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1. EXECUTIVE SUMMARY
INTRODUCTION
 The Moray Council commissioned Research Resource to carry out a
tenant satisfaction survey on their behalf.
 A total of 1.504 interviews were carried out with the Council’s tenants in
order to assess satisfaction with the Council and the services it provides.
Interviews took place between September and October 2021.
 1.504 interviews provides a large scale and robust data set, providing
data accurate to +2.2% accuracy (based upon a 50% estimate at the
95% level of confidence).
 This executive summary highlights the key findings from this programme
of research.
PERFORMANCE SUMMARY
 The table over the page shows the results for the Scottish Housing
Regulator key indicators for the Scottish Social Housing Charter Annual
Return for Moray Council’s Housing Services.
 The results in the table over the page show the levels of satisfaction
reported in the Council’s 2015, 2018 and 2021 tenant satisfaction
surveys. The trend column shows the difference between 2018 and
2021. This column indicates where there has been a statistically
significant change between 2018 and 2021, as is shown in the key
below.
 The final two columns show wider benchmarking to contextualise
results against the Scottish Average for the Annual Return on the
Charter 2020/21 for local authority landlords (ARC) and then
comparison to a sub set of local authority landlords who are within
Moray Council’s peer group and are believed to be most comparable
in terms of size and type (Peer Group1).
Key
Significant increase

No significant change

Significant decrease

( +2% or greater)

(+/-1.9% or less)

(-2% or more)

Peer Group: Angus Council, Clackmannanshire Council, East Dunbartonshire Council, East Lothian
Council, East Renfrewshire Council, Midlothian Council, Perth & Kinross Council, Aberdeenshire Council,
East Ayrshire Council, North Ayrshire Council, Highland Council
1

4

1 - Percentage
tenants satisfied with
overall service
provided by landlord
2 - Percentage
tenants who feel
landlord is good at
keeping them
informed about
services and decisions
5 - Percentage
tenants satisfied with
opportunities given to
them to participate in
landlords decision
making
7 - Percentage
tenants satisfied with
quality of home
12 - Percentage
tenants satisfied with
repairs service
13 - Percentage
tenants satisfied with
contribution to
management of
neighbourhood
25 - Percentage
tenants who feel rent
for their property
represents good value
for money

ARC LA
Average
2020/21

Moray
peer
group
average
20/21*

3%

84.20%

87.13%

91.29%

15%

85.60%

90.70%

68.76%

96.21%

27%

79.40%

86.44%

85.96%

73.87%

82.65%

9%

83.40%

86.05%

79.35%

78.61%

83.74%

5%

88.80%

90.91%

75.99%

80.27%

89.56%

9%

83.40%

87.22%

84.01%

83.01%

86.37%

3%

81.80%

86.06%

Moray
Council
2015

Moray
Council
2018

Moray
Council
2021

80.02%

79.59%

82.78%

77.71%

76.33%

60.34%

Change
2018 to
2021

Peer Group: Angus Council, Clackmannanshire Council, East Dunbartonshire Council, East Lothian Council,
East Renfrewshire Council, Midlothian Council, Perth & Kinross Council, Aberdeenshire Council, East Ayrshire
Council, North Ayrshire Council, Highland Council

5

2. INTRODUCTION, BACKGROUND AND OBJECTIVES
2.1 Introduction
This report represents and discusses the findings to emerge from The Moray
Council’s Tenant Satisfaction Survey 2021.
2.2 Background and objectives
The Moray Council has previously carried out Tenant Surveys in 1994, 1999,
2001, 2004, 2007, 2012, 2015 and 2018.
The Council has prepared for and is working to meet the outcomes in the
Scottish Social Housing Charter (the Charter) and the regulation regime by
the Scottish Housing Regulator. The Council’s 2018 Tenant Satisfaction Survey
has been used to inform the Council’s ARC return and develop an
Improvement Plan for services in response to the survey results.
In order to meet the Scottish Housing Regulator’s requirements of carrying out
a comprehensive tenant satisfaction survey at least every 3 years, the
Council now wish to appoint a suitably qualified consultant to carry out a
comprehensive tenant satisfaction survey. The survey results will be used to
populate the Annual Return on the Charter (ARC) for 2021/22, will allow a
better understanding of tenants’ levels of satisfaction with the service they
currently receive and will allow you to evaluate the plan’s progress in
improving tenant satisfaction and will also identify any further areas for
improvement.
Specifically the research was designed to collect data on tenant satisfaction
with the key indicators required by the Scottish Housing Regulator for the
Council’s Annual Return on the Charter. This included:
 Overall satisfaction
 Satisfaction with being kept informed
 Satisfaction with opportunities for participation
 Quality of the home
 Satisfaction with repairs
 Contribution to the management of the neighbourhood
 Value for money of rent.
It is against this background that Research Resource were commissioned to
carry out The Moray Council’s Tenant Satisfaction Survey 2021.
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2.3 Research Method
A comprehensive, robust and representative survey of tenants was carried
out using a telephone survey methodology.
This is a departure from previous years when the survey was carried out using
a combined methodology of electronic survey invitation and, postal survey
invitations sent for self-completion and a telephone survey boost with non
respondents.

2.4 Questionnaire design
After consultation with Moray Council representatives, a survey questionnaire
was agreed which fully met the information needs and requirements of the
organisation. In developing the questionnaire the following issues were
considered:
1. The information needs listed in the survey brief;
2. The Scottish Social Housing Charter indicators upon which the Council is
required to report;
3. Research Resource experience in relation to customer satisfaction
surveying.

2.5 Sample Size and Profile
Overall, a total of 1,504 interviews were completed with tenants. This provides
data accurate to +2.2% based upon a 50% estimate at the 95% confidence
level.
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 over-represented 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 tables below show the achieved interview profile broken down by area
compared to the overall tenant population. Whilst there are some variances
in the interview profile compared to the tenant population profile it was felt
that there was sufficient coverage of these factors to provide the Council
with confidence in the representativeness of the sample and the overall
results. It was therefore agreed that the survey results would be reported
unweighted.
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Housing market area
Buckie HMA
Cairngorms HMA
Elgin HMA
Forres HMA
Keith HMA
Speyside HMA
Grand Total

No of tenants

% of tenants

1246
22
2963
846
534
440
6051

% of interviews

20.6%

No of interviews
313

0.4%

5

0.3%

49.0%

747

49.7%

14.0%

210

14.0%

8.8%

122

8.1%

7.3%

107

7.1%

100.0%

1504

100.0%

20.8%

*NB two respondents had removed their UPRN therefore could not be profiled with respect to
HMA or house type.

