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1. EXECUTIVE SUMMARY
INTRODUCTION
 Bridgewater Housing Association commissioned Research Resource to carry
out a tenant satisfaction survey on their behalf.

 A total of 343 face to face interviews were carried out with Bridgewater
Housing Association’s tenants in order to assess satisfaction with the
Association and the services it provides. Interviews took place between the 1st
July 2019 and the 2nd August 2019. 343 interviews provides data accurate to
+/-4.07%. This is compatible with the SHRs guidance on satisfaction surveys.

 Analysis of the participant profile shows that the survey sample is broadly
representative by house size, house type and geography. This provides robust
data upon which the Association can be confident about making decisions.

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

OVERALL SATISFACTION
The table below shows the results for the Scottish Housing Regulator indicators for
Bridgewater Housing Association, compared to the Association’s previous tenant
satisfaction surveys, undertaken in 2013 and 2016.
Scottish Housing Regulator indicators
Taking everything into account, how satisfied or dissatisfied
are you with the overall service provided by Bridgewater
Housing Association? (% very/ fairly satisfied)
How good or poor do you feel Bridgewater is at keeping you
informed about their services and decisions? (%very good/
fairly good)
How satisfied or dissatisfied are you with the opportunities
given to you to participate in Bridgewater‘s decision making
process? (% very/ fairly satisfied)
Overall, how satisfied or dissatisfied are you with the quality of
your home? (% very/ fairly satisfied)
Taking into account the accommodation and services
Bridgewater provides, to what extent do you think that the
rent for this property represents good or poor value for
money? Is it… (% very good value/ fairly good value)
Overall, how satisfied or dissatisfied are you with Bridgewater’s
contribution to the management of the neighbourhood you
live in?
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2013

2016

2019

89%

98%

94%

92%

100%

95%

70%

98%

83%

90%

98%

93%

62%

92%

86%

90%

96%

89%
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While all indicators have seen a decrease since the 2016 survey, this is set in the
context of citizens being less satisfied in general. The Scottish Household Survey 2017
found satisfaction with public services – local health services, schools and public
transport – to be at its lowest level since satisfaction was first measured in 2007. 1
Further evidence of this trend is found in Deloitte’s State of the State report 20182019, as the number of people who back tax rises to fund more extensive public
services has risen from a low in 2009 to a majority view in 2018, with people in
Scotland to be more likely to believe public services should be more extensive. 2
Evidence also shows a trend where overall satisfaction increases with age. A study
analysing changing consumer attitudes and expectations has found older
individuals who were born before 1965 to be significantly more satisfied with
customer services than younger individuals born after 1965. 3 This trend can be seen
throughout this report, as older respondents are much more likely to state they are
very satisfied with the services provided by Bridgewater Housing Association.

KEY FINDINGS
 Overall satisfaction with the Association was high with more than 9 in 10
tenants (94%) stating they were very or fairly satisfied in this respect.

 The vast majority of respondents (95%) were of the opinion that Bridgewater is
very or fairly good at keeping them informed about their services and
decisions.

 More than 8 in 10 respondents (85%) were aware of a way that they could
become involved in Bridgewater’s decision making processes.

 The majority of respondents (83%) were very or fairly satisfied with the
opportunities given to them to participate in their landlord’s decision making
processes.

 9 in 10 respondents (90%) who had a repair or improvement carried out in
their home in the last 12 months were very or fairly satisfied with the repairs
and maintenance service.

 The majority of respondents (93%) were very or fairly satisfied with the quality
of their home.

Scottish Government (2017) ‘Scottish Household Survey 2017’
https://www.gov.scot/publications/scotlands-people-annual-report-results-2017-scottishhousehold-survey/ [accessed: 07/07/2019]
2 Deloitte (2018), ‘Government Beyond Brexit: The State of the State 2018-19’
https://www2.deloitte.com/content/dam/Deloitte/uk/Documents/public-sector/deloitte-ukthe-state-of-the-state-2018.pdf [accessed: 07/07/19]
1

3
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 In terms of estate services, more than 90% of tenants were satisfied with
cutting the grass (94%), looking after the trees (93%), dealing with anti-social
problems (92%) and looking after the open spaces (92%).

 The majority of respondents (89%) were very or fairly satisfied with their
landlord’s management of the neighbourhood that they live in.

 The majority of respondents (86%) were of the opinion that their rent
represented very or fairly good value for money.

Research Resource
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2. INTRODUCTION, BACKGROUND AND OBJECTIVES
2.1 Introduction
This report represents and discusses the findings to emerge from Bridgewater Housing
Association’s Tenant Satisfaction Survey 2019.

2.2 Background and objectives
The aim of the research was to seek tenants views on the services that Bridgewater
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:
 The quality of information provided by Bridgewater;

 Quality of accommodation and the neighbourhood;
 Service provision including repairs, maintenance and improvements;
 Tenant involvement/ opportunities for participation;
 Value for money.
 Plans for future services.
It is against this background that Research Resource were commissioned to carry
out Bridgewater Housing Association’s 2019 Tenant Satisfaction Survey.

Research Resource
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3. METHODOLOGY
3.1 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 tenant survey was carried out utilising a
face to face survey methodology. The face to face methodology is the methodology,
which is most typically used for tenant satisfaction surveys. Our primary reasons for
recommending this were:
 Administering the survey utilising an interviewer led methodology allows us to
maximise the response rate.
 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.
 Facilitates high quality of survey output as it allows the interviewer to build up a
rapport with the participant ensuring that the questionnaire is answered in full and
allowing explanation of the necessity for asking personal data.

3.2 Questionnaire design
After consultation with Bridgewater Housing Association’s 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:
 The information needs listed in the survey brief;
 The Scottish Social Housing Charter indicators upon which Bridgewater is
required to report;
 Guidance issued by the Scottish Housing Regulator
 Comparisons to the previous survey undertaken in 2016;
 Research Resource experience in relation to tenant satisfaction surveying.

3.3 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.
Overall, a total of 343 interviews were completed with Bridgewater tenants,
representing a 41% response rate and providing data accurate to +4.07% 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.
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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 overrepresented 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.
The tables below show the sample profile broken down by house type, house size
and geography. As can be seen below, the interview profile is relatively in line with
the overall tenant population profile in terms of area and tenure type with the
achieved sample, varying by three percentage points at the most in terms of
cottage homes where the sample profile was underrepresented and flats are over
represented. Despite this, we are comfortable that the coverage of the tenant
population is sufficiently close that weighting of survey data is not required. The
data reported is therefore unweighted.

