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Introduction

Edinburgh Tenants Federation (ETF) and the City of Edinburgh Council (CEC)
entered into a one-year Service Level Agreement (SLA) which began on 1% April
2010 and ran to 31° March 2011.
The SLA enables ETF to provide the following services to its members:
1 Develop and support Registered Tenant Organisations
1 Develop and improve on delivering a representative voice at all levels,
but principally city wide
T Develop representativesd capacity and
i Promote tenant participation initiatives.

The Service Level Agreement requires ETF to monitor and evaluate the services
it provides to members and to collect the views of service users.

In previous years the Federation has principally used a membership survey to
find out the views of its service users. However, following discussion with the
City of Edinburgh Council, in a bid to introduce more qualitative assessment of
servi ce us ethis yeartheeraderation has included information collected
from other sources including:

i ETF event evaluations and attendances
g 20" Anniversary exhibition comments
f 20" Anniversary DVD

1 Membership surveys.

This report will highlight feedback from all sources.

Summary
Edinburgh Tenants Federation continues to provide a high quality service to its
members:

1 Our membership has increased from 45 to 60t e n a ngrosif@s in a year

1 Satisfaction with ETF has increased from 88.2% in 2009/10 to 95% in
2010/2011 with 95% of members likely to recommend ETF to others

1 Our events are well attended and valued as a means of finding out
information and for tenants6networking

1 The information we provide through a range of methods is well-balanced
and helpful for members

1 The assistance we provide is wide ranging and rated highly by member
associations

1 We are actively influencing services on behalf of tenants.

Edinburgh Tenants Federation Norton Park 57 Albion Road Edinburgh EH7 5QY

' 0131 475 2509 * info@edinburghtenants.org.uk G www.edinburghtenants.org.uk
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3.0 ETF Meetings and Event s

The Federation held a range of events and meetings for members in
2010/2011. Member s 6 f e e d b a cskis Highlgihtedeirv Rention 6.

Overall, ETF provides high quality events that are well-attended and relevant to

our member sé6 needs.

Actual attendance in events and activities in 2010/2011 was as follows*:

Event

Attendanc e

Annual General Meeting and Social 97
Federation Meetings

April 2010 24

September 2010 21

January 2011 35
20 ™ Anniversary Activities Attendance
20 ™ Anniversary Conference 2 50
Shindig 74
Civic Reception 58
Parliamentary Reception 70
ETF Exhibition Contributions 15°
Edinburgh in Bloom Gardening Competition 114
ETF DVD Project 9°
Federation Sub Group Activities Attendance
Tenant Led Inspections (TLD

Public Meeting May 2010° 30

TLI Training 11

TLI Inspectors 7
Repairs

September 2010 10
Housing As sociation Tenants Sub Committee

April 2010

June 2010 9

August 2010 10

November 2010 9

February 2011 9

4

High Flats

May 2010 15

August 2010 10

November 2010 18

March 2011 15

! Actual attendances at events have not been recorded in previous ETF reports, and some events were organised as a

one-off for the 20" Anni versary celebrations, therefore no comparison

2 Evaluation Report of the ETF Conference is available on request.
% 15 member groups submitted comments for the exhibition.

% 11 entrants in the shared tenement category of the competition that was sponsored by ETF.

5 8 member groups were involved in DVD project and 1 individual tenant.
8 Evaluation report of the TLI Public Meeting is available on request.

has

been



4.0

Federation Sub Gro up Activities \ Attendance

Estate walkabout training days
August 2010 16
March 2011 Not available
Block walkabout training days
June 2010 10
March 2011 Not available

20 ™ Anniversary Exhibition

As part of the activities celebrating 20 years of Edinburgh Tenants Federation,

members were asked to tell a memorable story about the Federation. Whilst
these comments relate to ETF over many years, the comments highlight that
Edinburgh Tenants Federation retains a valuable role in bringing tenants
together, sharing experiences and acting collectively.

