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BRIEF FOR RESIDENT SATISFACTION SURVEY – 2025

1.0 INTRODUCTION

1.1 Ochil View Housing Association (OVHA) wishes to commission an independent survey of its customers to measure their satisfaction with their homes and associated services provided by OVHA. The Association carries out a wide range of activities and considers that the quality of service to these customers is of fundamental importance in meeting its Corporate Objectives and in complying with the Scottish Social Housing Charter.

1.2 The aim of the survey is to identify:

· How services are assessed by our customers
· The level of their satisfaction with the different elements of the housing and related services that they receive
· Where improvements are necessary
· Which improvements are given greatest priority by tenants
· Which improvements will make the greatest contribution to increasing customer’s assessment of Ochil View as a provider of housing and related services

1.3 This survey will provide important customer feedback to the Association on key issues linked to the future planning and strategic and operational direction of the Association. This Brief outlines the broad remit and structure of the Association and then sets out objectives and specification for the work.

2.0 OUR ASSOCIATION 

2.1 We aim to provide a high quality, accessible housing service for people in Clackmannanshire and West Fife. We own and manage 1455 properties as a social landlord. We provide property management service to 42 home owners and 13 sharing owners.

2.2 Corporate Goal
The Associations key strategic aim referred to as “the corporate goal” is as follows:
		
	“To build and maintain affordable, energy efficient, good quality homes whilst putting tenants at the heart of decisions and protecting the long-term viability of the Association”

2.3 Core Values
	The Associations “core values” are as follows:

· Open
Board Members and employees are open to learning, growing, challenging themselves, communicating properly and sharing ideas freely.

· Transparent
Board Members and employees ensure that decisions are taken, documented and communicated after following due process and in accordance with approved policies and procedures - and that information is freely available and accessible to those affected by such decisions.

· Responsive
Board Members and employees are quick to react with positivity and politeness to people or events

· Trustworthy
Board Members and employees keep commitments, communicate honestly, respect confidentiality, act ethically and support each other

2.4 Strategic Objectives
The above corporate goal is underpinned by a number of Strategic Objectives which are as follows.


1. To invest in its existing housing stock to ensure that the Association provides the highest standard of accommodation possible (Strategic Objective 1) (Asset Management)

2. To provide a comprehensive and responsive customer service to tenants, sharing and factored owners which supports sustainable tenancies and delivers customer satisfaction (Strategic Objective 2) (Customer Service)

3. To actively promote and support resident engagement in the management, maintenance and development of their homes (Strategic Objective 3) Resident Participation)

4. “To contribute to the supply of high quality, accessible, secure, affordable and sustainable homes where financially viable whilst maximising community benefits”.   (Strategic Objective 4) (Development of New Homes)

5. To ensure that the Association’s  work is underpinned by effective financial, administrative, and management processes set within a framework of effective corporate governance (Strategic Objective 5) (Financial Management & Governance)

6. To ensure that OVHA recruits and retains sufficiently trained and experienced Committee members and suitably qualified staff and satisfies all health, safety and environmental requirements and legislation  (Strategic Objective 6) (Human Resources and Health & Safety)

3.0 BACKGROUND INFORMATION: 

3.1 We have 30 staff in our office in Alloa. This is our only operational office base.

4.0 OBJECTIVES OF THE SURVEY 

4.1 We want this survey to give us feedback on what all of our customer’s think of Ochil View as a housing provider and as a provider of related services. This survey should help us establish a benchmark in all areas of service for future measurement.

4.2 In commissioning this research, OVHA is seeking to fulfil the following objectives: 

· To assess customer satisfaction with the services received and to identify their priorities;
· To give tenants a say in the services provided and in how these are delivered;
· To identify shortcomings, problems and gaps in services and find ways of improving these;
· To test opinions and satisfaction with the way OVHA engages with tenants;
· To benchmark against results obtained in OVHA’s previous tenant satisfaction surveys;
· To benchmark against tenant satisfaction survey results carried out by other comparable registered social landlords;
· To meet the requirements of the Scottish Housing Regulator and contribute towards the Association’s Annual Charter Return.