Bargarran

No of
tenants
211

North Barr

325

38.80%

133

38.70%

-0.10%

Park Mains

301

36.00%

122

35.60%

-0.40%

Total

837

100%

343

100%

-0.30%

0.20%

No of
interviews
1

% of
interviews
0.30%

Address line 2

No of
bedrooms
0

No of
tenants
2

25.20%

No of
interviews
88

% of
interviews
25.70%

% of tenants

% of tenants

Difference
0.20%

Difference
0.10%

1

238

28.40%

109

31.80%

3.40%

2

393

47.00%

153

44.60%

-2.40%

3

165

19.70%

64

18.70%

-1.00%

4

39

4.70%

16

4.70%

-

Total

837

100.00%

343

100.00%

0.00%
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No of
tenants
41

4.90%

No of
interviews
23

% of
interviews
6.70%

2

0.20%

1

0.30%

0.10%

357

42.70%

136

39.70%

-3.00%

Cottage (P)

4

0.50%

1

0.30%

-0.20%

Disabled Bungalow

6

0.70%

4

1.20%

0.50%

Flat

334

39.90%

150

43.70%

3.80%

Lower Cottage Flat

11

1.30%

4

1.20%

-0.10%

Maisonette

2

0.20%

0

0.00%

-0.20%

Unit Description
Bungalow
Bungalow (P)
Cottage

% of tenants

Difference
1.80%

Split level

35

4.20%

7

2.00%

-2.20%

Townhouse
Townhouse (G)

30
4

3.60%
0.50%

14
1

4.10%
0.30%

0.50%
-0.20%

Upper Cottage Flat

11

1.30%

2

0.60%

-0.70%

Total

837

100.00%

343

100.00%

0.00%

3.4 Interviewing and Quality Control
All face to face interviewing was undertaken by Research Resource’s trained field
force, all of whom are highly experienced in undertaking customer satisfaction
surveys for Housing Associations and Local Authorities. Interviewing took place
between the 1ST July 2019 to 2nd August 2019.

3.5 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 with the organisation. Where any
particular trends or issues are found for any one key group, this is detailed in the
survey report. Comparison has also been made with the Association’s 2016 Tenant
Satisfaction Survey.

3.6 Report Structure
This document details the key finding to emerge from the survey for Bridgewater
Housing Association.
CHAPTER 4.
CHAPTER 5.
CHAPTER 6.
CHAPTER 7.
CHAPTER 8.
CHAPTER 9.
CHAPTER 10.

OVERALL SATISFACTION
COMMUNICATION AND PARTICIPATION
REPAIRS AND HOUSING QUALITY
NEIGHBOURHOOD QUALITY
RENT, INCOME AND AFFORDABILITY
PLANNING FOR FUTURE SERVICES
YOU AND YOUR HOUSEHOLD

APPENDIX 1: QUESTIONNAIRE
APPENDIX 2: TECHNICAL REPORT SUMMARY
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4. OVERALL SATISFACTION
4.1 Satisfaction with the overall service provided by Bridgewater HA (Q1/2)
The survey opened by asking tenants how satisfied or dissatisfied they were with the
overall service provided by their landlord. The majority of respondents (94%) said
they were very or fairly satisfied with the overall service the Association provides,
compared to 2% who were neither satisfied nor dissatisfied and 3% who were very or
fairly dissatisfied. Overall satisfaction with the service provided by Bridgewater
Housing Association has decreased since the 2016 survey, decreasing by 4
percentage points from 98% in 2016 to 94% in 2019.

Analysis by age reveals that satisfaction is high among all age groups, however
respondents aged 65 and over (67%) were most likely to say they were very satisfied,
followed by respondents aged 35-64 (50%) and 16-34 (39%). Please note
respondents who preferred not to give their age have been removed from this
analysis.
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Analysis by area reveals that satisfaction is high amongst all geographical locations,
however tenants living in Bargarran (58%) were most likely to say they were very
satisfied, followed by Park Mains (55%) and North Barr (52%)

Tenants who said they were neither satisfied or dissatisfied or dissatisfied with the
overall service provided by their landlord were then asked why they felt this way.
Issues were mostly concerning the following:
 The repairs service being slow or inadequate

 A lack of communication from the Association leading to ongoing problems
 The quality or suitability of their home
Research Resource
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5. COMMUNICATION AND PARTICIPATION
5.1 Keeping tenants informed (Q3-5)
Respondents were read out a list of methods Bridgewater may use to communicate
with their tenants and were asked to name the methods they were aware of.
Awareness was highest in terms of the regular newsletter (96%), writing when the
Association intends to carry out major improvements in their home (59%) and annual
general meetings held for the Associations members (52%).

Analysis by age revealed the most significant differences in terms of:
 Through its website: Tenants aged 16-34 (47%) were significantly more likely to
be aware of being kept informed through the Association’s website than
tenants aged 65 and over (14%)

 Carrying out an annual rent consultation: Respondents aged 16-34 (27%) were
significantly more likely to be aware of annual rent consultations than
respondents aged 65 and over (16%).
The majority of respondents (95%) were of the opinion that their landlord was very or
fairly good at keeping them informed about their services and decisions. Compared
to the previous survey carried out in 2016, the proportion of respondents who felt
Bridgewater Housing Association was very or fairly good at keeping them informed
has decreased from 100% to 95%.
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Analysis by age revealed that the majority of all age groups said the Association was
very or fairly good at keeping them informed about services and decisions, however
tenants aged 65 and over (50%) were more likely to respond very good than
respondents aged 35-64 (44%) and 16-34 (43%).
Analysis by area revealed that almost all tenants in North Barr (99%) said the
Association was very or fairly good at keeping them informed about services and
decisions, compared to 96% in Park Mains and 89% in Bargarran.
Tenants who said they were neither satisfied or dissatisfied or dissatisfied with how the
Association keeps them informed about services and decisions were then asked why
they felt this way. Respondents said they felt there was a lack of communication,
with some stating they had not received follow-up contact regarding an issue they
had reported.