2.6 Interviewing and Quality Control
All telephone interviewing was undertaken by Research Resource’s trained
and experienced researchers, all of whom are experienced in undertaking
customer satisfaction surveys for Housing Associations and Local Authorities.
Interviews were conducted in accordance with our ISO20252 accredited
policies and procedures and in line with the Market Research Society Code
of Conduct. Interviewing took place between 21st September and 3rd
November 2021.
2.7 Survey Analysis and Reporting
This report presents the findings of the survey for tenants and focuses on the
key findings of the survey.
Throughout this report the figures show the results as percentages. It should
be noted in the reporting of results that each table or chart notes the base or
number of respondents to that question.
Percentages are rounded up or down from one decimal place to the nearest
whole number. For this reason not all percentages sum to 100% due to
rounding. Where respondents could select more than one response to a question
the percentages will sum to more than 100%.

Rounding can also cause percentages described in the supporting text or
summarising ‘overall satisfaction’ (i.e. adding very satisfied and fairly satisfied
responses together) to differ from the charts by 1% when two percentages
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are added together In some parts of the report percentages may be
expressed to one decimal place.
For the key Charter indicator responses, comparison has been drawn to the
Council’s previous tenant satisfaction surveys which were completed in 2015
and 2018.
Survey data has been analysed and reported on in a number of ways. Data
has been analysed by key variables as agreed by the Council. Where any
particular trends or issues are found for any one key group, this is detailed in
the survey report.
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3. OVERALL SATISFACTION
3.1 Satisfaction with the overall service provided by Moray Council’s Housing
Service (Q1-2)
The survey opened by asking tenants how satisfied or dissatisfied they were
with the overall service provided by Moray Council’s housing service. This is a
key Charter indicator question. 83% of tenants who responded to the survey
said they were very or fairly satisfied with the overall service provided by the
Council compared to 9% who were fairly or very dissatisfied and 8% who
were neither satisfied nor dissatisfied. This has not changed significantly
compared to 2015 and 2018 when 80% were satisfied with the overall service
provided by the Council as their landlord.

2015

2021

2018

80%

80%

83%

All respondents were asked why they gave that response. Respondents
could answer freely in their own words and their responses have been coded
thematically to allow for analysis. This shows that the most common positive
reasons given for satisfaction were providing good or great services (29%),
that they have no issues or complaints (18%) of that they are generally happy
and feel the Council is doing a good job (13%).
Where respondents were not as satisfied with the housing service overall, the
most common reasons related to repairs with 8% noting that repairs are
incomplete and 7% noting poor aspects of the repairs service such as quality
of workmanship or timescale for completion.
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Analysis shows significant difference in overall satisfaction by age with 75% of
respondents aged under 35 satisfied, 84% of those aged 65-74 and 92% of
those aged 75 and over.
Analysis by housing market area shows that those living in the Speyside HMA
were least satisfied with 74% of respondents in this area saying they were very
or fairly satisfied overall. Respondents in Elgin HMA were most satisfied with
the housing service overall (86%). Please note that the small sample size in
Cairngorms means that these results are not statistically robust.
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4. COMMUNICATION
4.1 Preference in terms of being kept informed (Q3)
Respondents were asked in what ways they would prefer to be kept informed
about Moray Council’s Housing services and decisions. Looking at the overall
profile of responses received, written communication was the preference,
with the top 3 methods noted as:
 Individual letters sent to your home (58%, up from 40% in 2018).
 Information in the Tenants’ Voice (Housing Newsletter) (55%, not
significantly changed from 53% in 2018)
 Registering for email alerts through ‘myaccount’ (14%, up from 10% in
2018).
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Analysis by age showed some key differences in preference for contact,
most so with regard to younger tenants age groups being more likely to have
a preference towards electronic communications such as text message,
email alerts, and social media than older age groups.
Q3 Moray Council’s Housing Services use a range of methods to keep their tenants informed
about their services and decisions. In which of these ways would you prefer to be kept
informed?
75 and
16-34
35-54
55-64
65-74
over
212
372
294
295
330
Base
Individual letters sent to your home

51.4%

48.9%

57.8%

61.4%

69.1%

Information in the Tenants’ Voice
(Housing Newsletter)
Registering for email alerts through
‘myaccount’
By text message

36.3%

48.9%

59.9%

59.7%

66.7%

25.5%

22.0%

13.3%

8.8%

1.5%

18.9%

13.4%

13.3%

5.8%

3.6%

Information in the Tenants’
Handbook
Publishing information in the
Housing section of the Council’s
website
Tenant information/advice leaflets

9.4%

10.8%

11.6%

9.5%

10.6%

6.1%

6.5%

4.4%

2.0%

-

4.7%

4.0%

5.1%

1.0%

2.4%

Social media through the Council’s
Facebook or Twitter feed
Telephone

8.0%

5.4%

2.7%

1.0%

0.3%

2.8%

4.0%

2.0%

1.4%

2.7%

Email

3.3%

1.1%

1.4%

1.0%

0.3%

Don’t know

0.9%

1.1%

1.0%

0.3%

-

Information in the Housing Annual
Performance Report
Through tenant groups such as the
Moray Tenants’ Forum and the
Service Improvement Panel
Formal press releases by registering
with ‘My newsdesk’

0.5%

0.8%

0.7%

0.7%

0.3%

-

-

1.0%

0.3%

0.3%

-

-

0.7%

0.3%

-
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4.2 Tenant Voice (Q4)
Overall, 80% of tenants stated that they read the Tenant’s voice newsletter.
77% of tenants find this useful, 3% said they did not and 20% said they do not
read the newsletter.
Excluding those that stated they do not read the newsletter, 96% of those
that read the newsletter said that they find it useful.

