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Overview

The annual Travelling Persons survey was carried out in February 2016. The
number of respondents totalled 12 this year, compared with 7 in 2015. 4 Tenants
were unavailable (1 Ledaig, 3 Duncholgan) therefore the survey represents 75% of
the available tenants broken down as below:

The Torlochan site currently has no residents.
The site at Ledaig polled 6 of the 7 residents (NB one family occupies 2 pitches).
The site at Duncholgan polled 6 out of 9 residents.

Results and Comments

Results of the survey can be found in the graphs below along with numbers of
responses for each question. Tenants concerns are of primary importance to
ACHA; comments are fed back to Senior Management where an action plan is
formulated. For example, residents asked for a tenants’ newsletter and ACHA
produced the first issue of this in December 2015. Tenants were specifically asked
about the newsletter in this year’s survey.

2016 saw the introduction of an all new questionnaire. Where questions have a
direct correlation to those in 2015, a comparison figure is included at the foot of
each page.

Question 5 is used to supply information for the Annual Return on the Charter (ARC)
indicator 37. Last year’s figure used by the Scottish Housing Regulator was 57%
satisfaction. This year we are pleased to report a satisfaction figure of 84%. This
would places us in the top 10 social landlords who provide Gypsy Traveller sites.

Methodology

Residents were visited personally by Housing & Neighbourhood Services Assistants
using a new style questionnaire encouraging feedback. Several visits were made to
contact as many residents as possible for the widest possible feedback. The survey
contained 15 questions, with an opportunity for residents to comment after each
one. Each question has a preamble to give respondents the context in which the
guestion is being asked. Strict confidentiality is maintained at all times. Equalities
information can be found at Appendix 1.



Question 1
How good or poor do you feel ACHA is at keeping you informed about their
services and decisions

Very good
50%

Fairly Good
50%

Number of Responses

Very good

Fairly good

Neither satisfied nor dissatisfied
Fairly poor

\Very poor

Grand Total 1
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What could ACHA do to ensure you feel better informed? Or what do you like
best about the way we keep you informed?

5 Comments Made by Respondents

1. I like the newsletters that are sent out
2. Nothing really

3. ACHA do well now

4. Nothing really

5. Nothing really

2015/6 Comparison

A big improvement has been made in the area of communication. Last year 60% of
respondents rated this as Fairly Poor or Very Poor. The Gypsy/Traveller newsletter
has made a positive impact on tenant satisfaction.



Question 2
How satisfied are you with opportunities given to you to participate in ACHA’s
decision making process?

Fairly satisfied
59%

Very satisfied
25%

very dissatisfied satisfied nor

3% dissatisfied
8%

Number of Responses

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied
Fairly dissatisfied

Very dissatisfied

Grand Total 1
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Is there anything else we could do to encourage you to participate or another
method for us to participate with you?

3 comments from respondents

1. Meeting at site with tenants and staff to discuss different issues.
2. Evening meetings would help, people work during the day.

3. Not really.

2015/6 Comparison

In 2015, only 20% rated themselves Very Satisfied with the ability to be involved
with the decision making processes at ACHA. 60% rated themselves Very
Dissatisfied. The improvements this year are significant.



Question 3
Overall, how satisfied or dissatisfied are you with the ways you can contact
ACHA?

Very satisfied
83%

Fairly satisfied
17%

Number of Responses
Very satisfied 10
Fairly satisfied 2
Neither satisfied nor dissatisfied 0
Fairly dissatisfied 0
Very dissatisfied 0
Grand Total 12

What can ACHA do to improve on this? And/or what do you think works well
and why?

3 comments from respondents

1. I like to go into the office and speak to people face to face.
2. No BT connections at site

3. Lots of ways we can contact ACHA



Question 4
Taking into account the accommodation and the services ACHA provides, do
you think that rent for this pitch represents good or poor value for money?