5.2 Awareness of opportunities to participate (Q6)
Respondents were read out a list of participation opportunities that tenants can be
involved in to help improve the services provided from their landlord, and were
asked to name the activities they were aware of. Awareness was highest in terms of,
becoming a member of the Association and going along to the AGM (80%),
Research Resource
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becoming a member of the Management Committee (73%) and being able to read
and comment on the newsletter (46%). Overall 85% of respondents were aware of
ways that they could get involved with Bridgewater’s decision making processes.
There has been a decrease in awareness since the 2016 survey, decreasing from
92% in 2016 to 85% in 2019.
Q6 Were you aware that you could get involved in Bridgewater Housing Association's decision
making processes in any of the following ways?
No
%
Base: All respondents, n=343
Become a member of the Association and attend the AGM
275
80.2%
Become a member of the Management Committee

250

72.9%

Read and comment on our newsletter

157

45.8%

Respond to the annual rent setting survey

124

36.2%

Visit our Web Site and post questions

74

21.6%

Get involved in mystery shopping

59

17.2%

Participate in telephone surveys

56

16.3%

None

53

15.5%

Comment on the report on the Scottish Social Housing Charter

43

12.5%

Respondents aged 16-34 (76%) were less likely to be aware of how to get involved in
Bridgewater Housing Association’s decision making processes than respondents
aged 35-64 (90%) and 65 and over (88%).
Q6 Were you aware that you could get involved in Bridgewater Housing Association’s decision
making processes in any of the following ways?
Base: Respondents who provided their age, n= 332
16-34
35-64
65+
Read and comment on our newsletter

39%

53%

46%

Respond to the annual rent setting survey

36%

44%

33%

Get involved in mystery shopping

17%

23%

14%

Become a member of the Association and attend the AGM

73%

83%

84%

Become a member of the Management Committee

66%

77%

76%

Visit our Web Site and post questions
Comment on the report on the Scottish Social Housing
Charter
Participate in telephone surveys

34%

28%

12%

10%

17%

12%

17%

21%

12%

None

24%

10%

12%
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Park Mains tenants (39%) were significantly more likely to be unaware of how to get
involved in Bridgewater Housing Association’s decision making processes than
Bargarran tenants (6%) and North Barr tenants (1%).
Q6 Were you aware that you could get involved in Bridgewater Housing Association’s decision
making processes in any of the following ways?
Bargarran Park Mains North Barr
Base = All respondents, n=343
Read and comment on our newsletter

49%

17%

70%

Respond to the annual rent setting survey

38%

7%

62%

Get involved in mystery shopping
Become a member of the Association and attend the
AGM
Become a member of the Management Committee

42%

1%

16%

88%

61%

93%

72%

53%

92%

Visit our Web Site and post questions
Comment on the report on the Scottish Social Housing
Charter
Participate in telephone surveys

27%

1%

37%

23%

1%

17%

23%

11%

17%

None

6%

39%

1%
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5.3 Satisfaction with participation opportunities (Q7/8)
Following on from this respondents were then asked how satisfied or dissatisfied they
were with the opportunities given to them to participate in Bridgewater’s decision
making processes. 83% were very or fairly satisfied in this respect, compared to 16%
who were neither satisfied nor dissatisfied and 1% who were fairly dissatisfied.
Compared to the previous survey the proportion of respondents very or fairly
satisfied with the opportunities to participate has decreased significantly, decreasing
from 98% in 2016 to 83% in 2019.

The majority of tenants aged 65 and over (90%) said they were very or fairly satisfied
with the opportunities given to them to participate in the Associations decisionmaking process. This is compared to 87% of tenants aged 35-64 and 72% aged 16-34.
All North Barr tenants (100%) said they were very or fairly satisfied with the
opportunities given to them to participate in the Associations decision-making
process. This is compared to Bargarran tenants (91%) and Park Mains tenants (59%).
Tenants who said they were neither satisfied nor dissatisfied or dissatisfied with the
opportunities given to them to participate in Bridgewater’s decision making
processes were then asked why they felt this way. The majority (89%) said they were
not interested in getting involved in Bridgewater’s decision making processes, while
11% (6 respondents) said these opportunities could be communicated to them more
effectively.
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6. REPAIRS AND HOUSING QUALITY
6.1

Satisfaction with the repairs service (Q9-11)

Half of the survey respondents (50%) said they have had a repair carried out on their
property in the last 12 months. When asked about the nature of their last repair, 82%
said it was a non-emergency repair, 11% said it was an emergency repair and 7%
said it was a gas repair.
Respondents who had a repair carried out in their home in the last 12 months were
then asked how satisfied or dissatisfied they were with the repairs and maintenance
service provided by Bridgewater. As can be seen in the chart below the majority of
respondents (90%) who had a repair carried out in the last 12 months were very or
fairly satisfied with the repairs and maintenance service provided by Bridgewater,
compared to 5% who were neither satisfied nor dissatisfied and 5% who were fairly or
very dissatisfied. Satisfaction has decreased since the 2016 survey, decreasing from
98% in 2016 to 90% in 2019.
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The chart below shows satisfaction with repairs decreases with age, as almost all
respondents aged 65 and over (97%) reported being satisfied, compared to 87%
aged 35-64 and 79% aged 16-34. Younger respondents aged 16-34 (18%) were three
times more likely to report being dissatisfied than respondents aged 35-64 (6%).

North Barr (97%) and Park Mains (93%) tenants were significantly more likely to be
satisfied with the repairs and maintenance service for their last repair than Bargarran
tenants (80%).

