and was concluded on 4th February
2019.
The profile of interviews targeted, and achieved, relative to the tenant profile
was as follows:
Tenant Group
A- Full housing benefit
B- Partial Housing
benefit
C- No Housing benefit
D- Universal Credit
Grand Total

No. of
tenants
284

Target %
of calls
20%

159

20%

349

58%

116

117

2%

4

4

100.0%

200

201

19
118

Target no of
interviews
40
40

Achieved no.
of interviews
38
42

A total of 201 interviews provides data accurate to +/-6% (based upon a 50%
estimate at the 95% level of confidence) at the overall Bridgewater level.
1.5

Interviewing and Quality Control

All interviewing was undertaken by Research Resource’s highly trained and
experienced telephone researchers, all of whom are highly experienced in
undertaking customer satisfaction surveys for Housing Associations and Local
Authorities.
6 interviewers worked on the survey and 10% of each
interviewer’s work was validated by remote listening to ensure that interviews
have been completed accurately and in line with ISO 20252 standards.
1.6

Survey Analysis and Reporting

Survey data will be analysed and reported on in the basis of the tenant group
noted above throughout the report. Where any particular trends or issues are
found for any one key group, this is detailed in the survey report.
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1.7

Report Structure

This document details the key findings to emerge from the survey for
Bridgewater Housing Association.
Chapter 2
Chapter 3
Chapter 4
Chapter 5
Chapter 6

Bridgewater’s performance
Bridgewater’s services
Rent consultation
Value for money
Financial management, health and wellbeing

Appendix 1 - Survey questionnaire
Appendix 2 – Technical report summary
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2. BRIDGEWATER’S PERFORMANCE
2.1 Satisfaction with rent services (Q1/2)
The survey opened by asking respondents, on a scale of 1 to 10 where 1 was
completely dissatisfied and 10 was completely satisfied, how satisfied they
were with Bridgewater’s performance with regard to rent services.
The overall range of responses received to each question is shown below,
analysed by whether or not the respondent was in receipt of housing benefit.
Summarised within the chart is also the average score given for each
question, by receipt of housing benefit. This mean rating has been calculated
excluding don’t know responses.
Full details of rent charges are made available
Firstly, in terms of tenants satisfaction that ‘full details of rent charges are
made available’, the mean satisfaction level overall is 9.0. As shown,
respondents in receipt of partial housing benefit were most likely to be
satisfied in this respect with a mean satisfaction rating of 9.9. Those who
receive no housing benefit were least likely to be satisfied, with an average
rating of 8.7.
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Analysis of dissatisfaction (defined as giving a rating of 5 and below) shows
that overall just 4% of respondents were dissatisfied in this respect. The
reasons given for dissatisfaction are listed below:
 Lack of information.
 No idea of how much for what property, and I still don't know how
much my rent is going up.
 Don't provide enough information.
 Not enough information.
 It goes up every year which concerns me.
 Just a way to tell us how much rent is going up.
 They don't send enough information and the information is irregular.
 You only get one letter telling us what the increase is and you're
supposed to remember.
Bridgewater provide a wide choice of payment methods
Respondents were then asked how satisfied they were that ‘Bridgewater
provide a wide choice of payment methods’. As shown, the majority of
respondents stated that they were satisfied, with a mean rating of 9.2.
Again, those in receipt of partial housing benefit were most likely to be
satisfied, with a mean rating of 9.9. Respondents who received no housing
benefit were less satisfied, with a mean rating of 8.8.