Where it was stated that Tenants’ Voice is not useful, respondents were asked
to explain why not. The most common responses related to the fact that:
 Information is not of direct relevance to the tenant/tenants area/
general information
 They are not interest in the information in the newsletter
 That it is expensive/ waste of money/ paper.
Q4a No (please explain why not in the space below)
Base: Respondents, n=50

No

%

No information about our area/ not relevant

16

32.0%

Not interested

14

28.0%

Waste of money/ paper

8

16.0%

Never received it

6

12.0%

Same stuff in it every month

3

6.0%

I am blind

2

4.0%

Other

2

4.0%
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4.3 Keeping tenants informed (Q5)
When asked how good or poor they felt the Council’s Housing Service was at
keeping them informed about services and decisions, just over nine in ten
respondents (91%) stated that they feel the Council is either very good or
fairly good in this respect, 5% stated neither good nor poor and 4% stated
either fairly or very poor.
This is a significant increase when compared to 2015 when 78% of
respondents rated the Council’s Housing Service as very or fairly good and
also 2018 when 76% rated the Council’s Housing Service as good in this
respect.

When asked to explain why they said the Council was poor at keeping them
informed, the main responses tended not to relate to the general
communications, rather more specifically about keeping tenants up to date
with specifics about their repairs and improvements or communications
around about repairs and maintenance issues (56%).
Q5a Can tell us why you say that?
Base: Respondents, n=131

No

%

Poor communication/ not kept informed

73

55.7%

Need more information

30

22.9%

Not sure

12

9.2%

Other

6

4.6%

Only receive newsletter

5

3.8%

Newsletter too expensive

4

3.1%

Don't receive newsletter

3

2.3%
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Analysis shows again that there were significant differences by age with
younger tenants (16-34) least likely to rate the Council’s Housing Service as
good in this respect (84%) and those aged 75+ most likely to be positive
(98%),
There were also significant differences noted by housing market area with
respondents living in Speyside least likely to rate the Council’s Housing Service
as good at keeping them informed (78%) compared to those in Forres (99%)
and the Cairngorms (100%) most likely.
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4.4 Internet (Q6)
Just under two thirds of respondents (63%) have access to the internet. This
was mainly done through broadband internet access at home (60%).
Significant trends were noted by age with 91% of respondents aged under 35
having internet access compared to 23% of those aged 75 and over.

4.5 Impact of Covid on contact with the Council’s Housing Service (Q7)
All respondents were asked if the Council’s offices being closed due to Covid
have changed how they contact the Housing Service. Positively, the vast
majority have not been impacted with 75% stating that they usually phone so
their contact is no different and a further 12% noting that they haven’t
needed to get in touch so it has made no difference. 13% are now phoning
or emailing instead of visiting and just 6 respondents (0.4%) said that they
prefer to visit so haven’t been in touch when they normally would have done.
Q7 Has the Council’s offices being closed due to Covid changed how you contact the
Housing Service?
No
%
Base: Respondents, n=1504
I usually phone so my contact is no different

1131

75.2%

I haven’t needed to contact them so it has made no difference

177

11.8%

I now phone instead of visiting

121

8.0%

I now email instead of visiting

77

5.1%

Other

15

1.0%

Online/ website

13

0.9%

I usually email
I prefer to visit so haven’t been in touch when I normally would have
done

9

0.6%

6

0.4%
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4.6 Preference for future contact (Q8)
Tenants were told that moving forward, and to ensure social distancing, the
Housing Service may be encouraging contact methods other than face to
face. They were then asked how they would prefer to contact the housing
service. The most popular method noted was by telephone, which was
noted by 92% of respondents.
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5. GETTING INVOLVED
5.1 Interest in getting involved (Q9)
The survey went on to ask respondents about their interest in a range of
opportunities to get involved in Moray Council’s Housing Services decision
making processes. 49% of respondents stating that they would be interested
in getting involved in one or more ways. Interest was greatest in taking part in
surveys (46%), by taking part in specific consultation exercises such as the rent
consultation (9%) and by joining a list of interested tenants to be contacted
when consultations are taking place (8%).
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5.2 Satisfaction with participation opportunities (Q10)
Regardless of awareness or interest in getting involved, all respondents were
asked how satisfied or dissatisfied they were with the opportunities given to
them to participate in Moray Council’s Housing Services decision making
processes. As shown in the chart below, just over nineteen out of twenty
respondents (96%) said that they were either very or fairly satisfied in this
respect. This is a significant increase from 60% in 2015 and 69% in 2018.

Where respondents were not satisfied with the opportunities given to
participate, the main reasons given were:
 Not aware of opportunities to get involved (46%)
 Don’t think the Council listen/ getting involved makes a difference
(23%).
Q10a Can tell us why you say that?
Base: Respondents, n=57

No

%

Not aware of opportunities

26

45.6%

They don't listen

13

22.8%

Not interested

10

17.5%

Don't know

7

12.3%

Like more information

5

8.8%

Other

1

1.8%
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6. REPAIRS AND HOUSING QUALITY
6.1 Satisfaction with the last repair carried out (Q11-Q13)
Just under half of respondents (46%) have had repairs carried out in their
property in the last 12 months. Of those, 84% were very or fairly satisfied with
the repairs service provided at the time of their last repair. This has increased
from 2015 and 2018 when 79% were also very or fairly satisfied.

Where respondents were not satisfied with the last repair carried out they
were asked how the repairs service could have been improved. Many of the
comments received about the last repair the repair was not yet complete or
there were ongoing issues relating to the repair (35%). The quality of
workmanship was also noted (27%) as was the length of time taken to carry
out the repair (23%).
Q12a Can you explain how the repairs service could have been improved?
Base: Respondents, n=111

No

%

Repair not complete/ ongoing issues

39

35.1%

Poor quality of workmanship

30

27.0%

Too long to complete repairs

26

23.4%

Lack of communication/ not kept updated

13

11.7%

Poor attitude from contractor/ left a mess

8

7.2%

Other

3

2.7%
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The survey then went on to ask about satisfaction with specific aspects of the
repairs service. Satisfaction ranged from 96% with regard the attitude of
workers to 84% with regard to the time taken before the work started.