6.2

Improvements to the repairs service (Q12/13)

The 17 respondents who said they were neither satisfied nor dissatisfied or dissatisfied
with the repairs and maintenance services were then asked why they felt this way.
Tenants said their repair took too long, they are still waiting for the repair to be done
or their repair hasn’t yet been completed.
Bridgewater recently changed its Repairs Contractor in September 2018. Tenants
who have had repairs carried out since then were then asked to rate the quality of
the repairs service. Just over one third (36%) of respondents said the quality of the
repairs service has improved, compared to 45% who said it was about the same, 4%
who said not as good and 15% who said they did not know.
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6.3

Quality of the home (Q14/15)

The majority of respondents (93%) were very or fairly satisfied with the quality of their
home compared to 4% who were neither satisfied nor dissatisfied and 3% who were
fairly or very dissatisfied. Overall satisfaction with the quality of the home has
decreased since the 2016 survey, decreasing by 5 percentage points from 98% in
2016 to 93% in 2019.
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Analysis by age reveals high levels of satisfaction across all age groups, however,
older tenants aged 65 and over (73%) were more likely to say they were very
satisfied, compared to tenants aged 35-64 (57%) and 16-34 (53%).
All North Barr respondents (100%) said they were very or fairly satisfied with the
quality of their home, compared to 93% in Park Mains and 84% in Bargarran.
Of the tenants who said they were not satisfied with the quality of their home, 57%
said their home required upgrades, 22% said repairs were required and 22% said
they were unhappy with the overall quality of their building.

6.4

Home Improvements (Q16)

Respondents were then asked if Bridgewater were planning works for their home
what would be their top priority for improvement. 44% of respondents said there was
nothing that could be improved, while the top priorities included improvements to
kitchens, bathrooms and windows.

Q16 Thinking about your home, if Bridgewater were planning works
for your home what would be your top priority for improvement?

doors

stairs

shower

roof

Cladding

Insulation

windows

kitchen

bath

boiler

bathroom
walls

Internal

Wall
external

Analysis by age reveals older respondents aged 65 and over (52%) were significantly
more likely to say their home did not need improvements, compared to 38% aged
35-64 and 36% aged 16-34.
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North Barr tenants (59%) were significantly more likely to say there was nothing that
could be improved, compared to 34% in Bargarran and 34% in Park Mains.
Q16 Thinking about your home, if Bridgewater were planning works for your home what would
be your top priority for improvement?
Bargarran
Park Mains
North Barr
Base = All respondents, n=343
Kitchen

25%

13%

11%

Bathroom

26%

15%

13%

Windows

-

11%

4%

Insulation/Sound proofing

2%

3%

4%

Radiators/Boiler

2%

5%

1%

Roof/Guttering

-

7%

-

Cladding/Rendering

3%

-

2%

Handrails

1%

2%

-

Nothing/Don't know

34%

34%

59%

Doors

1%

4%

1%

Other

16%

8%

8%
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7. NEIGHBOURHOOD MANAGEMENT
7.1 Satisfaction with estate services (Q17)
Respondents were then asked how satisfied or dissatisfied they were with the various
estate services provided by Bridgewater in their neighbourhood. Satisfaction was
high, ranging from 85% in terms of getting rid of litter in the open spaces to 94% in
terms of cutting the grass. Please note those who answered don’t know/ not
applicable have been removed from the analysis.
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Analysis by location reveals satisfaction is high across all areas, however the most
discernible differences are regarding getting rid of litter in open spaces, where 95%
of Bargarran tenants are satisfied compared to 68% in Park Mains and looking after
lock up garages, where 96% of North Barr tenants are satisfied compared to 70% in
Bargarran.
Q17 How satisfied are you with the following estate services provided by Bridgewater in
your neighbourhood? (% satisfied with don’t know excluded)
Bargarran
Park Mains
North Barr
98%
86%
100%
Cutting the grass
Looking after the open spaces

98%

80%

100%

Looking after the trees

98%

85%

98%

Getting rid of litter in the open spaces

95%

68%

93%

Looking after the pathways

90%

73%

97%

Dealing with anti-social problems

85%

86%

98%

Looking after the car park area

87%

73%

96%

Looking after lock up garages

70%

72%

96%

7.2 Satisfaction with the contribution to the management of the neighbourhood
(Q18/19)
The majority of respondents (89%) were either very or fairly satisfied with their
landlord’s management of the neighbourhood, compared to 6% who were neither
satisfied nor dissatisfied and 5% who were very or fairly dissatisfied. Satisfaction with
the management of the neighbourhood has decreased by 7 percentage points
since the previous survey, decreasing from 96% in 2016 to 89% in 2019. Please note
some of the figures may differ to the chart due to rounding.
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Younger respondents aged 16-34 (93%) were more likely to be satisfied with their
landlord’s contribution to the management of the neighbourhood they live in than
respondents aged 35-64 (90%) and 65 and over (88%).
In terms of location, almost all North Barr tenants (99%) said they were satisfied with
their landlord’s contribution to the management of the neighbourhood they live in,
compared to 84% in Bargarran and 82% in Park Mains.
Of the tenants who said they were not satisfied with Bridgewater’s contribution to
the management of their neighbourhood, 38% said Bridgewater could do more, 16%
suggested improvements to bin areas, 16% suggested improvements to landscaping
and outdoor maintenance while 8% said do more to deal with anti-social behaviour.
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8. RENT, INCOME AND AFFORDABILITY
8.1 Income maximisation services (Q20)
Respondents were then asked if they were aware of the wide range of services
Bridgewater provide to ensure their tenants are maximising their income and that
living in a Bridgewater property is affordable. As can be seen in the chart below,
awareness ranged from 45% in terms of energy advice to 86% in terms of advice
from your housing officer.
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Analysis by age reveals older tenants aged 65 and over were the least likely to be
aware of each service provided by Bridgewater.

8.2 Housing benefit (Q21) / Affordability of rent and bill payments (Q22-25)
55% of respondents were in receipt of full housing benefit, 9% in receipt of partial
housing benefit, 4% in receipt of Universal Credit and 33% stated that they do not
receive any housing benefit.
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74% of respondents aged 65 and over are in receipt of full or partial housing benefit
or Universal Credit, compared to 63% aged 16-34 and 58% aged 35-64.
Park Mains tenants (71%) were more likely to be in receipt of full or partial housing
benefit or Universal Credit, compared to 66% in North Barr and 62% in Bargarran.
Those that make a rent payment, whether full or partial, were then asked how easy
they find it to afford the rent payments for their home. As shown, 52% stated they
find them easy to afford, and 41% find them just about affordable. The proportion of
tenants who said they find their rent payments easy to afford has decreased
significantly since the 2016 survey, decreasing from 61% to 52%.