Research Resource

Bridgewater Housing Association

10

RENT CONSULTATION 2019/20

Overall, 5% of respondents stated that they were dissatisfied, giving a score of
5 or below. Their comments are listed below:
 You can't pay by card.
 They took away the option to pay in the office.
 Mistakes have been made rent/ Council tax. They don't accept cash
anymore.
 I pay my rent over the phone but they took that away.
 They have taken away cash counter option which will affect the
elderly, and the over the phone payment.
 They have stopped phone services payments.
 There are only two choices that I know of.
 It was difficult to set up for weekly payments. They acted like it was an
inconvenience.
 I went into the office to pay and they said I had to use the tablet which
saved all my details. They wouldn't do it at the desk.
Help is offered to tenants who are struggling to pay their rent
Finally with regard to their satisfaction with Bridgewater’s performance on
rent services, respondents were asked if they were satisfied that help is
offered to tenants who are struggling to pay their rent.
Overall, the mean satisfaction rating for this was 9.1. Respondents in receipt
of partial housing benefit were most likely to be positive giving a mean rating
of 9.9.
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Overall, 4% of respondents gave a dissatisfied response to this question. Their
reasons are listed below:
 They are not helpful.
 I don't have sufficient money in a direct debit account.
 I've not got a lot of help with changing to Universal Credit. It caused
me to get into arrears with my rent. I thought they could have done
something to help me.
 There is only one person so it can take a while to get an appointment.
 I found welfare rights officer very hard and unsympathetic with me.
 From personal experiences, I found the letters very aggressive. The
language was unacceptable. Very threatening.
 They weren't very helpful with me when I was going through a bad
patch, threatening to evict me.
Comparison to the rent consultations undertaken in 2016/17, 2017/18 and
2018/19 revealed that satisfaction with respect to full details of rent charges
being made available has decreased marginally from 9.2 to 9.1. Satisfaction
with regard to choice of payment methods has remained consistent and the
offer of help to tenants who are struggling has decreased from 9.5 to 9.1.
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2.2 Bridgewater Charter Report (Q3)
All tenants were asked about the Charter report sent by Bridgewater to all
tenants in October 2017. Almost two thirds of respondents (65%) said they
found this useful, 23% stated don’t know and 12% stated no, they did not find
it useful.

Where they did not find it useful (n=24), respondents were asked if they could
explain why. The reasons or comments given for this were:
 Don’t know/ no comment (n=5)
 Didn’t receive it (n=3)
 Don't read it. Nobody needs it.
 Landscaping and roads.
 Should have been more transparent, not enough information.
 I don't see any signs of maintenance so they’re sending me information
of things that I don't see happening.
 Made more simple.
 They should explain why they have to increase the rent as they run with
a surplus each year and are not struggling financially.
 Instead of a diary that no-one uses, perhaps there could be a different
way such as e-mail which saves money and is environmentally friendly.
 It was all to do with the new builds, they could have gave more
information about what they are going to do for existing houses.
 Only gone half the year, so the whole year would be nice.
 Didn't explain what type of apartments, they have proposed rent
increases to.
 Waste of money.
 They show themselves against other associations and the statistics that
are given. I don't believe they are accurate. They should hold meetings
to explain how they come up with the figures that they do.
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 I didn't pay any attention to it. If they're going to put up the rent, it will
go up no matter what we say.
 Just to tell me how much my rent is going up by.
 Not happy with it.
 I feel it could be clearer. Better in page format.
2.3 Information on expenditure (Q4-Q5)
Tenants were then asked if they would be interested in seeing a more
detailed breakdown of expenditure of the Association. As shown below, just
under one quarter of respondents stated ‘yes’ to this.

Any item costing
more than:
 £3,000 – 35%
 £4,000 – 10%
 £5,000 - 25%
 Other (29%)

The greatest proportion of tenants were interested in seeing a breakdown of
any item costing more than £3,000 (35%).
A total of 14 respondents stated something else. These were:
 Everything (9 respondents)
 £1,000 (5 respondents)
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2.4 Importance of rent services (Q6)
Respondents were then asked how important a variety of rent services were
to them. Of greatest importance were:
 Bridgewater make clear problems that occur by not keeping to rent
repayment agreements (9.4)
 Full details of rent charges are made available (9.4)
 Repayment details are confirmed in writing (9.4)
Least important was: performance on rent collection each year (8.9).
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Analysis by housing benefit receipt shows that tenants in receipt of full
housing benefit and no housing benefit were less likely to feel that most
factors were important than other tenants. Those in receipt of partial housing
benefit and Universal Credit placed more importance on most factors.
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2.5

Overall satisfaction with rent services (Q7)