As shown, compared to 2018, satisfaction with all aspects of the repairs
service have improved, most so with respect to keeping in touch about the
repair, where satisfaction has risen from 60% to 87%.
Q13 Thinking of the last time you had repairs carried out, how satisfied or
dissatisfied were you with the following…..?
% satisfied
% satisfied
2018
2021
Change
Ease of reporting repairs

89%

94%

5%

The appointment system

77%

94%

17%

The time taken before work started

72%

84%

12%

Keeping in touch about a repair

60%

87%

26%

The time taken to complete the work

76%

88%

12%

Attitude of workers

87%

96%

9%

The quality of repair

80%

86%

7%

Keeping dirt and mess to a minimum

85%

95%

10%
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6.2 Quality of the home (Q14)
In terms of satisfaction with the quality of the home, 83% of tenants that
responded stated that they were very or fairly satisfied with the quality of their
home compared to 9% who were very or fairly dissatisfied. This has increased
from 2018 when 74% were very or fairly satisfied with the quality of their home,
but is still marginally lower than 2015 when 86% stated they were very or fairly
satisfied with the quality of their home.

All respondents were asked why they gave that response. The most common
reason for not being more satisfied was that they believed that their home
needed upgrades or improvements (20%). Whereas the most common
reason for being positive was the quality of the home (17%).
Q14a Can tell us why you say that?
Base: Respondents, n=1504

No

%

Home requires upgrades/ improvements e.g. kitchen/ bathroom

297

19.7%

Good quality homes

250

16.6%

Happy/ everything is good

208

13.8%

Love/ like home/ suits needs

184

12.2%

Look after properties/ been upgrades

175

11.6%

Home is in need of repairs

143

9.5%

It's ok/ fine

124

8.2%

Poor boiler/ heating system

74

4.9%

No issues/ complaints

50

3.3%

Issues with dampness/ mould

42

2.8%

None

37

2.5%

Other

22

1.5%

Nice area

14

0.9%
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Analysis shows that older tenants were most likely to be satisfied with the
quality of their home (92%) whereas those aged 35-54 were least likely to be
satisfied (77%). Analysis by HMA shows that Elgin (85%) and Forres (86%)
tenants were more likely to be satisfied than those in Speyside (78%) and
Buckie (78%).
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6.3 Improvements to the home (Q20)
They were then asked what the main improvement or change to their home
that they would like to see. Encouragingly, almost over one in three
respondents (32%) said that their home doesn’t need any improvements.
The most commonly mentioned improvements that respondents would like to
see were:
 Window replacement (23%)
 Heating system (19%)
 Bathroom upgrade (19%)
 Kitchen upgrade (14%)
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7. THE NEIGHBOURHOOD
7.1 Overall satisfaction with the neighbourhood as a place to live (Q16)
Overall, over nine in ten respondents (93%) stated that they were either very
or fairly satisfied with the neighbourhood as a place to live compared to 4%
who were very or fairly dissatisfied in this respect. This is an increase from 2015
when 85% were satisfied and 2018 when 87% were satisfied with their
neighbourhood as a place to live.

Analysis shows differences in satisfaction with the neighbourhood with respect
to:
 Age: respondents aged under 35 were less likely to be satisfied with the
neighbourhood as a place to live (88%) compared to those aged 65-74
(96%) and those aged 75+ (97%).
 Housing Market Area: satisfaction with the neighbourhood as a place
to live was higher in Forres (97%) and the Cairngorms (100%). It was
slightly lower in Keith (92%).

26

27

7.2 Satisfaction with grass cutting in common areas (Q17)
All respondents were asked how satisfied they are with the grass cutting
service provided by the Housing Service in common areas. Overall, 82% were
satisfied with the grass cutting service but 3% of respondents stated that this
was not applicable to them. When these respondents are excluded, of those
who could comment on the common area grass cutting service, 85% were
very or fairly satisfied.

7.3 Contribution to the management of the neighbourhood (Q18)
In terms of the housing service’s contribution to the management of the
neighbourhood, 90% stated they were very or fairly satisfied compared to 5%
who were dissatisfied. This is an increase in satisfaction compared to 2015
when 76% of respondents were satisfied and 2018 when 80% of respondents
were satisfied with the management of the neighbourhood.
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Significant differences were noted by:
 Age: respondents aged 35-54 were significantly less likely to be satisfied
with contribution to the management of the neighbourhood (85%)
than those aged 75+ (95%).
 Housing Market Area: respondents in Speyside were least satisfied with
contribution to the management of the neighbourhood (73%) and
those in Forres (98%) and the Cairngorms (100%) most satisfied.
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The main reasons for dissatisfaction with the Housing Service’s contribution to
the management of the neighbourhood varied a perception that nothing is
done or maintained (27%), anti-social behaviour issues (19%), poor landscape
maintenance/ grass cutting service (19%) or that there is a lack of visibility in
terms of management of the neighbourhood (16%).
Q18a Can tell us why you say that?
Base: Respondents, n=157

No

%

Nothing done/ not maintained

42

26.8%

ASB/ ASN issues

30

19.1%

Poor grass cutting service

30

19.1%

Don't know what they do/ never see them

25

15.9%

Don't know

11

7.0%

Area untidy with litter/ rubbish

10

6.4%

Roads/ pavements need fixed

9

5.7%

Other

9

5.7%

Problems with parking

5

3.2%

Issues with bins

3

1.9%

Dog fouling

2

1.3%
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7.4 Problems in the neighbourhood (Q19)
When asked if they perceived a range of potential issues to be a problem in
their neighbourhood, the most serious perceived problem was parking (21%
stating this is a serious or minor problem) followed by dog fouling (19% stating
this is a problem) and rubbish and litter (18% stating this was a problem).
Vandalism/ graffiti was least likely to be a problem (95% stating not a
problem).

Analysis shows that parking was most likely to be an issue in the Speyside HMA
where 36% of respondents in this area noted parking as being a serious or a
minor problem. 24% noted it as being a serious problem.
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When asked if there were any other issues that they would like to note in their
neighbourhood, many respondents took the opportunity to reinforce issues
that had already been raised, particularly with regard to anti social
behaviour issues in addition to dog or cat fouling and problems with parking.
Q19i Is there anything else you would like to tell us about in your neighbourhood
that you think is a problem?
No
%
Base: Respondents, n=1504
None/ Nothing

1309

87.0%

ASB/ ASN issues

75

5.0%

Cat/ dog fouling

20

1.3%

Other

20

1.3%

Problems with parking

17

1.1%

Issues with bins

16

1.1%

Gardens not maintained

16

1.1%

Litter/ rubbish problems

11

0.7%

Speeding cars

10

0.7%

Roads/ pavements need fixed

8

0.5%

Sort park area for kids

6

0.4%
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8. RENT AND AFFORDABILITY
8.1 Housing Benefit Receipt and Affordability (Q20-Q21)
Overall, 41% of respondents stated that they do not receive any housing
benefit or Universal Credit towards their rent. 43% receive full housing benefit.