Fairly good
17%

Very good

41%
Fairly poor

17%

Very poor
25%

RoWw Labels Count of Value for money
Very good

Fairly good

Fairly poor

Very poor

Grand Total 1
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If no, why not?

5 comments from respondents

1. No privacy. Pitches cold - too cold to bath kids. Electric too high - can't afford it.
Playpark for kids - no facilities.

2. Chalets need to be upgraded. Heating very poor. Building material very poor -
really cold. Drains issue - blocking on a regular basis.

3. Good value for money but would prefer to pay more for an improved pitch and
site. At Perth a 3 bedroom chalet is included for this rent.

4. Pitch is not in good condition. Heating very expensive.

5. Repairs service not good, long time to get repairs fitted. Amenity unit not good
condition. Housing support/Welfare Rights service good.

2015/6 Comparison
58% rated this aspect Very Good or Fairly Good compared with 40% in 2015.



Question 5

Taking everything into account, how satisfied or dissatisfied are you with
ACHA’s management of the site?

Very satisfied
59%

Fairly satisfied
25%

Neither
satisfied nor
dissatisfied

. 8%
Fairly

dissatisfied
8%

Number of responses

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied
Fairly dissatisfied

Very dissatisfied

Grand Total 1
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What can ACHA do to improve on this? What makes you satisfied with the
service?

4 comments from respondents

1. [Tenant advised there] has been an improvement in the last 3 months
2. Ok at present

3. Nothing really

4. Drain is blocked outside pitch 13

2015/6 Comparison

84% 2016 rated the management of the site as Very Good or Fairly Good, a
substantial improvement over the 60% rating the same aspect in 2015



Questions 6
Did you move onto this pitch in the last year (i.e. since February 2015)?
6 of the 12 respondents had moved in since this date.

Question 7
If Yes, overall how satisfied or dissatisfied were you with the quality of your
pitch when you moved in?

Very satisfied
25%

N/A |
50%

Fairly
dissatisfied
25%

Number of responses

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied
Fairly dissatisfied

Very dissatisfied

Not applicable (N/A)

Grand Total 1
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What can ACHA do to improve on this? Or what can we do well?

5 comments from respondents

1. Heating very poor, electric very expensive. Pitches need blocked off, fences
between individual pitches for privacy

2. Lights issue/water leak

3. New fencing, new surfacing

4. Brand new when moved in

5. Condition of pitch was poor, oil on road, amenity unit not clean, floor of amenity
unit uneven. Unsure pitches are clean when allocated.

2015/6 Comparison

An improvement over 2015 when 20% said they were Very Satisfied with the quality
of their pitch.



Question 8

Have you had any repairs carried out to your amenity block in the last 12
months?

All 12 respondents indicated they had.

Question 9
Overall, thinking about the LAST time you had repairs carried out, how
satisfied or dissatisfied were you with the repairs service provided by ACHA?

Very satisfied
50%

Fairly
satisfied
17%

Neither
satisfied nor
dissatisfied

8%

Fairly
dissatisfied
25%

Number of responses

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied
Fairly dissatisfied

Very dissatisfied

Grand Total 1
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What can ACHA do to improve on this? Or what did we do well?

6 comments from respondents

1. Lack of communication - wrong workman sent, should have been a plumber,
electrician arrived.

2. Not had any repairs but when I lived with my mum the repairs service seemed
good

3. Very poor water pressure, poor standard of amenity units

4. Meet targets for repairs

5. It took a couple of days for them to come out but they did it in one day and they
did it really well

6. Happy with repair.

2015/6 Comparison

Very satisfied figures remain the same as 2015. The percentage of tenants Fairly
Dissatisfied has increased.



Question 10
Overall, how satisfied are you with the ways you can pay rent?

Neither
satisfied nor
dissatisfied

Very satisfied
75%

N/A
17%

Number of responses

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied
Fairly dissatisfied

Very dissatisfied

No response

Grand Total 1
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What can ACHA do to improve this? Or what did we do well?

3 comments from respondents

1. | prefer to use the Allpay card.