Overall satisfaction with rent services was generally positive with a mean
rating of 8.3. This is greatest for those in receipt of Universal Credit (8.8) and
lowest for those who receive no housing benefit (8.2). Mean satisfaction has
decreased since the 2018/19 rent increase survey where it was 9.3.
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3. BRIDGEWATER’S SERVICES
3.1 Most important services (Q8)
Respondents were then asked an open question to identify up to 3 services
that they consider most important. These have been coded and are
illustrated below. As shown, overall the services that tenants believe to be
most important are:
 Repairs service (76%)
 Maintenance of properties (29%)
 Landscaping/ gardening/ outside maintenance (25%)
 Good customer service (16%)
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Notable differences within sample sub groups were:
 The repairs service was most important to all groups, but most so for
those who were in receipt of full housing benefit (84%)
 Those in receipt of partial housing benefit were more likely than other
groups to believe that Landscaping, gardening and outside
maintenance was important (33%)
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3.2 New services (Q9)
In terms of new services, all respondents were asked if there were any new
services they would like to see Bridgewater providing. As shown, the majority
(70%) stated that there were no new services that they would like to see
Bridgewater providing or didn’t know what they would like to see provided.

New services most likely to be of interest to respondents were:
 Upgrade homes/ adaptations to properties (7%)
 Improved communication / interaction between the Association and
tenants (6%)
 Improvements to grounds maintenance, fence painting (4%)
Due to the small numbers who suggested new services, it is not possible to
analyse these results with any degree of confidence at sub group level.
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3.3

Rent payments online (Q10)

Just over one third of respondents (35%) said that they would consider using
Bridgewater’s phone and tablet App to pay their rent securely.
Analysis by rent group shows that those who receive Universal Credit stated
that they would pay online (50%) whereas those that receive full housing
benefit were less likely to say they would use this (29%).
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4. RENT CONSULTATION
4.1

Awareness of Bridgewater rents compared to private sector rents
(Q11)

Two thirds of respondents (67%) said that they were aware that, on average,
that private rents in Erskine range from 11% to 77% higher than Bridgewater’s
rents.
Respondents who received no housing benefit (69%) or partial housing
benefit (69%) were most likely to be aware of this. Those who were in receipt
of Universal Credit were least likely to be aware (58%).
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4.2

Satisfaction with consultation and information on annual rent increase
(Q12)

In terms of satisfaction with the consultation and information on annual rent
increase, an average rating of 8.4 was received, with those in receipt of
partial Universal Credit most satisfied (10) and those who do not receive
housing benefit least satisfied (7.9).
The proportion of respondents satisfied with the consultation and information
on the annual rent increase has decreased marginally since the 2018/19
survey where the mean satisfaction was 8.9.
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4.3

Views on proposed rent increase (Q13)

Just under three quarters of respondents (74%) said that they felt that a 2.5%
rent increase would be reasonable to allow Bridgewater to carry out
improvements and services.
This was most likely to be believed to be reasonable by respondents in
receipt of full housing benefit (87%) and less likely to be acceptable to those
that do not receive housing benefit (68%).

Where respondents stated that they did not believe the increase to be
reasonable, they were asked what percentage they viewed as reasonable.
53 respondents said they did not think the increase was reasonable. 22 out of
these respondents did not give a specific % response and 12 stated 0%. 13
stated 1%, 7 stated 1.5% and 1 stated 2.5% over 2 years as opposed to 1 year.
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4.4

Affordability of proposed rent increase (Q14)

Just under 8 in 10 respondents (77%) said that they considered the proposed
increase in rental charge to be affordable to their household with those in
receipt of partial housing benefit most likely to state this (81%) and those in
receipt of no housing benefit or Universal Credit less likely to do so (75%). This
is slightly lower than the 83% who stated that they believed the proposed rent
increase to be affordable in 2018/19.

Where they do not consider the increase affordable, respondents were
asked why they do not consider it to be affordable. The main reasons given
by the 46 respondents who stated it was not affordable were:
 Wages not increasing (17)
 Rent keeps increasing (16)
 Lack of finances/ struggling to pay bills (8)
 On housing benefit (7)
 Too expensive for property (6)
 Its expensive (4)
 Single parent family with low income (3).
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5. VALUE FOR MONEY
5.1 Value for money (Q15)
In terms of respondent perception of value for money for rent, just under 9 in
10 respondents (85%) stated that they believe that their rent represents very
good or good value for money, when taking into account the
accommodation and services Bridgewater provides. The proportion of
respondents of the opinion that their rent represents very or fairly good value
for money has fallen slightly compared to the 2018/19 survey where 88%
rated their rent either very good or fairly good value for money.