5.0 SURVEY DESIGN

5.1 The Survey should be carried out in accordance with the guidance published by the Scottish Housing Regulator:

· “Tenant and Service User Satisfaction Indicators”; and
· “Conducting surveys of Tenants and Service Users” – a guide by SHR and Engage Scotland (January 2023)

5.2 The former outlines the mandatory questions an RSL must ask tenants (including the exact wording for the mandatory questions themselves, and in one case, the position of the question within the survey). This allows for benchmarking and comparison of results across the housing sector. The second document outlines in some detail:

· Questionnaire design
· Content
· Engagement with Tenants
· Piloting
· Sample Size
· Minimum Response Rate Required
· Type of Survey Method
· Reporting of Statistics

5.3 In summary, the SHR’s guidance relating to OVHA is that:

· Surveys should be carried out via a postal, online, telephone or by an interviewer via a face to face or a telephone interview and landlords should provide an alternative response option for those without internet access.

· Landlords with up to 2,500 units (such as Ochil View) should use a census approach, inviting all their tenants and service users to take part in the survey to ensure the survey produces results which are accurate to ±5%. The aim is for a minimum 40% response rate.


5.4 Consultants should note that the Association completed postal questionnaires in 2013 and 2016, and face to face questionnaires in 2019 and 2022, face to face questionnaires are the Association’s preferred method for this survey in 2025. The Association may consider additional online surveys depending on the outcome / proportion of face to face surveys able to be concluded. This will be discussed with the successful consultant. 
	
5.5 The survey section should allow for analysis of results by location of property area and by house size and type, by age of tenant and by household composition (OVHA will also provide unique reference codes for property and tenancy). Where returns are too small to provide required information, follow-up or alternative survey techniques may be used to enhance response rates. Other proposals to maximise the response rate without significantly increasing costs will be considered as part of the tender submission.

5.6 The questionnaire should include only the standard questions required by the SHR. The successful consultant will also be expected to be able to draw comparisons with:

1. the results of the 2013, 2016, 2019 and 2022 OVHA Satisfaction Surveys (where possible); and

2. baseline figures with the satisfaction survey results of other registered social landlords identified by OVHA and the consultant.

5.7 The questionnaire design will be based on the standard questions required by the SHR with follow on questions seeking further information from tenants (and where appropriate, outright or sharing owners) in the form “why do you have that view”.

6.0 FIELDWORK

6.1 The consultant must demonstrate that the staff employed to conduct and manage this research have the training and experience to obtain accurate information and achieve a high response rate and have experience dealing with surveys of a similar type and content.

6.2 The consultant will be required to monitor returns and ensure a representative sample in terms of age and location of respondent. Interviews may also need to be conducted for people where English is not their first language or who have specific communication needs.

6.3 OVHA will assist in co-ordinating visits to the sample selected by the consultant from data provided by OVHA. The prospective consultant will be expected to provide signers/interpreters where required (though OVHA may be able to assist in arrangements if necessary).

6.4 The prospective consultant must show adequate systems of quality control checks at different stages of the survey process, and be willing to co-operate with our own verification checks.

6.5 All interviewers must carry identification passes (large size with photo) and the Association must also be advised of the names of any interviewers prior to interviews being conducted, in order to advise the client sample.

6.6 Interviewers should attend briefings by Ochil View to enable them to respond to respondents queries about Ochil View’s responsibilities, where the respondent’s view indicate that their view is based on incorrect understanding of Ochil View’s responsibility.

7.0 RESEARCH OUTPUT 

7.1 The consultant will be responsible for:

· Preparation of the questionnaire for the survey;
· Preparing an introductory covering letter, and follow-up of non-accessed addresses (OVHA can provide an Excel spreadsheet or text file with an up-to-date list of all tenant names and addresses);
· Make surveys available in other languages if required;
· Receiving, checking and coding of all responses for the exercise;
· Data processing;
· Producing reports (split by tenants / owners) which will contain an analysis of responses to the whole survey, and the response rates for each question, and an account of any problems encountered;
· Producing a full evaluative report of the exercise, with recommendations where appropriate, which should include a précis of findings and an executive summary;
· Presentation of the final reports to the Associations Senior Management Team and Board of Management (TBC);
· Data collected during the research should be provided to OVHA both in printed and digital format compatible with uploading on Microsoft Excel as a minimum. We would however expect the data to have an interface to a “front-end” which allowed the client ease of interrogation;
· In addition, a copy of the final report(s) should be provided in printed form and in Microsoft Word format;
· The consultant must agree to the requirements of Ochil View’s Data Sharing Agreement.