iHad many soci al days/ evenings where

Royston, Wardieburn Residents Association)

p
and the company of other gr oups(Gertojan

e Mm

iThe goodr hugmoeat fellowship and @&emways

McKay, Viewpoint Tenants Representative Group)

iTheydre i mportant because they support

with | andl or dshi aTshediaddrWheatley and Margaret Dunn,
Nichollfield Tenants and Residents Association)

iMai dencraig Court Residents Associati

service the needs for extensive work for the flats. This led us to ETF

which has been beneficial to our organisation. We have met and made
many fri ends at the social evenings, being able to discuss on an informal
basis our various i ssues an(dsabbebAdamse r
Maidencraig Court Residents Association)

fi Weall enjoy ed the quiz night at the Minto Ho t e | (Sheila Rutherford-
McCallum, Ratho Station Tenants and Residents Association)

e

tn

iThe ti me we had the AGM in the Hearts

of the evening singing Sunshine on Leith while surrounded by photos of

Hearts pl @pminicShérry, Hamilton and Cannon Wynd Residents

Association)

ioOne thing that comes to mind is the
undertaken by ETF.  When we first joined, there was little or no work

being done that involved Housing Associations, but we are glad to see that

this is finally chang i n g (Téna Beattie, North Bughtlin Tenants
Association)

iMaking new friends, meeting ol dGoodrice s

know we have the s a(inanna Brady,rWestbusn \bllage
Neighbourhood Council)

These comments highlight the value ETF has in bringing tenants together, and

show that the unintended outcomes of tenant participation are often about
building social capital’, this is, getting likeminded people together to talk and

H

~

C

" social capital is about the value of social networks, bonding similar people and bridging between diverse people, with
norms of reciprocity (Dekker and Uslaner 2001; Uslaner 2001).
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6.0

share experiences. ETF would like to do more in exploring ways to demonstrate
the value of ETFO6s social capital, and wo
of Edinburgh Council.

20 ™ Anniversary DVD

ETF worked with Just Made, a new social enterprise teaching young people
media and film skills throughout 2010/2011, to produce a DVD telling our story
t hrough memb e The ®VRgeklwrated the work of ETF and the
contribution tenantségroups have made to the city.

Contributions were invited from all member groups, and six member
associati ons 6 c atmonthenfinal editaot the film.

One aspect of the film asked the question
Overwhelmingly, the comments were positive, highlighting the valuable role

ETF has in providing the opportunity for collective action and independent
information, advice and development support to member groups. The following
contributions were made:

iTheydr e s oThdyergapidedidur.funding, or they help to tell us

what 6s available for funding whnidc ht hiesy 6¢
alwayshe Ipfu. I'f you have a question, t hdalksd |
all quite new to us. We rely on t hem (Sandrg Potterc h. 0

Laichfield Community Association)

ifiTheydre actually very good, and hlaeye |
have a lot of exper ience as well, by going to the F ed you find out how
thingsare done, so webre qui t(éambssQap,y wi t h
Brandfield Residents Association)

iThe sett ithedgenants and fesidents association was actually done
throughthe helpandsupp or t o f (HEattRVhéatley, Nichollfield
Tenants and Residents Association)

iTheydre there to be Tchadyl derde utphoenr,e It of ea
theybébre very good; what they dondtl é6km o\
quite good at finding out things my self, but therebds xeer
got more opening for. That 6s what t heyNoye Toomasy a't
Hailesland Park Neighbourhood Council)

fiwe h ave had a lot of help from the F ederation in probhei
the past. We attend the High F lats part of the Federation and the High
Rise group meetings. If we have any difficulties within our group that

candét be sortdedgetutthwehelp from ETF ar

up for any tenants ass oc(lohn Faiognieve, ResEltrig n |
and Lochend House Residents Association).

Again, these stories provide a qualitative analysis of the value of ETF to our
me mber s, and we would welcome the Councsial
method for evaluating the impact of tenant participation in the future.

Service Users  Survey

The Federation conducted two postal surveys during February 2011 to seek
views from its service users. Surveys were sent to all:

1 Member organisations



1 Individuals who have participated in Federation events or activities
(including associate members where relevant) between April 2010 and
March 2011.

Response rates for both surveys were comparable to 2009/10.

The survey questions were amended from previous years, with the agreement
of City of Edinburgh Council, in order to ask open-ended questions and gain
more qualitative information.®

This report summarises the responses received by 15™ April 2011 and provides
a comparison with the results of surveys carried out in previous years. Where a
comparisonismade,| ast yearsd figures arleshaulddevn i
noted that numbers recorded in the survey do not reflect actual attendances at
ETF events, rather the number of respondents who have indicated their
attendance. For actual attendances, see Section 3.