Perception of value for money was greatest for those who receive Universal
Credit (100%) and was lower for all other groups.
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5.2 Additional comments (Q16)
All respondents were asked if they had any comments they would wish to
make about value for money or the rent consultation. Comments made are
listed below:
 My wife and I both work in public sector and have had no increase in wages























however rents keep rising.
They ask these questions every year and just put the rent up regardless of
what tenants say.
They don't really consult on rent increases, they just state what they're doing,
Erskine is a high rent area and the government are trying to provide
affordable housing and it's getting to the point it's not affordable - a
mortgage could be less than the rent, I think they do their job effectively but
could be a bit more proactive in offering support.
The results of the surveys make no difference, the rent goes up anyway. Also. I
have requested to see the results of previous surveys which under the
freedom of information act, I am entitled to see the results legally but they
haven't done this.
The consultation is only a paper exercise the decision has been made
already - regardless of tenants opinions.
Worried that it's going to keep going up and become unaffordable.
I feel it is a bit high for a 1 bedroomed house, people I know pay the same for
a 2 bedroomed house.
Based on the cost of living and to remember it is social housing keeps it
affordable on some mortgages are new cheaper than rents.
They do a lot of unnecessary jobs with regards to landscaping management.
Also bring back being able to pay over the phone.
The service is very good they are always helpful but the rent increases are
getting a bit on the high side.
It's getting harder to live as everything is going up except incomes.
We pay same amount as houses across the road, yet theirs have been all
upgraded. Ours had nothing done full of mould and dampness. How is that
fair.
Considering private landlord charges, they are good.
Its reasonable for size of property.
I have had no problems.
Bin uplifts are abysmal. Badly need changes in this before summer is done.
I have told them that this house is the Rolls Royce of homes and should build
more.
There have been no upgrades carried out in my property yet my rent goes up
every year with the promise of upgrades.
None the wiser as to how much my rent is going up, due to poor information
in the rent consultation.
If extra rent increase they should upgrade existing housing.
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 Very good.
 I am happy they decided not to send out rent consultation and increase




























notification to arrive at Christmas eve. It can be distressing. They should target
their rent consultation audience. Some people don't have interest and look at
their bottom line. They should take people into consideration that some
people are on low income with no increase in salary.
As long as it stops going up every year it’s getting harder to afford.
Considering the service and the property, it's very good. Especially good with
upgrades. You can see where the money is going. Welfare rights service is
fantastic.
The outside of these properties are badly needing painted.
For the accommodation, it's good but needs upgrading.
Some properties are in a bad state. Not all properties have had their fair share
of work done on them.
Don't know much about their rent so can't really compare.
Private rents doesn't increase every year, only every 3 years. Some don't at all.
Whereas having associations go up every year which can be a bit too much
as wages don't go up every year. This should be taken into consideration.
They do these rent consultations but they don't take into account what
tenants say. They put it up anyway. I think they should have a year free rent
period.
They need to improve things which would increase the value for money like
increasing security in the area. CCTV.
Cupboard in kitchen is so cold, it could be used as a fridge.
Amount of work but is amazing.
I'm happy that they keep us informed.
I do understand why the rent has to increase to 2.5% but I don't feel too
happy about it as it is cheaper elsewhere. However, the services are good
from Bridgewater.
I don't get any benefits or help with income or payments. So it depends if my
pension goes up and by how much.
Very happy. More than happy with support and maintenance. Amazing with
regards to looking after the building. More than satisfied.
It goes up every year yet income doesn't. Some properties are in better
condition than others so maybe they need to take that into consideration
when setting rent.
Door is 50 years old and badly needs replacing but we are not allowed to do
it ourselves.
Information is good but value for money due to no income rises is not so
good.
It keeps increasing as it has been, it will soon be on par with private rent.
I'm quite happy. The rent is very affordable.
I feel it's increasing too much. They need to look at the average wage of
tenants when proposing an increase.
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5.3 Health (Q17 to Q18)
Just under two thirds of respondents (66%) stated that they or someone in
their household has a long term physical or mental illness.
In terms of their health overall, just under half of respondents (47%) rated their
health as very good or good, 24% as fair and 29% as either bad or very bad.