Those that make a rent payment (i.e. excluding respondents in receipt of full
housing benefit) were asked how easy they find it to afford the rent payments
for their property. As shown below, just over 6 in 10 (64%) stated that they find
this very or fairly easy to afford, 32% find it just about affordable and 4% find
their rent payments difficult to afford. This has increased slightly from 58%
finding their rent easy to afford in 2018.
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Analysis showed significant differences between groups of tenants, most
notably those who do not receive any housing benefit or Universal credit
were less likely to state that they find their rent very or fairly easy to afford
(61%), as were those who receive partial housing benefit (57%). Whereas
those who receive Universal Credit were more likely to state that they find
their rent payments very or fairly easy to afford (76% for full UC and 72% for
partial UC). However, care should be taken when reading this result due to
the small number of respondents falling into this category.
Q21 How easy do you find it to afford your rent payments for this house?
Yes, full
housing costs
covered
through
Universal
Credit
131

Yes,
partial
housing
benefit
68

Yes, partial
costs covered
through
Universal
Credit
39

Don’t receive any
housing benefit or
Universal Credit
towards my rent
619

Very easy to afford

27.5%

13.2%

7.7%

11.3%

Fairly easy to afford

48.9%

44.1%

64.1%

50.1%

Just about affordable

19.8%

38.2%

23.1%

34.7%

Fairly difficult to afford

3.8%

2.9%

5.1%

2.7%

Very difficult to afford

-

1.5%

-

1.1%

76.4%

57.3%

71.8%

61.4%

% very/ fairly easy to afford

Analysis by household composition also showed differences in the
affordability of rent shows that adult only households were less likely to state
that they find their rent payments affordable than those with children in the
household.
Q21 How easy do you find it to afford your rent payments for this house? By household
composition
Three or more
Single
Two
adults, 16 or
1 parent
2 parent
adult
adults
over
family
family
Base
361
242
57
88
81

Other
28

Very easy to afford

13.6%

12.4%

10.5%

19.3%

17.3%

7.1%

Fairly easy to afford

47.6%

49.2%

50.9%

58.0%

59.3%

35.7%

Just about affordable

35.2%

33.9%

35.1%

20.5%

17.3%

53.6%

Fairly difficult to afford

3.3%

2.9%

1.8%

1.1%

4.9%

3.6%

Very difficult to afford

0.3%

1.7%

1.8%

1.1%

1.2%

-

% very/ fairly easy to
afford

61.2%

61.6%

61.4%

77.3%

76.5%

42.8%
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8.2 Value for money (Q22)
In terms of value for money of rent, 86% of respondents stated that they
believe that their rent represents either very good or fairly good value for
money when taking into account the accommodation and services
provided. This has risen only marginally from 2015 when 84% rated their rent
as very or fairly good value for money and 2018 when 83% rated their rent as
very or fairly good value for money.

Where respondents were positive about value for money, the key aspects
they noted were:
 Satisfied with the house
 Like the area
 The rent is good value
 It is good value/ cheaper than private rents
 It is affordable
However, where the rent is not perceived to be good value, the key things
noted by tenants were:
 Rent is expensive/ keeps increasing
 Not good value for the condition of the property
 The property is in need of repairs or improvements so rent is not good
value
 Rent is not good value because of the size of the property.
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Analysis shows that there were not significant differences in perception of
value for money by age or gender. However, by housing market area,
perception of value for money was lowest in Buckie (78%) and higher in Keith
(89%). The highest rating of value for money was in the Cairngorms, however
this response relates to just 5 respondents.
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8.3 Willingness to pay a higher rent (Q29)
When asked if they would be willing to pay a slightly higher rent, 41% stated
that they would be willing to pay a slightly higher rent to make their home
more energy efficient, warmer and cheaper to heat. 30% stated that they
would be willing to pay a slightly higher rent for Moray Council to build more
new homes.

Respondents were also asked if there was anything else they would be willing
to pay a slightly higher rent for. Aspects that respondents would be willing to
pay a slightly higher rent for included:
 Shower
 Home modernised (e.g. kitchen/ bathroom/ heating upgraded/
windows/ doors/ insultation)
 Grass cutting service
 More adaptations for those with disabilities
 A bigger house
 A better neighbourhood/ less troublesome neighbours
 Solar panels/ more eco friendly heating system
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8.4 Heating affordability (Q24)
Just under one quarter of respondents (22%) stated that in the last 12 months
they have wanted to put their heating on but chosen not to because they
could not afford to.
This was more likely to be the case for:
 Those who receive universal credit (37% of those in receipt of Universal
Credit have chosen not to put their heating on compared to 19% of
those who do not receive benefits)
 Younger respondents (29% of those aged 35-64 and 24% of those aged
16-34 have chosen not to put their heating on compared to 14% of
those aged 75+.
 Electric heating: those with electric heating (34%) were more likely to
have said that they have chosen not to put their heating on than those
with gas (21%) or air source heating (20%).
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8.5 Support for environmental efficiency improvements (Q25)
It was explained to respondents that the Council is working to improve the
environmental efficiency of their homes through changing their heating
systems and improving their homes. Tenants were asked if they agree that
the Council should be working to minimise the impact of their homes on
climate change.
As shown below, 82% of respondents said that they strongly agree or tend to
agree that the Council should be doing this. 15% said they neither agree nor
disagree and 2% said they tend to disagree or strongly disagree.
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8.6 Financial impact of Covid (Q26)
The majority of tenants who responded (78%) said that they have not been
financially affected by the Covid 19 crisis. Just 2% said they felt better off and
19% said that they feel that they are slightly or much worse off.