2. Nothing really.

3. | have housing benefit paid to me at present.

2015/6 Comparison
There has been an increase in respondents rating themselves Very Satisfied from
40% in 2015 to 75% this year.
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Question 11
Are you aware of your local Welfare Rights Surgery at your site?

All 12 respondents said that they were.

What can ACHA do to improve this? Or what did we do well?
5 comments from respondents

1. Have had appointments with WRO

2. | have used the welfare rights service previously and find it very helpful

3. Happy with present service

4. I've not used it but | know it's there, there's a notice up and <name of staff
member> will say hello when she's up

5. Have used it and found it very helpful and sign tells you when she will be there.
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Question 12

Overall, how satisfied or dissatisfied are you with the frequency of ACHA staff
visits to your site?

Very satisfied
92%

Fairly satisfied
8%

Number of responses
Very satisfied 11
Fairly satisfied 1
Neither satisfied nor dissatisfied 0
Fairly dissatisfied 0
0
2

Very dissatisfied
Grand Total 1

What can ACHA do to improve on this?
5 comments from respondents

1. One week enough
2. Once a week is enough

3. No - ample opportunity to speak to staff and office is open also
4. Happy with present service
5. Nothing

2015/6 Comparison
There has been an increase in Very Satisfied customers from 80% in 2015.
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Question 13
Are you aware of ACHA’s complaints policy?

g -

7 -

6 -

5 -

4

3 -

5 -

1 -

0

Yes No
Number of responses

Yes 8
No 4
Grand Total 12

If you have used the complaints policy, what improvements can we make to
it?

3 comments from respondents

1. Never used it.

2. Not sure about present complaints policy.
3. Not used it.
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Question 14
Overall, how satisfied are you with the newsletter?

Very satisfied
75%

Fairly satisfied
8%

Fairly
dissatisfied
17%

Number of responses

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied
Fairly dissatisfied

Very dissatisfied

Grand Total 1
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What can ACHA do to improve on this? Do you have any ideas for articles?

7 comments from respondents

2. More information relating to Gypsy Travellers.

3. More to do with travelling community in and about Oban. Things to do.

4. Would like to think about this but would like to be consulted about what goes in 1.
Not happy WR mentioned with tenant in photo.

the next newsletter

5. Information poor in it.

6. Liked first edition.

7. | liked the newsletter. No ideas at present.

14



Question 15

ACHA is reviewing the Gypsy/Traveller strategy this year. Do you have any
additional comments you would like to make about issues that the strategy
should cover or how ACHA can improve its services to Gypsy/Travellers?
Would you like to be contacted as part of the consultation?

Comments from respondents

8 tenants made comments.

3 tenants wish to be part of the consultation process, 4 did not. One tenant made
comments relating to the condition of the site.

15



Appendix 1
Equalities Information

Age of respondents

25-34

35-44
8%

55-64
17%

Number of responses

16-24

25-34

35-44

45-54

55-64

65-74

Prefer not to say

Grand Total

NNR(N RPN

=
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Gender of Respondents

Female Male Not answered

Do you have any long standing illness, health problem or disability that limits
your daily activities or the kind of work you can do?

0 T T T T
No, neither  Yes, disability Yes, both Yes, illness or
disability and health
illness or problem
health
problem
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Household Composition

1 parent family

Two or more with children at
adults aged 16 least one under
or over 16
8% 8%

2 parent family
with children at

Single adult lease one under
aged 16 or over 16
42% 34%

Prefer not to
say
8%

Number of responses

1 parent family with children at least one under 16 1
2 parent family with children at least one under 16 4
Single adult aged 16 or over 5
Two or more adults aged 16 or over 1
Prefer not to say 1
Grand Total 2
Ethnicity

10

9 -

g -

7 -

6 -

5 -

4

3 -

2 -

1 -

0 T T

Gypsy/traveller White Scottish
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How long have you lived in your current home?

Up to 2 years 3to 10 years More than 10 years
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