Younger respondents aged 16-34 (63%) were significantly more likely to say they
found their rent payments very or fairly easy to afford, compared to 58% aged 35-64
and 41% aged 65 and over.
North Barr (75%) residents were significantly more likely to say they found their rent
payments very or fairly easy to afford, compared to 54% in Park Mains and 27% in
Bargarran.
All respondents were then asked how easy they find it to afford their electricity
and/or gas bills for their property. 67% of respondents stated they found them easy
to afford, compared to 27% who said just about affordable, and 5% who found
them fairly difficult to afford.
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With regards to age, respondents aged 65 and over (72%) were more likely to say
their electricity and/or gas bills were very or easy to afford, compared to 68% aged
35-64 and 61% aged 16-34.
North Barr tenants (94%) were significantly more likely to say their electricity and/or
gas bills were very or easy to afford, compared to 50% in Bargarran and 50% in Park
Mains.
Respondents were then asked if they had ever chosen to not put their heating on
because they couldn’t afford to. 27 people answered yes to this question. Of these
27 respondents, 5 were aged 16-34, 12 aged 35-64 and 10 aged 65 and over.
16 were North Barr tenants, while 10 lived in Bargarran and 1 in Park Mains.
When tenants were asked if they were aware that rents in the private sector in
Erskine range from 11% to 77% higher than Bridgewater’s rents, 74% said yes they
were aware while 26% said they weren’t.

Research Resource

30

8.3 Understanding rent (Q26/27)
More than 7 in 10 respondents (74%), said they understood how the rent they pay is
set.

Respondents aged 65 and over (78%) were more likely to say they understood how
the rent they pay is set, compared to 77% aged 35-64 and 66% aged 16-34.
Park Mains tenants (57%) were the least likely to say they understood how the rent
they pay is set, compared to 80% in North Barr and 89% in Bargarran.
The majority of respondents (74%) said they have enough information about how the
rent they pay is spent.
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78% of respondents aged 35-64 said they have enough information about how the
rent they pay is spent, compared to 76% aged 65 and over and 70% aged 16-34.
Bargarran tenants were the most likely to say they have enough information about
how the rent they pay is spent, followed by North Barr (78%) and Park Mains (62%).

8.4 Value for money (Q28/29)
In terms of value for money, 86% were of the opinion that their rent represents very or
fairly good value for money, compared to 12% who felt it represents neither good
nor poor value and 2% who felt it represents fairly poor value for money. Compared
to the previous survey carried out in 2016, the proportion of respondents of the
opinion that their rent represents very or fairly good value for money has decreased
from 92% to 86%.

Respondents aged 65 and over (90%) were most likely to say their rent represented
very or fairly good value for money, followed by respondents aged 35-64 (86%) and
16-34 (81%).
North Barr tenants (96%) were significantly more likely to say their rent represented
very or fairly good value for money compared to Bargarran (85%) and Park Mains
(74%).
Tenants who said they did not believe their rent represent good value for money
were asked why they felt this way. 43% said they did not know, 20% said their rent
was poor value for the quality and services they receive, 18% said rent was too
expensive or continually increases and 8% said their home required upgrades or
repairs.
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9. PLANNING FOR FUTURE SERVICES
9.1 Internet Access (Q30/31)
More than 6 in 10 respondents (65%) said they had internet access, with 55% stating
they had home internet access via a computer or TV, 54% having access through a
smartphone or other mobile device and 14% through another method.
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Analysis by age reveals that as age increases the proportion of tenants with internet
access decreases, for example from 100% of tenants aged 16-34 to 17% of tenants
aged 65 and over.

Analysis by location reveals nearly half of North Barr tenants (47%) do not have
access to the internet, compared to 33% in Bargarran and 24% in Park Mains.
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Respondents were most likely to use text messaging (62%), followed by email (59%)
and Facebook (50%). Almost one third (32%) of respondents said they did not use
any of the listed applications.

In terms of age, respondents aged 16-34 (97%) were significantly more likely to use at
least one of the applications, compared to 89% aged 35-64 and 37% aged 65 and
over.
Park Mains respondents (80%) were significantly more likely to use at least one of the
applications, compared to 64% in Bargarran and 59% in North Barr.
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9.2 Communication with Bridgewater (Q32)
The most popular method of contacting Bridgewater is by phone, while contact by
email, visiting the office and contact with the Warden are also popular preferred
methods.

Q32 What is your preferred method of communicating with
Bridgewater?

call

E-mail

landline

visit

phones

Phone
Warden letter office

Letters On-line
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9.3 Bridgewater’s Annual Report (Q33/34)
Respondents were then asked if they had read the Association’s Annual Report on
the Charter that was sent to all tenants in October. Almost half (49%) of respondents
said they had read the report, while 33% said they had not and 18% said they do not
remember receiving the report.

Respondents aged 65 and over (57%) and 35-64 (52%) were significantly more likely
to have read the Association’s annual report than respondents aged 16-34 (29%)
Bargarran tenants (63%) were most likely to say they had read the annual report,
followed by Park Mains (46%) and North Barr (44%).
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9.4 Priorities for extra funding (Q35)
Respondents were then asked what their priorities were for extra funding
Bridgewater is looking to secure. The majority of tenants said the additional services
should be youth focused (75%) and elderly focused (57%).

Analysis by age reveals:
 Youth focused: Younger respondents aged 16-34 (86%) were most likely to say
there should be more youth focused services, compared to 77% aged 35-64
and 73% aged 65 and over.

 Elderly focused: Respondents aged 65 and over (67%) were most likely to say
there should be more elderly focused services, compared to 53% aged 35-64
and 46% aged 16-34.

 Gardening and the environment: Older respondents aged 65 and over (27%)
and 35-64 (24%) were more likely to say services should be focused on
gardening and the environment compared to younger respondents aged 1634 (21%).

 Transport, shared transport, cycling and walking: Tenants aged 35-64 (23%)
were most likely to say services should be focused around transport, cycling
and walking, followed by 18% aged 65 and over and 16% aged 16-34.
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Analysis by area reveals:
 Youth focused: North Barr tenants (98%) were significantly more likely to say
services should be youth focused, compared to 61% in Park Mains and 58% in
Bargarran.

 Elderly focused: North Barr tenants (98%) were significantly more likely to say
services should be elderly focused, compared to 44% in Bargarran and 20% in
Park Mains.

 Gardening and the environment: This type of service is more of a concern in
North Barr (31%) than it is in Park Mains (22%) and Bargarran (19%).