8.0 LIAISON ARRANGEMENTS

8.1 The Association’s nominated Staff contact for this project will be the Director of Property Services. They will be responsible for monitoring progress and giving direction. The Consultant is expected to keep the Director of Property Services (or such other staff as may be designated) fully informed at all stages of the survey and provision should be made within the costing for at least 3 meetings over the project period.

8.2 Day to day management of the project, questionnaire development, analysis reporting and presentation will be the responsibility of the appointed consultant.

9.0 TIMETABLE

9.1 Tenders should be submitted electronically to our dedicated email address – procurement@ochilviewha.co.uk no later than 5.00pm on Wednesday 13th August 2025.  Tenders should be submitted with the email header “P&C - Resident Satisfaction Survey 2025”.  It is proposed to confirm the appointment of the Consultant by 20th August 2025.	 

This will be followed by a period to draft and agree a questionnaire, and to pilot this if necessary. 

It is anticipated that the fieldwork should commence no later than 1st October 2025 and that a draft report of the Survey will be submitted to enable presentations to our Board of Management meeting on the  27th November 2025. 

The Consultant is requested to provide a more detailed timetable to reflect the above.

10.0 COSTS

10.1 Prospective consultants are requested to provide costed proposals for the Survey.

10.2 The contract fee will be agreed before the study commences. The agreed total fee will be inclusive of any meeting costs, VAT, expenses, all analysis and production of draft reports and finalised documents.

10.3 Payments will be made by BACS and can be arranged into interim stages:

· Commencement of fieldwork  – 10%
· Agreed Response Rate Achieved – 40%
· Final Reports and Presentation – 50%

10.4 The Consultant should also outline any extras or additional work which the Association may wish to consider which is out with this tender. This rate should be agreed prior to tender acceptance.

11.0 PROPOSALS AND EVALUATION CRITERIA

11.1 Prospective Consultants are invited to submit detailed and costed proposals for the study. The document should contain the following:

· A clear specification of methods to be used and options;

· A programme for each stage of the work;

· The names of all members of the consultant’s team, their individual responsibilities and details of any previous work carried out which is pertinent to this study – full CVs should be included in an appendix;

· Full details of any personnel to whom work may be sub-contracted, together with confirmation of how quality control will be managed;

· Fee details, including fieldwork, survey costs, materials, administration expenses, travel and any other costs.

12.0 COPYRIGHT

12.1 Copyright of all reports and data produced as a result of this study will be the property of OVHA and may not be produced in whole or in part by the Consultant for any third party without OVHA’s prior written consent.

12.2 OVHA will be free to use the said reports and data in any way it sees fit. The consultant shall not be entitled to any additional payment in respect of such use.

13.0 CONTRACTUAL AGREEMENTS 

13.1 A contract between OVHA and the consultant for the work detailed in this brief will rest upon an exchange of letters. The first will be in the form of an offer of appointment. The second will be a letter of agreement from the consultant to the terms and conditions of contract as stated in the brief and the contract.

14.0 VERIFICATION AND QUALITY CONTROL

14.1 The consultant is expected to outline their quality control measures and where staff are carrying out face to face interviews, staff management and assessment. OVHA reserve the right to carry out verification on a random sample of surveys.

15.0 DISPUTE RESOLUTION AND BREACH OF CONTRACT

15.1 Where the consultant and Ochil View have a dispute which cannot be resolved at operational level interim payments will be withheld. The case will be heard by the Chief Executive of Ochil View.

16.0 CONFIDENTIALITY AND RESPECT

16.1 The Consultant is required to ensure confidentiality of data and discretion.

17.0 ADDITIONAL INFORMATION

	This Brief is intended to be a complete statement of the Association’s requirements. In the event that you require additional information, please contact Andrew Gibb, Director of Property Services at the address and phone number given above.


