
1

Tenant Satisfaction 
Survey 2019

Every three years, we carry out a detailed Tenant Satisfaction
survey on our services. 
At the end of 2018, Research Resource interviewed 237 Larkfield tenants (representing 60% of tenants) in
their homes. We received a report with the results of the survey in early 2019. 

The results demonstrated we are continuing to do well and have retained our high levels of satisfaction
from 2016 across most areas of the business.

In the coming months, as part of our tenant engagement strategy, we will be reviewing how we gather
tenants’ views on value for money.

We will prepare an action plan to improve areas where we can do better and focus on your suggestions
for repairs, housing and neighbourhood improvements.

Moving forward, we will be looking at more opportunities for our tenants to provide us with valuable
feedback.

Below are some of the key highlights from the survey. We have compared 2019 results with our previous
results in 2016 and the Annual Report on the Charter (ARC), which is the Scottish average for all
Registered Social Landlords across Scotland.

The ratings

We have improved We have stayed the same We could do better

Q1 Taking everything into account, how satisfied or dissatisfied are you with the
overall housing service provided by the association as your landlord?

78.5%

16%
3.4% 0.4% 1.7%

Fairly Very Dont know/Very Fairly Neither satisfied 
satisfied satisfied nor dissatisfied dissatisfied dissatisfied no opinion

ARC 2016 2019

90% 95% 95%

R A T I N G

Base: 
all respondents,

n=237

95% of tenants said they were satisfied with the overall housing service we provide.
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Q2 Thinking of the association as your landlord and the services they provide
for you, to what extent do you think they are getting ‘the basics’ right?

Rated 8,9,10 = 94%
56%

24%

0.4% 1% 5%
14%

0 1 2 3 4 5 6 7 8 9 10
Not at all Completely

R A T I N G

Base: 
all respondents,

n=237

94% of tenants believe we are getting the basics right. 

Q24 Thinking about the last time you had repairs carried out, how satisfied or
dissatisfied were you with the repairs service provided by the association?

Very
dissatisfied

Fairly
dissatisfied

Neither satisfied
nor dissatisfied

Fairly
satisfied

Very
satisfied

2.3%3.1%2.3%

92.2%

92%

ARC

95%

2016

95%

2019

R A T I N G

Base:
had repairs carried

out in last year,
n=128

95% of tenants were either very or fairly satisfied with the service we provide.

Q34 Overall, how satisfied or dissatisfied are you with the quality of your home?

89%

7.2% 2.5% 0.8% 0.4%

Very Fairly Neither satisfied Fairly Very
satisfied satisfied nor dissatisfied dissatisfied dissatisfied

88%

ARC

96%

2016

96%

2019

R A T I N G

Base: 
all respondents,

n=237

96% of tenants stated they were either very or fairly satisfied with the quality of their home.
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Q42 Overall, how satisfied or dissatisfied are you with the association’s
management of the neighbourhood you live in?

Very
dissatisfied

Fairly
dissatisfied

Neither satisfied
nor dissatisfied

Fairly
satisfied

Very
satisfied

0.4%0.4%3%

96%

88%

ARC

99%

2016

99%

2019

R A T I N G

Base: 
all respondents,

n=237

99% responded to say they were satisfied with how we manage their neighbourhood.

Q54 Taking into account the accommodation and services your landlord
provides, do you think the rent for this property represents good or poor
value for money? Is it...

Very poorFairly poorNeither good
nor poor

Fairly goodVery good

0.4%1.7%
13.1%

27.4%

57.4% 88%

ARC

88%

2016

85%

2019

R A T I N G

Base: 
all respondents,

n=237

85% of tenants agreed their rent represents value for money. As part of our tenant engagement
strategy, we will be reviewing how we gather tenants’ views on value for money in the future.

Q41 Overall, how satisfied or dissatisfied are you with your neighbourhood as a
place to live?

Very
dissatisfied

Fairly
dissatisfied

Neither satisfied
nor dissatisfied

Fairly
satisfied

Very
satisfied

0.4%0.4%3%

96%

R A T I N G

Base: 
all respondents,

n=237

99% of tenants agreed they were satisfied with their neighbourhood as a place to live.
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Q49 How easy or difficult do you find it to afford your rent payments for 
this house?

Very difficult
to afford

Fairly difficult
to afford

Just about 
affordable

Fairly easy
to afford

Very easy
to afford

6%

37%39%

18%

R A T I N G

Base: 
make a rent
payment, 

n=84

57% of tenants stated they find their rent payments either very or fairly easy to afford.

Q9 How satisfied or dissatisfied are you that the association listens to your
views and acts upon them?

Very
dissatisfied

Fairly
dissatisfied

Neither satisfied
nor dissatisfied

Fairly
satisfied

Very
satisfied

5.1%
17.3%

77.6%

R A T I N G

Base: 
all respondents,

n=237

95% of tenants were very or fairly satisfied that we listen to their views and act upon them.

The results from the survey will feed into the Scottish Housing Regulator’s yearly ARC, which you
will receive as normal in October.

Thank you to everyone who took part in our tenant satisfaction survey.
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