 Transport, shared transport, cycling and walking: Bargarran tenants (26%) are
more concerned with services focused around transport, cycling and walking
than tenants in North Barr (23%) and Park Mains (10%).

9.5 What Bridgewater could do for you (Q36)
Just over half of respondents (52%) said there was nothing Bridgewater could do
with 8% saying they were unsure. Where respondents suggested things they would
like Bridgewater to do, 17% of tenants said they would like internal upgrades and
improvements to their homes, while 5% said outdoor and common landscape
maintenance.
Q36 If there was one thing that Bridgewater could do for you or your family, what would it be?
No

%

178

52%

59

17%

18

5%

15

4%

10

3%

9

3%

Ensure good standard of repairs/maintenance

3

1%

Other

26

8%

Unsure/Don't know

28

8%

Base: All respondents, n=343
Nothing required/I'm happy
Upgrade/Improve homes - Internal
Outdoor/common landscape maintenance
Upgrade/Improve homes - external
Keep rents low/affordable
More for children/teenagers

Analysis by age reveals tenants aged 65 and over (55%) were most likely to say there
was nothing Bridgewater could do for them, compared to 49% aged 16-34 and 46%
aged 35-64.
Park Mains tenants (61%) were most likely to say there was nothing Bridgewater
could do for them, followed by North Barr (60%) and Bargarran (27%). Bargarran
tenants (35%) were significantly more likely to say they would like internal upgrades
and improvements to their homes, compared to tenants in Bargarran (11%) and
North Barr (11%).
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9.6 The Board and the Association (Q37)
Tenants were then asked their opinion in regards to the future of the Association. 37%
were of the opinion Bridgewater should continue as a stand alone Housing
Association and collaborate more with other Housing Associations, 32% said they did
not know or had no opinion and 26% said there should be no change, Bridgewater
should remain as a stand alone independent organisation and not collaborate with
other Housing Associations.

Analysis by age reveals younger respondents aged 16-34 (47%) were significantly
more likely to say they did not know or had no opinion, compared to 28% aged 3564 and 25% aged 65 and over.
Q37 Do you agree with the Board that the Association should be independent but
collaborate more with other Associations or would you choose one of the other options?
Base: All respondents, n=343
16-34
35-64
65+
Continue as a stand alone Housing Association and collaborate
33%
41%
39%
more with other Housing Associations
Partner with another Housing Association to form a group structure
1%
1%
4%
Merge with another Housing Association
No change. Remain as a stand alone independent organisation
and not collaborate more with other Housing Associations
Don’t know/ no opinion
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3%

3%

19%

27%

29%

47%

28%

25%
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North Barr tenants (87%) were most likely to be of the opinion Bridgewater Housing
Association should continue as a stand alone Housing Association and collaborate
more with other Housing Associations. Bargarran tenants (63%) were most likely to
say there should be no change, Bridgewater should remain as a stand alone
independent organisation and not collaborate more with other Housing
Associations. Park Mains tenants were most likely to say they did not know or did not
have an opinion in regards to the future of the Association.
Q37 Do you agree with the Board that the Association should be independent but
collaborate more with other Associations or would you chose one of the other options?
Base: All respondents, n=343
Bargarran Park Mains North Barr
Continue as a stand alone Housing Association and
collaborate more with other Housing Associations
Partner with another Housing Association to form a
group structure

13%

1%

87%

7%

1%

1%

Merge with another Housing Association

3%

3%

1%

No change. Remain as a stand alone independent
organisation and not collaborate more with other
Housing Associations

63%

19%

8%

Don’t know/ no opinion

15%

76%

4%
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10. YOU AND YOUR HOUSEHOLD
10.1

Age and Gender (Q38/39)

71% of interviews were undertaken with females and 29% with males. In terms of the
age profile of participants, 21% were under the age of 35, 11% were aged 35-44, 12%
were aged 45-54, 10% were aged 55-64 and 43% were aged 65 and over.
Q38 What is your age?
Base: Respondents who gave a response, n=343
16-24

No

%

9

3%

25-34

61

18%

35-44

37

11%

45-54

42

12%

55-59

7

2%

60-64

29

8%

65 and over

147

43%

Refused

11

3%

10.2

Household composition (Q41)

In terms of household composition, 5 in 10 respondents (50%) were single adult
households, 18% were two adult households with no children, 17% were lone parents
with at least one child, 8% were couples with at least one child, and 5% were
households with three or more adults.
Q41 How would you describe the composition of your household?
Base: All respondents, n=343
One adult under 60

No

%

33

10%

One adult aged 60 or over

136

40%

Two adults both under 60

20

6%

Two adults both over 60

32

9%

Two adults, at least one 60 or over

12

3%

Three or more adults, 16 or over

16

5%

1 parent family with 1 child under 16

29

8%

1 parent family with 2 children under 16

23

7%

1 parent family with 3 or more children under 16

7

2%

2 parent family with 1 child under 16

6

2%

2 parent family with 2 children under 16

13

4%

2 parent family with 3 or more children under 16

6

2%

Other

10

3%
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10.3

Occupational Status (Q42)

The table below shows the working status for participants, 25% were in employment,
10% were looking after family, 22% were long term sick or disabled, 2% were
unemployed and 38% were retired.
Q42 Which of the following best describes your occupational status?
Base: All respondents, n=343

No

%

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

48

14%

30

9%

7

2%

Full time education

4

1%

Government training programme

-

-

Unemployed and seeking work

8

2%

Unemployed and not seeking work

-

-

Long term sick/disabled

74

22%

Looking after family

33

10%

Retired

131

38%

8

2%

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

Other

10.4

Disability (Q43)

Just over half of respondents (51%) said that they or someone else in their household
has a disability, long term illness or condition which has lasted or is expected to last
at least 12 months.
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10.5

Ethnicity (Q44)

With regards to ethnicity, the vast majority of participants said they were White
Scottish (94%).
Q44 What is your ethnic group?
Base: All respondents, n=343
Scottish

No

%

322

94%

Other British

13

4%

Irish

4

1%

Pakistani, Pakistani Scottish or Pakistani British

1

0%

Refused

3

1%

10.6

Additional Comments (Q45)