Our analysis showed significant differences by age and household type in
terms of the financial impact of Covid.
 Age: younger respondents were more likely to state that they are now
worse off than older respondents. For example, 32% of respondents
aged 35-54 and 29% of those aged 16-34 stated they are now worse off
compared to just 6% of those aged 75 and over.
 Household composition: single adult household were least likely to feel
worse off as a result of the Covid crisis (19%) where as single parent and
two parent households were most likely to feel worse off. Moreover,
the more children in the household, the more likely respondents were
to feel that they are worse off. For example 35% of single parent
households with 1 child feel that they are worse off. This rises to 39% for
single parent households with 3 or more children. The same is true of
two parent families where 32% of two parent families with 1 child feel
worse off compared to 39% of two parent families with 3 or more
children.
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8.7 Service priorities (Q31)
When asked how important a range of services are for tenants, most likely to
be rated as very important were:
 Quality of repairs (94%)
 Quality of the home (93%)
 Value for money for rent (89%)
 The overall service provided (89%).
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In order to provide direction to the Council in terms of tenant priorities, the
proportion of respondents who were very/ fairly satisfied or rated a service as
very/ fairly good have been plotted against the proportion of respondents
who stated that service was very important. The chart has then been divided
into quadrants.

HIGH SATISFACTION/
LOW PRIORITY

HIGH SATISFACTION/
HIGH PRIORITY

Low
Satisfaction

High
Satisfaction

LOW SATISFACTION/
LOW PRIORITY

LOW SATISFACTION/
HIGH PRIORITY

Low priority

As shown, each box indicates a different level of priority and satisfaction. The
top right box indicates high priority, high satisfaction priority, which is the most
desirable box to be in. The bottom right box indicates low satisfaction, high
priority. It is within these areas that the Council should place resources and
effort in terms of improvements or changes to service delivery.
The chart over the page indicates that quality of the home and quality of
repairs should be the greatest focus, from the perspective of tenant priorities.
This should also impact on value for money and satisfaction with the overall
service which are also in that quadrant.
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9. RESPONDENT PROFILE
9.1 Age
In terms of age, the greatest proportion of respondents fell within the 35-64
age category (43%) followed by 65+ (42%).
Age
Base: Respondents, n=1,504
16-34
35-64
65+

No
227

%
15.1%

651

43.3%

625

41.6%

9.2 Household composition (Q28)
In terms of household composition, the majority of households who
responded were single adult households (54%), followed by two adult
households (23%).
Q28 Which of the following best describes your household?
Base: Respondents, n=1504

No

%

Single adult

811

54%

Two adults

348

23%

Three or more adults, 16 or over

74

5%

1 parent family with 1 child under 16

72

5%

1 parent family with 2 children under 16

46

3%

1 parent family with 3 or more children under 16

18

1%

2 parent family with 1 child under 16

38

3%

2 parent family with 2 children under 16

37

3%

2 parent family with 3 or more children under 16

23

2%

Other

37

3%
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9.3 Disability (Q29)
Just under two thirds (63%) of respondents stated that they or somebody in
their household have a long term illness, health problem or disability that limits
their daily activities or the work they can do. This was most likely to be either
mobility or physical disabilities (39%) or chronic disease or illness (23%).
Q29 Does anyone in your household have any of the following long term illness, health
problems or disabilities which limits their daily activities or the work they can do (including
problems due to old age)?
No
%
Base: Respondents, n=1504
Mental health condition

161

11%

Mobility/ physical disabilities

587

39%

Learning difficulties

34

2%

Difficulties with sight

33

2%

Learning disability

13

1%

Difficulties with hearing

37

3%

Addiction to drugs or alcohol

3

0%

Chronic disease or illnesses e.g. cancer, diabetes, heart disease

339

23%

Other condition

31

2%

Don’t know

6

0%

562

37%

No health problem or condition

9.4 Ethnicity (Q30)
Finally, in terms of ethnicity, the vast majority of respondents (98%) were of
white ethnic origin.
Q30 What is your ethnic group?
No

%

1480

98%

Mixed or multiple ethnic groups

5

0%

Asian, Asian Scottish or Asian British

6

0%

Black, Black Scottish or Black British

1

0%

Other Ethnic Group, please specify

7

1%

Prefer not to say

5

0%

Base: Respondents, n=1504
White
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APPENDIX 1: QUESTIONNIARE

Project number

P1178

Project name

Moray Council Tenant Satisfaction Survey 2021

INTRODUCTION (Read out) ‘Hello, my name is _________________. I am undertaking a survey for
Moray Council Housing Service to find out tenants’ views on the service they receive. You
should have seen the article in the recent tenant’s newsletter. 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 Council 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. This interview will be recorded for quality monitoring and training purposes. Can I confirm
that you are happy to take part in the survey?

INTERVIEWER: IF RESPONDENT IS HAPPY TO PARTICIPATE IN THE RESEARCH RECORD
RESPONDENT RRID - ENSURE RRID MATCHES SAMPLE DATABASE
INTERVIEWER RECORD FROM DATABASE:

RRID:

INTERVIEWER DECLARATION:
I declare that this interview was carried out according to instructions, within the Market
Research Society’s Code of Conduct, and that the respondent consented to participate in
the research.
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Overall Service
1. Taking everything into account, how satisfied or dissatisfied are you with
the overall service provided by Moray Council’s Housing Service? When
answering could you think about the landlord services provided by the
council, such as your home and services relating to your home. PLEASE
CIRCLE ONE ONLY
Very satisfied
Fairly satisfied
Neither satisfied nor dissatisfied
Fairly dissatisfied
Very dissatisfied
No opinion
2. [ASK ALL] Can you tell us why you say that? [NB, IF TENANT RESPONDS

1
2
3
4
5
6

DISCUSSING SOMETHING OTHER THAN THE LANDLORD SERVICES E.G. BINS, LIGHTING,
ROADS EXPLAIN THAT THE SURVEY IS ABOUT THE LANDLORD SERVICES PROVIDED BY
THE COUNCIL I.E. THEIR HOME AND SERVICES RELATING TO THEIR HOME – GO BACK
TO Q1 AND ENSURE RESPONSE RELATES TO THE LANDLORD SERVICE]

Communication
3. Moray Council’s Housing Services use a range of methods to keep their tenants

informed about their services and decisions. In which of these ways would you
prefer to be kept informed? PLEASE CIRCLE ALL THAT APPLY
Information in the Tenants’ Handbook
1
Information in the Tenants’ Voice (Housing Newsletter)
2
Information in the Housing Annual Performance Report
3
Tenant information/advice leaflets
4
Through tenant groups such as the Moray Tenants’ Forum and the
5
Service Improvement Panel
By text message
6
Formal press releases by registering with ‘My newsdesk’
7
Registering for email alerts through ‘myaccount’
8
Social media through the Council’s Facebook or Twitter feed
9
Publishing information in the Housing section of the Council’s
10
website
Individual letters sent to your home
11
Other (please write in below)
12
Don’t know

13
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4.