APPENDIX 1
CONTRACT TERMS AND CONDITIONS 

1.0	Consultant’s General Responsibility 

1.1	The Consultant will be responsible for monitoring the progress of the survey programme and preparing the final reports or other forms of output by the completion date of the contract. The completion date is as specified in the letter of appointment.
1.2	The Consultant and any research staff employed on the project must ensure that they have no obligation to any other bodies under conditions incompatible with those of OVHA or to undertake any other contract which may produce a conflict of interest in relation to this contract.
1.3	The Consultant and any research staff employed on the survey shall not accept any fee or any form of remuneration whatsoever from any third party in relation to the survey.
1.4	The Consultant must ensure that any fieldwork staff employed who will be in tenant’s homes has been Disclosure Scotland checked.
1.5	Before questionnaires can be used, the Consultant will require the prior written approval of OVHA.
1.6	The Consultant shall always grant OVHA representatives’ reasonable facilities to review all correspondence relating to the survey.
1.7	OVHA may require a written report and verbal presentation(s) of the results to its Board of Management.
1.8	OVHA must be informed of any delay which occurs once the survey has commenced and any changes in the time limits or expenditure limits require prior written approval of OVHA.
1.9	OVHA may carry out several random ‘spot checks’ for verification and quality control purposes.
1.10	The Consultant will operate and comply with all health and safety regulations and ensure the safety of all their staff; in addition, they must adhere to their Equalities Policy and ensure they avoid discriminatory practices and promote equality for all.
1.11	OVHA will not be liable for the failure of any sub-consultant or works contracted out, nor any extra costs incurred because of this failure.
1.12	The Consultant will meet as required with the Director of Property Services.

2.0	Survey Findings 

2.1	The data and survey findings from the study will remain the property of OVHA. Copyright of all reports, information and data produced as a result of the study will, therefore be the property of OVHA.
2.2	The data and survey findings must not be communicated or reproduced in whole, or in part, by The Consultant for any third party without OVHA’s prior written approval. 
2.3	OVHA will be free to use the reports, information, and data in any way in which it sees fit. The Consultant shall not be entitled to receive any additional payment in respect of any such use.

3.0	Staffing 

3.1	The Consultant is required to ensure that only suitably qualified staff are employed on the survey.

4.0	Termination of Appointment 

4.1	OVHA reserves the right to terminate the appointment at any time if any of the conditions governing the contract are not complied with by The Consultant. Conduct by The Consultant which is likely to result in the immediate termination of the appointment includes:

· Unauthorised publication of survey findings;
· Excessive delay;
· Use of unauthorised staff; and
· Falsification of data 

	Where OVHA has terminated the survey appointment because of The Consultants non-compliance with any of the conditions governing the contract, then OVHA will not be liable for any costs which The Consultant might have incurred.


							APPENDIX 2
PRICING SCHEDULE – Complete, Sign and Return to OVHA 

You should provide a fixed price quotation for carrying out a customer satisfaction and opinion survey in line with the project brief.

	
	Price (£)

	
	

	Survey and Analysis Total Costs
	

	Expenses
	

	Other Costs
	

	Vat
	

	Total
	

	
	

	Additional work proposed as set out in 10.4 above 
	

	Survey and Analysis Total Costs
	

	Expenses
	

	Other Costs
	

	Vat
	

	Total
	



Include the VAT (OVHA cannot recover VAT).
The rates shall include all normal expenses and disbursements, including travel to and from the OVHA area, administration, out-sourcing, typing and printing of reports; analysis, presentations and VAT.

I/We hereby certify that the information submitted in and with this tender is true and accurate to the best of my/our knowledge and belief.

Signed			__________________________________________________

Name				__________________________________________________

Position 			__________________________________________________

For and on behalf of		__________________________________________________





APPENDIX 3
CHECKLIST
	Information Required
	Included

	Copy of Audited Accounts
	

	Have you ever had a contract cancelled or terminated by a client?  State Yes or No.  If Yes, please advise us of the details.
	

	Are there any outstanding claims or litigation against you?  State Yes or No.  If Yes, please advise us of the details.
	

	Have there been any successful claims or litigation against you during the last three years?  State Yes or No.  If Yes, please advise us of the details.
	

	Pricing Schedule including Vat on eligible items (OVHA cannot recover VAT) Signed and Returned
	

	Copy of Public Indemnity Cover Note plus Schedule 
	

	The names and contact details (telephone and e-mail) of two previous clients to enable OVHA to liaise with them direct to obtain references (contracts relevant to this type of survey).
	

	Quality Assessment Criteria Information:

· methodology;
· resources;
· technical capability;
· Specific experience.


	

	Your named contacts and team
	

	
	

	
	

	Your submission should be sent electronically to procurement@ochilviewha.co.uk
	



Please try to provide us with the information asked for in this brief and take cognisance of the SHR’s guidance as it forms part of the assessment; making sure however, it is relevant and concise.  