6.1 I ndi vi d8uavkys @esponses

Every individual tenant or resident who attended an ETF function or
meeting during the year was sent a survey. Of 151 surveys sent out,

42 were returned (compared with 47 out of 163 in 2010). This
represents a 27.8% response rate compared to a 28.8% response rate

in 2009/10. 29 (20)sai d t hey were also member ¢
group while 13 (14) did not belong to any group.

6.1.1  Groups and Activities

The survey asked individuals to comment on their membership of the
Federationdés groups. The chart bel
makes a comparison with the figures for 2009/2010.

ow

Individualsdinvolvement in Edinburgh Tenants Federation Groups
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8 Copies of both surveys are available on request.



1 This year the Housing Association Tenants Sub Committee (HATS)
has been the most popular with 16 tenants stating their
involvement compared to 6 from last year®.

1 Attendance at the Repairs group has also increased this year with
15 attending compared to 10 from last year.

1 Attendance at the High Flats group has decreased from last year
with 12 attending this year compared to 17 last year™.

1 Respondents who said they were involved in the Tenant Led
Inspection Group has fallen to 6 this year compared to 10 the
previous year.

1 Respondents involved in the Investment and Regeneration Group
has fallen to 1 this year compared to 5 last year™'.

6.1.2 Analysis

Attendance at the Repairs and High Flats Group consists mostly of
individual tenants r at he Thigwaa alsotreflected ins
|l ast year 06%he EEFRapgairssGroup has held one meeting this year
after a brief break last year. Two further meetings of the Repairs Group
were scheduled to take place, and were postponed due to the bad
weather.

Attendance at the Housing Association Tenants Sub Committee has
increased from last year. This is as a result of the Federationé £fforts to
involve Housing Association tenants and their landlords. In 2010/11, the
group was successful in recruiting new tenants from different landlords.

33 people said they still wished to be involved in the groups, while four
commented that they no longer wished to be involved.

6.1.3 Feedback on events and activities

A range of events were organised this year. These are shown in the
graph below with a comparison to the figures for 2009/2010.

® However actual attendances at meetings ranged from 4 to 10.
0 However actual attendances at meetings ranged from 10 to 18.
11 Actual involvement was 3 tenants in the citywide Investment and Regeneration group



Individualsb6involvement in ETF activities
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Individuals who said they attended the AGM and social and Federation
meetings are consistent with |l ast year 6c¢

Federation meetings have been the most popular activity both this year and
last year with 27 out of the 41 respondents having attended.

The Federation did not hold a Burns Supper or Quiz Night in 2009/10,
therefore comparative figures are not available for these events.

The Federation organised a number of one off activities this year to
celebrate the 20" Anniversary, including the ETF Conference, the 20t
Anniversary Shindig, gardening competition, storytelling Exhibition, Civic
and Parliamentary Receptions and the DVD Project; the graph below shows
involvement/attendances at these events'®.

12 Actual attendance figures show an increase in AGM attendance from 70 in 2009 to 97 in 2010.
13 Actual attendances are recorded in Section 3.



Individualséinvolvement in 20" Anniversary activities
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These events provided me mioegeatindolvachin op p
creative activities, which proved very popular, as highlighted in
comments below.
6.1.4 Meetings

ETF asked members which activities they have enjoyed the most and
why.

Their responses are shown in the table below:

Individualséresponses to Federation activities
Number of
delegates
Activity responding Comm ents

1 Very friendly gathering and an
The AGM and 1 opportunity to put faces to names. A
social chance to mix without all the

formalities of a meeting.
Block Training 2 1 Very interesting and informative
Days
Conference 1 9 Information
Estate
Walkabout 1 1 Very interesting and informative
training
. 9 Informative
Fedefatlon 2 1 Very informative and friendly also
meetings C
transport provision is excellent

1 Enjoy meeting residents of other
HATs meeting 2 RSLs and comparing notes

9 Housing Association relevan  ce




High Flats 3 1 Very useful
group
Repairs group 1 1 Very mformatlyg an_d friendly also
transport provision is excellent
1 A fun evening
The Shindig 2 1 Very friendly also transport provision
is excellent
1 Important to meet a wide range of
. members and networking
Social events 2 o :
1 Socialising with people who would
normally be business
1 You get plenty of information and
All the hear other peopl eds
. 3 9 There have been achievements we
meetings ) :
have wanted involvement with over
the years

Some of the general comments included:

1 Have enjoyed both the activities | am working on, as they are
both different

1 I have not been to many meetings as yet so | cannot comment
The fellowship, good cheer, good debates. The staff are great

As we are just new , we have not been to much but enjoyed the
workshops and being involved with other groups

=a =

Competitions and being wined and dined

Good whatever | can attend

Lovely venue 1 learned a bit of history too.