Finally, tenants were asked if they had any additional comments. 73% of
respondents had no more comments to add, 20% said they were happy or satisfied
with the service provided by Bridgewater, 3% asked for improvements to bins and
litter in the area, while 2% asked if Bridgewater could improve upon communication.
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Appendix 1
Survey Questionnaire
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Project number

P1038

Project name

Bridgewater HA Tenant Satisfaction Survey 2019

INTRODUCTION: ‘Hello, my name is _________________. I am undertaking a survey for
Bridgewater 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 tenants housed by the Association and will help
them develop services to meet those needs. The survey will take about 15 minutes to
complete. Can you spare the time to speak me just now?
Can I 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 I confirm that you are happy to take part in the survey?
Overall satisfaction

1. [SSHC1] Taking everything into account, how satisfied or dissatisfied are you with the
overall service provided by Bridgewater Housing Association?
Very satisfied
Fairly satisfied
Neither satisfied nor dissatisfied
Fairly dissatisfied
Very dissatisfied
No opinion

1
2
3
4
5
6

Go to Q3
Go to Q2
Go to Q3

2. You said you were not satisfied with the overall service provided by Bridgewater Housing
Association. Can you please explain why?

Communication and Participation

3. Bridgewater tries to keep you informed about and involved in decision they take that

affect you in a number of ways. Which of the following are you aware of? READ OUT LIST
AND SELECT ALL THAT APPLY.
Through its website
1
By sending out regular newsletters
2
Carrying out an annual rent consultation
3
Go to Q4
Holding an annual general meeting for its members
4
Having tenants on its Board
5
Writing to you when they intend to carry out major improvements to
6
their home
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Writing to you when they make changes to major policies e.g. last year
when the Government changed allocations legislation
None

7
8

4. [SSHC3] How good or poor do you feel Bridgewater is at keeping you informed about
their services and decisions?
Very good
Fairly good
Neither good nor poor
Fairly poor
Very poor

1
2
3
4
5

Go to Q6
Go to Q5

5. You said you do not believe that Bridgewater are good at keeping you informed about

their services and decisions. Can you please explain how they could improve how they
keep you informed?

6. Were you aware that you could get involved in Bridgewater Housing Association’s

decision making processes in any of the following ways? READ OUT LIST AND SELECT ALL
THAT APPLY.
Read and comment on our newsletter
1
Respond to the annual rent setting survey
2
Get involved in mystery shopping
3
Become a member of the Association and attend the AGM
4
Become a member of the Management Committee
5
Go to Q7
Visit our Web Site and post questions
6
Comment on the report on the Scottish Social Housing Charter
7
Participate in telephone surveys
8
None
9

7. [SSHC6] How satisfied or dissatisfied are you with the opportunities given to you to
participate in Bridgewater’s decision making processes?
Very satisfied
Fairly satisfied
Neither satisfied nor dissatisfied
Fairly dissatisfied
Very dissatisfied

1
2
3
4
5

Go to Q9
Go to Q8

8. You said you were not satisfied with the opportunities provided by Bridgewater to

participate in their decision making processes. Can you please explain how they could
improve the opportunities provided?
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Repairs and Housing Quality

9. [SSHC16] Have you had any repairs carried out on this property in the last 12 months?
Yes
No

10. Can you describe the nature of the LAST repair you had carried out?

1
2

Gas repair

1

Non emergency repair

2

Emergency repair

3

Other (please describe)

4

Go to Q10
Go to Q14

Go to Q11

11. [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
Bridgewater?
Very satisfied
1
Fairly satisfied
2
Neither satisfied nor dissatisfied
3
Fairly dissatisfied
4
Very dissatisfied
5

Go to Q13
Go to Q12

12. You said you were not satisfied with the service provided by Bridgewater the last time you
had a repair carried out. Can you please explain how the service provided could be
improved?

13. Bridgewater changed its Repairs Contractor in September 2018. If you have had repairs
carried out since then would you say that the quality of the repairs service is:
Improving
1
About the same
2
Not as good
3
Don’t know
4

14. [SSHC10] Overall, how satisfied or dissatisfied are you with the quality of your home?
Very satisfied
Fairly satisfied
Neither satisfied nor dissatisfied
Fairly dissatisfied
Very dissatisfied

1
2
3
4
5

Go to Q16
Go to Q15

15. You said you were not satisfied with the quality of your home. Can you please explain
how this could be improved?
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16. Thinking about your home, if Bridgewater were planning works for your home what would
be your top priority for improvement?

Neighbourhood Management

17. SHOW CARD – Looking at this card, can you tell me how satisfied you are with the

following estate services provided by Bridgewater in your neighbourhood? [IF TENANTS
DO NOT RECEIVE SERVICE E.G. COMMON CLOSE CLEANING CODE NOT APPLICABLE]
Very
Fairly
Neither
Fairly
Very
NA/ DK
Satisfied Satisfied
/ Nor
Dissatisfied Dissatisfied

Cutting the grass
Looking after the open
spaces
Looking after the trees
Getting rid of litter in the
open spaces
Looking after the pathways
Dealing with anti-social
problems
Looking after the car park
area
Looking after lock up
garages

1

2

3

4

5

6

1

2

3

4

5

6

1

2

3

4

5

6

1

2

3

4

5

6

1

2

3

4

5

6

1

2

3

4

5

6

1

2

3

4

5

6

1

2

3

4

5

6

18. [SSHC17] Overall, how satisfied or dissatisfied are you with your landlord’s contribution to

the management of the neighbourhood you live in? [INTERVIEWER NOTE: Neighbourhood
is defined as the street in which the tenant lives and the immediate surrounding area.]
Very satisfied
1
Go to Q20
Fairly satisfied
2
Neither satisfied nor dissatisfied
3
Fairly dissatisfied
4
Go to Q19
Very dissatisfied
5
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19. You said you were not satisfied with Bridgewater’s contribution to the management of the
neighbourhood you live in. Can you please explain how this could be improved?