5.4 Access to health services (Q19 to Q21)
Those who stated that their health was bad or very bad (59 respondents)
were asked how easy they find it to access health services. As shown below,
61% stated they find this very easy or easy compared to 29% who find this
difficult or very difficult.

Where respondents find it difficult to access services, they were asked to
explain why. The reasons given are listed below:
 Too far away.
 Too many people booking appointments even though there is nothing
wrong with them.
 Hard to walk.
 There can be issues getting doctor’s appointment.
 I never get a doctor’s appointment when I need one.
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 I've had ongoing health issues for a number of years that have never
been addressed.
 Not got time.
 I am in hospital right now and will need physio when I leave but we
don't have a full time doctor anymore and I don't know how to access
these services anymore.
 I have only recently moved here and haven't changed doctors, so at
the moment it's quite difficult to get back to Paisley.
 Local surgery has been handed back to the NHS and many doctors
have resigned, so only a few locum doctors which is causing the
problem.
 They take too long to answer the phone at the GP surgery.
 Lack of doctors in the area.
 We don't have any doctors at the moment.
 Find it difficult seeing a doctor as there is very few left with one in the
process of leaving.
 Consider putting showers in for disabled. Degrading getting help off
children.
 Don't get out the house now. I'm house bound.
 Hard to get there as I'm disabled and find it hard to leave the house.
88% of these respondents stated they feel they get the support they need to
manage, either from family, friends or other services. Just 7 said they did not
get the support they need to manage.
5.5 Financial management (Q22)
In terms of financial management, half of respondents said they were
managing very or fairly well (47%), compared to 47% who said they were just
getting by and 7% who said they were not managing very well or were
having financial difficulties. This remains largely unchanged compared to the
2018/19 rent consultation survey when 50% said that they are managing very
or fairly well and 5% were not managing well or having financial difficulties.
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Analysis by housing benefit receipt revealed that respondents who were in
receipt of partial housing benefit were more likely to state they were
managing very or fairly well (60%). Those that did received Universal Credit
were less likely to state that they were managing well financially (25%).

5.6 Income compared to last year (Q25)
The majority of respondents said their income was about the same as this
time last year (66%), 15% said their income was higher and 19% said their
income was lower. Whilst the number of respondents are small, it is notable
that 75% of those in receipt of Universal Credit stated that their income is
lower than last year.
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5.7 Monthly expenditure (Q24)
Over two thirds of respondents (68%) said their monthly income covers their
monthly expenditure. 23% said their income ‘sometimes’ covers their monthly
expenditure and 9% of respondents said their monthly income does not cover
their monthly expenditure. Respondents in receipt of Universal Credit (25% however, this refers to just one respondent) were most likely to say that that
their monthly income does not cover their monthly expenditure.

5.8 Steps taken to manage financially (Q25)
When asked about the steps taken to manage financially, 57% of
respondents stated that they have had to cut back on non essential
purchases in the last 12 months and 46% are socialising less. 31% have not
had to take any steps to help manage financially.
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5.9 Advice and support (Q28)
When asked if they needed advice or support with any of a range of
aspects, the majority (77%) stated that they did not. 15% were interested in
receiving a check to make sure they are getting all the benefits they are
entitled to and 10% help dealing with official forms like benefit claims.

1% (2 respondents) said that they would like to receive help and support with
something else. These are listed below.
 Changing my energy supplier.
 Help getting mutual exchange due to the costs of upkeep of 5
apartment house that I live alone in.
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Appendix 1
Survey Questionnaire
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1.

Firstly I’d like to ask you about a number of aspects relating to
Bridgewater’s performance with regard to rent services. For each aspect
can you tell me, on a scale of 1 to 10 how satisfied you are? 1 means
completely dissatisfied and 10 means completely satisfied. If you don’t
know please just say that and I will record that answer.

Full details of rent charges are
made available
Bridgewater provide a wide
choice of payment methods
Help is offered to tenants who are
struggling to pay their rent e.g.
welfare rights service

Completely
dissatisfied
1
2
3

4

5

6

7

8

Completely
satisfied
9
10 DK

1

2

3

4

5

6

7

8

9

10

11

1

2

3

4

5

6

7

8

9

10

11

1

2

3

4

5

6

7

8

9

10

11

2.