Do you find the Tenants’ Voice newsletter useful? PLEASE CIRCLE ONE
ONLY
Yes
No (please explain why not in the space below)

1
2

Don’t know/ don’t read

5.

3

How good or poor do you feel Moray Council’s Housing Service is at
keeping you informed about their services and decisions? PLEASE CIRCLE
ONE ONLY
Very good
Fairly good
Neither good nor poor
Fairly poor
Very poor
[IF NOT GOOD, CODE 3,4,5 ABOVE] Can tell us why you say that?

6.

7.

1
2
3
4
5

Does your household have access to the Internet through any of the following
ways? PLEASE CIRCLE ALL THAT APPLY
Broadband internet access at home

1

Internet access through smartphone or other mobile device

2

Internet access through some other method (please describe below)

3

No internet access

4

Has the Council’s offices being closed due to Covid changed how you contact the
Housing Service?
I now phone instead of visiting
I now email instead of visiting
I prefer to visit so haven’t been in touch when I normally would have done
I usually phone so my contact is no different
I haven’t needed to contact them so it has made no difference
Other (please specify)
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1
2
3
4
5
6

8. Moving forward, and to ensure social distancing, the Housing Service may be

encouraging contact methods other than face to face. How would you prefer to contact
the Housing Service?
By telephone
Email
Via website
Text message
WhatsApp
Video call e.g. Facetime, Zoom
Other contact with staff (please specify)

1
2
3
4
5
6
7

Getting Involved
9.

The Council provides a range of ways for tenants to give their views, get involved and help
improve services. Whether or not you have participated in these activities in the past,
would you be interested in participating in any of these in the future to help the Council
improve their housing services?

By taking part in a survey like this one

1

By joining our list of interested tenants who we contact when consultations
are taking place

2

By taking part in specific consultation exercises, such as the rent consultation

3

By attending tenant events or conferences

4

By being a Mystery Shopper where tenants test a service and fill in a survey
about their experience

5

By attending our annual estate walkabouts

6

By joining our ‘Moray Council Tenants’ Facebook group

7

By emailing tenantparticipation@moray.gov.uk

8

By joining a tenant group such as Moray Tenants’ Forum or the Service
Improvement Panel

9

Other (please write in below)

10

None

11

10. How satisfied or dissatisfied are you with the opportunities given to you to participate in

Moray Council’s Housing Services decision making processes? PLEASE CIRCLE ONE ONLY

Very satisfied
Fairly satisfied
Neither satisfied nor dissatisfied
Fairly dissatisfied
Very dissatisfied
[IF NOT SATISFIED: CODE 3,4,5] Can tell us why you say that?

1
2
3
4
5
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Repairs and Housing Quality
This next section is about the repairs service and the quality of housing provided by
Moray Council as your landlord.

11. Have you had any repairs carried out in this property in the last 12
months?
Yes
No

1
2

Go to Q12
Go to Q14

12. Thinking about the LAST time you had repairs carried out, how satisfied or

dissatisfied were you with the repairs service provided by Moray Council’s
Housing Service? PLEASE CIRCLE ONE ONLY
Very satisfied
1
Fairly satisfied
2
Neither satisfied nor dissatisfied
3
Fairly dissatisfied
4
Very dissatisfied
5
[IF NOT SATISFIED: CODE 3,4,5] Can you explain how the repairs service could have been
improved?

13. Thinking of the last time you had repairs carried out, how satisfied or dissatisfied
were you with the following…..? PLEASE CIRCLE ONE ANSWER PER ROW
Very
satisfied

Fairly
satisfied

Neither
nor

Fairly
dissatisfied

Very
dissatisfied

Ease of reporting repair
The appointment system
The time taken before work started
Keeping in touch about a repair
The time taken to complete the
work
Attitude of workers

1
1
1
1

2
2
2
2

3
3
3
3

4
4
4
4

5
5
5
5

1

2

3

4

5

1

2

3

4

5

The quality of repair
Keeping dirt and mess to a minimum

1
1

2
2

3
3

4
4

5
5
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14. Overall, how satisfied or dissatisfied are you with the quality of your home? By

quality we mean the general state of repair of your home, and the standard of
fittings like kitchen units and bathroom suites. PLEASE CIRCLE ONE ONLY
Very satisfied
Fairly satisfied
Neither satisfied nor dissatisfied
Fairly dissatisfied
Very dissatisfied
[ask all] Can tell us why you say that?

1
2
3
4
5

15. Moray Council have a planned maintenance programme in place. What do you
believe are main priorities for maintenance in your home? You can choose up
to three things.
Top Priority

2nd
Priority

3rd Priority

Heating system
Insulation/other energy efficiency measures
Kitchen upgrade
Bathroom upgrade
Shower installation
Window replacement
External door replacement
Other (please write in below)

1
2
3
4
5
6
7
8

1
2
3
4
5
6
7
8

1
2
3
4
5
6
7
8

None

9

9

9

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

Neighbourhood is defined as the street in which you live and the immediate surrounding
area. PLEASE CIRCLE ONE ONLY

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

1
2
3
4
5
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17. How satisfied are you with the grass cutting service provided by the Housing Service in
common areas?

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

1
2
3
4
5

18. Overall, how satisfied or dissatisfied are you with your landlord’s contribution to the
management of the neighbourhood you live in? PLEASE CIRCLE ONE ONLY

Very satisfied
Fairly satisfied
Neither satisfied nor dissatisfied
Fairly dissatisfied
Very dissatisfied
[IF CODE 3,4,5] Can tell us why you say that?