Rent, income and affordability

20. Bridgewater is concerned about how its tenants are managing financially these days.

They therefore provide a range of services that help tenants maximise their income and
help ensure that living in a Bridgewater property is affordable. Were you aware of the
following services provided?
Yes
No
Welfare Benefits Advice
1
2
Advice from your Housing Officer
1
2
Lots of different ways to pay your rent
1
2
Arrangements to pay by instalments if you are in arrears
1
2
Energy Advice
1
2

21. Do you currently receive any help with your rent payment such as full or partial housing
benefit or Universal Credit?
Full housing benefit
Partial housing benefit
Universal Credit
None

22. 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

1
2
3
4

Go to Q23
Go to Q22

1
2
3
4
5

23. How easy do you find it to afford your electricity and/or gas bills for this property?
Very easy to afford
Fairly easy to afford
Just about affordable
Fairly difficult to afford
Very difficult to afford

1
2
3
4
5

24. Have you ever chosen to not put your heating on because you couldn’t afford to?
Yes
No
Don’t know
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25. Were you aware that rents in the private sector in Erskine range from 11% to 77% higher
Yes
No

than Bridgewater’s rents?

1
2

26. Do you feel you understand how the rent you pay is set?
Yes
No

1
2

27. Do you feel you have enough information about how the rent you pay is spent?
Yes
No

1
2

28. [SSHC29] Taking into account the accommodation and services your landlord provides,
to what extent do you think your rent represents value for money? Is it…
Very good
1
Fairly good
2
Neither good nor poor
3
Fairly poor
4
Very poor
5

Go to
Q30
Go to
Q29

29. You said you do not believe that the rent you pay represents good value for money. Can
you please explain why?

Planning for future services

30. Do you currently have access to the internet in any of the following ways? [CODE ALL
THAT APPLY]
Home internet access via a computer or TV
Internet access through a smartphone or other mobile device
Internet access through another method (e.g. work, public internet
access etc..)
I do not have internet access

1
2
3
4

31. Do you use any of the following? [INTERVIEWER READ OUT LIST TO THE END AND TICK ALL
THAT APPLY]
Facebook

1

Twitter

2

Email

3

Text messaging

4

WhatsApp

5

Instagram

6

Research Resource

51

None of these

7

Other method (please specify)

8

32. What is your preferred method of communicating with Bridgewater?

33. Did you read the Association’s Annual Report on the Charter (show report) that was sent
to all tenants in October?
Yes
No
Don’t recall receiving

34. Did you find this useful?

Yes
No (can you suggest how it could be improved?)

1
2
3

Go to Q34
Go to Q35

1
2

35. Bridgewater aims to maximise the other income it can generate from Scottish

Government funding and other sources for additional services. What are your priorities
for extra funding?
Yes
No
Youth focused
1
2
Elderly focused
1
2
Gardening and the environment
1
2
Transport, shared transport, cycling and walking
1
2
Anything else – tell us more;

36. If there was one thing that Bridgewater could do for you or your family, what would it be?

37. The Board of the Association recently looked at what they wanted for the future of the

organisation and considered a few options. They decided that they wanted Bridgewater
to continue as an independent stand-alone organisation but that we should collaborate
more with other Associations. They would like to know what you think about this. Do you
agree with the Board that the Association should be independent but collaborate more
with other Associations or would you chose one of the other options. INTERVIEWER: READ
OUT LIST
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Continue as a stand alone Housing Association and collaborate more
with other Housing Associations

1

Partner with another Housing Association to form a group structure

2

Merge with another Housing Association

3

No change. Remain as a stand alone independent organisation and
not collaborate more with other Housing Associations

4

[DO NOT READ OUT] Don’t know/ no opinion

5

You and your household

38. What is your age?

39. Gender?
Male
Female

1
2

40. How many people usually live in this house?

41. SHOWCARD 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)
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42. SHOWCARD Which of the following best describes your occupational status? ONE ONLY
Full time paid work (35 or more hours more week)
Part time paid work (less than 35 hours per week, more than 16 hours per
week)
Part time paid work (less than 16 hours per week)
Full time education
Government training programme
Unemployed and seeking work
Unemployed and not seeking work
Long term sick / disabled
Looking after family
Retired
Other (please specify)

1
2

3
4
5
6
7
8
9
10
11

43. Do you, or anyone in your household have a disability, long term illness or condition
Yes
No

which has lasted, or is expected to last, at least 12 months? [CODE ALL THAT APPLY]
1
2

44. What is your ethnic group?

WHITE
Scottish
Other British
Irish
Gypsy/ Traveller
Polish
Other white ethnic group, please write in
MIXED OR MULTIPLE ETHNIC GROUPS
Any mixed or multiple ethnic groups, please write in
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 write in
AFRICAN, CARIBBEAN OR BLACK
African, African Scottish or African British
Caribbean, Caribbean Scottish or Caribbean British
Black, Black Scottish or Black British
Other, please write in
OTHER ETHNIC GROUP
Arab, Arab Scottish or Arab British
Other group, please write in
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45. Do you have any other comments you wish to make about the Association and its
services? [INTERVIEWER: RECORD FULLY]

•
•

Thank you very much for completing the questionnaire.
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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Appendix 2
Technical Report Summary
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TECHNICAL REPORT SHEET – QUANTITATIVE RESEARCH
Project number
Project name

Objectives of the
research

P1038
Bridgewater Housing Association Tenant Satisfaction Survey
2019
The aim of the research was to seek tenants views on the
services that Bridgewater provides, how well it performs these
services and to help identify areas where the service can be
improved. Specifically the research was designed to provide
tenant views on the following:
 The quality of information provided by Bridgewater;
 Quality of accommodation and the neighbourhood;
 Service provision including repairs, maintenance and
improvements;
 Tenant involvement/ opportunities for participation;
 Value for money.
 Plans for the future.

Target group

Bridgewater Housing Association tenants.

Target sample size

The aim was to achieve a sufficient number of interviews to
provide data accurate to +/- 5%.

Achieved sample size

A total of 343 tenant interviews were achieved.

Date of fieldwork

Interviewing took place between the 1st July 2019 and the 2nd
August 2019.

Sampling method

Interviews spread across organisation stock.

Data collection method

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 team of data processors.

Response rate and
definition and method of
how calculated

41% (343 from a sample of 837)

Any incentives?

No

Number of interviewers

3 interviewers were working on this project.

Interview validation
methods

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

Showcards or any other
materials used?

Showcards used as per instructions on questionnaire

Weighting procedures

Not applicable
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Estimating and
imputation procedures

Not applicable

Reliability of findings

Data accurate overall to +/-4.07%. for tenants.
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