[IF GIVEN SCORE OF 5 OR LESS] Can you explain why you have given a
dissatisfied score with **[INSERT ITEM NOT SATISFIED WITH]**? PROBE FOR
DETAILS/ EXAMPLES
Full details of rent charges are
made available
Bridgewater provide a wide
choice of payment methods
Help is offered to tenants who are
struggling to pay their rent e.g.
welfare rights service
3. Bridgewater sent you a copy of their Charter report in October. This is in the
form of a diary and showed how they performed in key service areas last
year. Did you find this useful?
Yes
1
No (please can you explain how this could be improved?)
2
Go to Q4
Don’t know

3

4. In the reporting of performance, would you be interested in seeing a more
detailed breakdown of the Association’s expenditure?
Yes
1
Go to Q5
No
2
Go to Q6
Don’t know
3
5. What would you be interested in seeing the expenditure detailed at?
1
Any item costing more than £5,000
Any item costing more than £4,000
2
Any item costing more than £3,000
3
Go to Q6
Other (please specify)
4
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6.

Thinking about the following services relating to rents. How important
are each of these to you? For each aspect can you tell me, on a scale of 1
to 10 how important each is? 1 means not at all important and 10 means
extremely important.

Full details of rent charges are made
available
Bridgewater provide a wide choice of
payment methods
Help is offered to tenants who are struggling
to pay their rent e.g. welfare rights service
Performance on rent collection each year
For rent arrears, response is prompt
For rent arrears, response is helpful
For rent arrears, response is firm
Repayment terms made available where
necessary
Repayment details are confirmed in writing
Bridgewater make clear problems that
occur by not keeping to rent repayment
agreements
7.

Not at all
important
1
2
3

4

5

6

7

Extremely
important
8
9 10

1

2

3

4

5

6

7

8

9

10

1

2

3

4

5

6

7

8

9

10

1

2

3

4

5

6

7

8

9

10

1
1
1
1

2
2
2
2

3
3
3
3

4
4
4
4

5
5
5
5

6
6
6
6

7
7
7
7

8
8
8
8

9
9
9
9

10
10
10
10

1

2

3

4

5

6

7

8

9

10

1

2

3

4

5

6

7

8

9

10

1

2

3

4

5

6

7

8

9

10

Overall, thinking about the range of rent services provided that we have
discussed how satisfied or dissatisfied are you with the current level of
service Bridgewater are providing? Again, can you please respond on a
scale of 1 to 10 where 1 is completely dissatisfied and 10 is completely
satisfied.

Current level of service

Completely
dissatisfied
1
2
3

4

5

6

Completely
satisfied
8
9
10

7

8. What are the 3 most important services covered by your rent charges that
Bridgewater currently supply for you?

1.

2.
3.

Research Resource

Bridgewater Housing Association

36

RENT CONSULTATION 2019/20

9. Are there any new services you would like to see Bridgewater providing?

1.

2.
3.

10. Would you consider using our phone and tablet app (available for Apple
and Android) to pay your rent securely?
Yes
1
Go to Q11
No
2
11. Were you aware that rents in the private sector in Erskine range from 11% to
77% higher than Bridgewater’s rents?
Yes
1
Go to Q12
No
2
I’d now like you to think about the Association’s annual rent consultation.
12.

How satisfied or dissatisfied are you with the level of consultation and
information you receive about the annual rent increase? Can you please
respond on a scale of 1 to 10 where 1 is completely dissatisfied and 10 is
completely satisfied?

Completely
dissatisfied
Consultation and information on rent
increase

1

2

3

Completely
satisfied
4

5

6

7

8

13. The average rate of inflation during January to November 2018 was 3.4%.
Do you think a 2.5% rent increase is reasonable to allow Bridgewater to
carry out improvements and services?
Yes
1
No (what percentage increase do you view as
2
reasonable?)
Go to
Q14

14. Do you consider the proposed increase in rental charge to be affordable to
your household?
Yes
1
No (why not?)
2
Go to
Q15
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15. Taking into account the accommodation and the services Bridgewater
provides, do you think the rent for your property represents good or poor
value for money?
Very good value
1
Fairly good value
2
Neither good nor poor value
3
Go to Q16
Fairly poor value
4
Very poor value
5
16. Do you have any other comments about the rent consultation or value for
money?