1
2
3
4
5

19. To what extent do you think the following is a problem in your neighbourhood? PLEASE
CIRCLE ONE ANSWER PER ROW

Not a
problem

Minor
problem

Serious
problem

Parking
Rubbish/litter
Noisy neighbours

1
1
1

2
2
2

3
3
3

Dog fouling

1

2

3

Lack of play areas
Vandalism/graffiti
Drunk/rowdy behaviour

1
1
1

2
2
2

3
3
3

Maintenance of common areas
1
2
3
Is there anything else you would like to tell us about in your neighbourhood that you think
is a problem? Please write in below.
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Rent and Affordability
This next section is about rents and how affordable you find living in your Council
house.

20. Does your household currently receive housing benefit or help with housing
costs through Universal Credit? PLEASE CIRCLE ONE ONLY
Yes, full housing benefit
Yes, full housing costs covered through Universal Credit
Yes, partial housing benefit
Yes, partial costs covered through Universal Credit
Don’t receive any housing benefit or Universal Credit towards
my rent

1
2
3
4
5

Go to Q22

Go to Q21

21. How easy do you find it to afford your rent payments for this house? PLEASE
CIRCLE ONE ONLY
Very easy to afford
Fairly easy to afford
Just about affordable
Fairly difficult to afford
Very difficult to afford

1
2
3
4
5

22. Taking into account the accommodation and the services Moray Council’s Housing
Service provides, do you think that the rent for this property represents good or poor value
for money? Is it… PLEASE CIRCLE ONE ONLY

Very good
Fairly good
Neither good nor poor
Fairly poor
Very poor
Can you tell us why you say that?

1
2
3
4
5
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23. To what extent do you agree that you would be willing to pay a slightly higher
rent for the following? PLEASE CIRCLE ONE ANSWER PER ROW
Strongly
agree

Agree
slightly

Neither
agree nor
disagree

Disagree
slightly

Strongly
disagree

I would be willing to pay a
slightly higher rent for more
1
2
3
4
5
new homes built by Moray
Council
I would be willing to pay a
slightly higher rent for
improvements that make
1
2
3
4
5
my home more energy
efficient, warmer and
cheaper to heat
Is there anything else you would be willing to pay a slightly higher rent for?
(please write in below)

24. In the last 12 months, have you ever wanted to put your heating on but chosen
not to because you could not afford to? PLEASE CIRCLE ONE ONLY
Yes
No

1
2

25. The Council is working to improve the environmental efficiency of their homes through
changing their heating systems and improving their homes. Do you agree that the
Council should be working to minimise the impact of their homes on climate change?

Strongly agree
Tend to agree
Neither agree nor disagree
Tend to disagree
Strongly disagree

1
2
3
4
5

26. Have you been financially affected by the Covid 19 crisis? Do you feel you are better or
worse off or have you seen no change in your financial situation?
Much better off
Slightly better off
No change
Slightly worse off
Much worse off

1
2
3
4
5
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Service priorities
27. Thinking about what is most important for you, how do you rate the
following?
PLEASE CIRCLE ONE ANSWER PER ROW

Very
important

Fairly
important

Not very
important

Not at all
important

Don’t
know

Quality of repairs

1

2

3

4

5

Quality of your home
Value for money of rent

1
1

2
2

3
3

4
4

5
5

Keeping you informed

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

Providing opportunities for you
to participate in our decision
making processes
Contribution to the
management of your
neighbourhood
The overall service provided

About you and your household
This final section asks about you and your household. The information you give is
strictly confidential and will not be passed onto the Council. This information is used
to create an overall picture of tenants living in Council properties and to allow us to
analyse the survey results by these characteristics. Please answer these questions as
fully as you are willing. If you do not want to answer please leave the question blank
and move on to the next question.

28. Which of the following best describes your household? PLEASE CIRCLE ONE ONLY
Single adult

1

Two adults

2

Three or more adults, 16 or over

3

1 parent family with 1 child under 16

4

1 parent family with 2 children under 16

5

1 parent family with 3 or more children under 16

6

2 parent family with 1 child under 16

7

2 parent family with 2 children under 16

8

2 parent family with 3 or more children under 16

9

Other (please write in below)

10
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29. Does anyone in your household have any of the following long term illness,

health problems or disabilities which limits their daily activities or the work they
can do (including problems due to old age)? PLEASE CIRCLE ALL THAT APPLY
Mental health condition
Mobility/ physical disabilities
Learning difficulties
Difficulties with sight
Learning disability
Difficulties with hearing
Addiction to drugs or alcohol
Chronic disease or illnesses e.g. cancer, diabetes, heart disease
Other condition (please write in)
Don’t know
No health problem or condition

1
2
3
4
5
6
7
8
9
10
11

30. What is your ethnic group? PLEASE CIRCLE ONE ONLY
White

1

Mixed or multiple ethnic groups

2

Asian, Asian Scottish or Asian British

3

Black, Black Scottish or Black British

4

Other Ethnic Group, please specify

5

Prefer not to say

6

Thank you very much for your time.
Would you like to take a note of our website address to learn more about Research
Resource and how your data is used? You can find our Privacy Information Notice at
www.researchresource.co.uk/privacy-notice
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APPENDIX 2: TECHNICAL REPORT SUMMARY

TECHNICAL REPORT SHEET – QUANTITATIVE RESEARCH
Project number

P1178

Project name

The Moray Council Tenant Satisfaction Survey 2021
The aim of the research was to seek tenants’ views on the
services that The Moray Council provides and how well it
performs these services and to help identify areas where the
service can be improved.

Objectives of the
research
Target group

Tenants of the Council

Target sample size

The aim was to achieve a 1500 interviews

Achieved sample size

A total of 1504 tenant interviews were achieved.

Date of fieldwork

Interviewing took place between 1st September and 3rd
November 2021

Sampling method

A random sample of tenants was drawn

Data collection method

Telephone interviews were carried out

Response rate and
definition and method of
how calculated

39% (1,504 interviews from a sample tenant population of
3,855)

Any incentives?

Not applicable

Number of interviewers

11 interviewers were working on this.

Interview validation
methods
Showcards or any other
materials used?

Telephone interviews were validated via remote listening.
Not applicable

Weighting procedures

Not applicable

Estimating and
imputation procedures

Not applicable

Reliability of findings

Data accurate overall to +/-2.2%
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