Draft Questionnaire Example						       APPENDIX 4

Overall Satisfaction 
This question   must be asked first in the Survey (as required by SHR guidance) and without any preamble.

Taking everything into account, how satisfied or dissatisfied are you with the overall service provided by Ochil View? 

Why do you have that view?

Satisfaction with Information
Tenants should be given the following preamble then asked the following question:

I’d like to give you some information about how Ochil View provides information to tenants. 

Ochil View publishes 3 Tenant Newsletters each year including a local newsletter with news about your local area, publishes an Annual Report and Annual Performance Report, has a website and a Facebook page 

(The Interviewer will be provided with copies of these documents to show the respondent) 

Bearing in mind the ways in which Ochil View provides information, how good or poor do you feel Ochil View is at keeping you informed about their services and decisions?

Why do you have that view?

Satisfaction with Opportunities to Participate
Tenants should be given the following preamble then asked the following question

I'd like to give you some information about how tenants can be involved in Ochil View's decision making, and then ask a question about how satisfied or dissatisfied you are with the opportunities to participate in this decision making. 

Ochil View carries out regular Tenant Surveys including this survey and surveys about the repairs service following completion of a repair. Any tenant can become a member of the Association, attend the Annual general Meeting and vote to elect the Board of Management. There is a Tenants Scrutiny Group that meets regularly, and Ochil View  always publicise, by Facebook and other means, when they are going to be in an area so that you can meet them on an estate inspection.  

Thinking about the ways in which you can participate, how satisfied or dissatisfied are you with the opportunities given to you to participate in Ochil View’s decision making processes? 

Why do you have that view?


Value for Money 
Tenants should be given the following preamble then asked the following question:

I’d like to give you some information about the level of investment in your home and neighbourhood and service provided by Ochil View.

In 2024/25 Ochil View invested £x in tenant’s homes and the Tenancy Sustainment service gained £x additional income for tenants.  Recently Ochil View has completed the following work in your home and neighbourhood. [List of recent work over the last 3 years]  

[This preamble will be specific for each area, and interviewers will be provided with specific information]

Taking into account the accommodation and the services Ochil View provides, do you think that the rent for this property represents good or poor value for money?

Why do you have that view? 

Satisfaction with management of neighbourhood
Tenants should be given the following preamble then asked the following question:

This question is about your neighbourhood, which is the street and surrounding area where you live. Ochil View’s contribution to management of the neighbourhood includes things like how Ochil View deals with antisocial behaviour and how clean and tidy any landings, stairwells and communal garden areas. Within this area there will be things that Ochil View is not responsible for, like emptying your bin, uplifting bulky items, car parking on the street and dealing with dog fouling. 

Overall, how satisfied or dissatisfied are you with Ochil View’s management of the neighbourhood you live in?

Why do you have that view? 

Satisfaction with quality of your home
Tenants should be given the following preamble then asked the following question:

This question is about the quality of your home, by quality, we mean the general state of repair of your home, and fittings like kitchen units, central heating systems, showers and bathroom suites. 

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

Why do you have that view? 


Satisfaction with the Repairs service
This question should be asked only of tenants who have used the repairs service in the previous 12 months.  The Association will provide a list of tenants who have not used the repairs service in the previous 12 months.( it can be assumed that the great majority of tenants will have used the repairs service in the previous 12 months)

Tenants should be given the following preamble then asked the following question

I would like to ask about your satisfaction with the reactive repairs service provided by Ochil View.  

The Reactive Repairs service deals with repairs that you report to Ochil View, for example repairing your central heating, or a toilet that will not flush.  

The Reactive Repairs service is not about planned or investment work, like replacing your kitchen or central heating boiler.   

Last year, Ochil View completed 92% of all reactive repairs on time and operates a partial repair by appointment service.

Thinking about the LAST time you had repairs carried out, how satisfied or dissatisfied were you with the repairs service provided by Ochil View

Why do you have that view?

Satisfaction with the Factoring service
This question should only be asked of home owners who receive factoring services from Ochil View. 

Factored owners should be given the following preamble and then asked the following question

Ochil View is the Factor for your home and the common parts of your property.  

This includes things like arranging property insurance, and for services like cleaning common stairs, maintaining common landscaping and parking areas. 

Taking everything into account, how satisfied or dissatisfied are you with the factoring services provided by Ochil View?

Why do you have that view?
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