[INTERVIEWER: READ OUT] The final few questions are about how your household is
managing both in terms of health and financially to help Bridgewater think about
the support that they may give their tenants. Please remember that everything you
say is completely confidential and will only be used to give Bridgewater an overall
picture of how their tenants are managing and not your own individual
circumstances.
17. Do you or anyone in your household have a long term physical or mental
illness or condition?
Yes
1
Go to Q18
No
2
18. How is your health in general?
Very good
Good
Fair
Bad
Very Bad

1
2
3
4
5

Go to Q22
Go to Q19

19. If your health is bad or very bad, how easy do you find it to access health
services?
Very easy
1
Easy
2
Go to Q21
Neither easy nor difficult
3
Difficult
4
Go to Q20
Very difficult
5
20. You said you find it difficult to access health services, can you please
explain why?
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Yes
No

21. Do you feel you get the support you need to help you manage? This can
be support from family, friends or other services to help you manage given
your health.
1
Go to Q22
2
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22. How well do you feel your household is managing financially nowadays?
Managing very well
1
Managing fairly well
2
Just about getting by
3
Go to Q23
Not managing very well
4
Having financial difficulties
5
23. Compared to this time last year, is your income….?
Higher
About the same
Lower

1
2
3

Go to Q24

24. Would you say your monthly income covers your monthly expenditure?
Yes
1
Sometimes
2
No
3

Go to Q25

25. I’m going to read out a list of things that can happen or that people do
when money is tight. Can you tell me if you or your household have done
any of these in the last 12 months? INTERVIEWER: READ WHOLE LIST AND
CODE ALL THAT APPLY
Cut back on non- essential purchases (clothing, holidays, DIY etc)
1
Socialising less
2
Have health or wellbeing concerns
3
Had to borrow money from family or friends
4
Had to borrow money from a pay day lender
5
Had to dip into my savings
6
Been unable to pay bills (e.g. rent, utilities, etc)
7
Had to sell something of value
8
Go to Q26
Have to use public transport or walk more
9
Have cut back on food bills
10
Have used a food bank
11
Have reduced energy use
12
Anything else? (Please specify)
13

None of the above
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26. Do you need advice or support with any of the following? [ALL THAT APPLY]
Paying rent arrears
1
Managing debt
2
Managing your money
3
Dealing with official forms like benefit claims
4
Checking that you are receiving all the benefits you are entitled to
5
Energy costs
6
Go to Q27
Setting up a budgeting account
7
Help to maintain your home
8
Anything else? (Please specify)
9

None of the above

10

27. At the start of the interview I said the survey was confidential. That is still the
case, but in some instances, if Bridgewater feel issues have been raised that
they would like to discuss with a tenant or require further action, it would be
useful for them to know who has raised these issues. Would you be willing
for your name to be attributed to the responses you have given so that
Bridgewater may follow up on issues you have raised if required? You may,
of course, remain anonymous if you wish.
Yes, you can use my name
1
No, please keep my responses anonymous
2
THANK YOU AND CLOSE
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Appendix 2
Technical Report Summary
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TECHNICAL REPORT SHEET – QUANTITATIVE RESEARCH
Project name

Bridgewater Housing Association Rent Consultation

Project number

Objectives of the research

P1000
To carry out a rent consultation with tenants in order to
gain a robust and representative response on tenant
views on your proposed rent increase and also the
options surrounding this for the future.

Target group

Bridgewater Housing Association Tenants

Target sample size

200

Achieved sample size

201

Date of fieldwork

Sampling method

21ST January to 4th February 2019
A quota based approach to sampling was used with
targets set by group where were defined as:
- Tenants who do not receive any housing benefit
- Tenants on partial housing benefit
- Tenants on full housing benefit

Data collection method
Response rate and definition
and method of how calculated

Telephone interview
201 interviews achieved from 811 tenants – 25%
response rate

Any incentives?

None

Number of interviewers

6

Interview validation methods
Showcards or any other
materials used?
Weighting procedures (if
applicable)
Estimating and imputation
procedures (if applicable)

Remote listening of telephone interviews

Reliability of findings

Research Resource

Not applicable
Not applicable
Not applicable
+/- 6% (based upon a 50% estimate at the 95% level of
confidence).
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