
 
 

Tenant Satisfaction Survey 
 
Introduction 
 
Based in Ayr, Ayrshire Housing owns approximately 1,500 properties. 
 
Ayrshire Housing wishes to conduct a comprehensive Tenant Satisfaction Survey to gauge 
the views of our tenants about the services offered by the association and to meet the 
requirements of the Annual Return of the Charter. The survey methodology must comply 
with the guidance issued by the Scottish Housing Regulator in May 2016 ‘Conducting 
surveys of tenants and service users: A Guide’.  
 
The association previously commissioned comprehensive Tenant Satisfaction Surveys in 
2013, 2010 and 2007 which were conducted by the completion of postal questionnaires. 
 
In 2016 the association carried out its most recent comprehensive tenant satisfaction 
survey by means of face to face interviews with tenants in their own homes. 
 
The previous reports are available on our website at www.ayrshirehousing.org.uk 
 
Proposal 
 
The proposed Tenant Satisfaction Survey will consist of three phases of work. 
 

Phase One – design and agreement of survey 
Phase Two - collection of tenant satisfaction information 
Phase Three – analysis and presentation of the survey results data in the form of a 
report with meaningful and actionable conclusions. Ayrshire Housing would require 
that information can be analysed on both an estate and global basis.  

 
Whilst primarily the survey is to judge customer satisfaction levels with Ayrshire Housing’s 
services, we would welcome any added- value research which could be incorporated into 
the project. 
 
Tenant Satisfaction Survey 
 
The association has a commitment to the provision of good quality housing and high 
standards of service.  We are also committed to tenant participation and the development 
and provision of housing services, which meet the changing needs of our tenants.   
 
We wish to commission a survey which will meet the following purposes: 
 

 Assess tenants’ satisfaction with the services they currently receive. The service 
areas surveyed will include the following:- 
 
Allocations and Voids 
Repairs and Maintenance 



Quality of Accommodation 
Anti-Social Behaviour  
Estate Management 
Debt Management/Rent Account Administration 
Money Advice 
Customer Service 
Complaints Procedure 
 

 Identify the improvements to services most desired by tenants; 
 

 Assess the affordability and value for money of the association’s rents for our 
tenants;  

 
 Gather information on our tenants’ attitudes towards the property, neighbourhood 

and general environment within which they live; 
 
 Assess how tenants would like to be consulted and participate in decisions made 

about housing i.e. consultation, communication and tenant scrutiny; 
 

 Gather information on the core questions needed for the Scottish Housing 
Regulator’s Annual Return on the Charter (ARC); 

 
 Allow the results to be benchmarked against our peers and other Scottish RSLs 

where possible; 
 
 Collect information on our tenant profile including economic, social and 

demographic characteristics of our tenants; 
 

 Collect equalities data on each of the protected characteristics which will meet the 
expectations of the Scottish Housing Regulator as stipulated in their Regulatory 
Framework “Our Framework” February 2019; 
 

 Collect information on the accessibility of the association’s services as a result of 
equalities issues or other barriers and access to on-line services.  

 
 Provide a draft Action Plan to be developed following the survey which will seek to 

address areas of performance requiring improvement. 
 
Methodology 
 
The information will be collected by means of face to face interviews with tenants in their 
homes.   
 
Fee Submission 
 
Companies receiving this brief will be required to submit a fixed price for undertaking the 
Survey.  The price must include all costs relating to VAT, preparing and agreeing content 
of questionnaires, all liaison meetings, distributing a letter to all tenants prior to the 



survey taking place, analysis and presentation, draft and finalised reports and all other 
expenses. 

A timetable for completion of the exercise should also be included. 
 
Companies should also provide evidence of their professional indemnity cover. 
 
Your completed proposal should be submitted marked Tender – Tenant Survey to Ayrshire 
Housing, 119 Main Street, Ayr, KA8 8BX by 12 noon on Friday 12 July 2019.  Proposals 
received after this time and date will not be considered. 

Ayrshire Housing will not be obliged to accept the lowest or any tender submitted. 
 
Interviews 
 
Following receipt of fee submissions, we may invite selected companies to meet with us to 
discuss their proposals in greater detail.  
 
Referees  
 
Please supply the names of, at least, two organisations for whom you have recently carried 
out similar work. 
 
Further Information 
 
If you have any queries regarding this piece of work please contact David McGivern, Head 
of Housing Services at Ayrshire Housing by email at d.mcgivern@ayrshirehousing.org.uk.  