Could have been more stalls, but still a lot of good stuff on show.
Great workshop. Informative, very entertaining

Excellent work on mental health; | would like to be more
involved in this and not just with Council but with housing
associations.

1 See Me very thought provoking. A very necessary campaign.

= =4 4 -4 A A

Members were asked for suggestions for any other activities they would
like to see ETF organising. These included:
9 A social night or outing

91 Further development of work with other social landlords, more
proactive role in terms of influencing policy an d practice of
national housing issues

1 Health and safety - Edinburgh Building Services

1 Housing Association activities only

1 Just keep it going

1 More involvement with RTOs

1 More relevant Conference e.g. Housing Bill and Charter
1 Quiz night

1 Workshops




6.1.5

Inf ormation

ETF asked members what type of information they have received this

year. This is detailed in the table below:

Type of information received No. of responses
Notices of meetings 36
Tenants Voice 34
Invitations to 20" anniversary events and activities 34
Federation Matters by post 33
Letters 27
Information leaflets 25
Training and information questionnaire 24
Membership renewal form 17
Information by email 13
Federation Matters by email 10
Information via the website 2
Information via Facebook 2
Not received any information 1

Some of the views/comments that ETF received regarding the
information/publications included:

1 A well balanced provis ion of information and invitiations to

participate in the wor  k Edinburgh Tenants Federation do to build

up a picture of the success Edinburgh Tenants Federation have
achieved.

1 All very informative.

1 Always Council facts and little to no information just about
housing associations and their problems as these can often
lot more difficult and different from council problems

1 Edinburgh Tenants Federation newsletter informative

1 Excellent, informative and comprehensive. A lot of thought and
effort goes into everything your organisation produces.

1 Gives agoodideawha tEdinburgh Tenants Federation are doing

and what is going on within tenant groups across Edinburgh
Helpful and interesting

Information has been of interest

It is well established with information

Keeps me up to date with meetings that are important to

There seems to be duplication of paperwork especially when
meetings are cancelled and have to be rescheduled. Papers are
usually sent out again duplicating things.

1 They are adequate and informative

= =4 4 4

be a
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Respondents were invited to state which information/publications they
found most helpful or informative.

Information Number of
/publications responses Comments
Tenants Voice 12 9 I like the format
1 Gives wide range of information
1 It informs people what Edinburgh
Tenants Federation have been
doing. Gives valuable information
for people who are on benefits and
how it is going to affect them. Also
lets you know what other
organisations have been up to. A
very good and informative
publication
1 Interesting reading
1 Full of information and ideas
1 Very info rmative and up to date
9 Broad picture
Federation 10 9 Keeps me up to date with the
Matters Federation
1 Good reading
1 Interesting reading
9 Shows the work we are doing
1 Very informative and up to date
9 Keeps us well informed
1 A lifting and early warning of
schedu led events
Notice of 5 1 So that | am aware of when the
meetings meetings will take place
All of it 4
Letters 4 1 It helps to keep me informed
Training 3
Information 2
leaflets
Annual Report 2
News and 2 I Information r egarding dates for
dates of meetings are helpful as | am not
meetings always free
Facebook 1 1 Shows the work we are doing
HATs 1 9 Gives RTOs a feeling of unity with
information other like groups
Federation 1
workplan
Focus 1
No answer 10
given

11




6.1.6 Feder ation website

ETF6s wevbns.edinburghtenants.org.uk was launched in June
2007. We wanted to find out whether the site was being used, and
what those who had accessed it thought of it.

6 (11) respondents had accessed the website; 31 (32) had not.

Thisyear,3(3)respondents had accessed ETFO
(39) had not. The main reasons for the low responses to this particular
question included:

T Dondt own a computer

T Dondt wuse somputer

T Didnét know about it

1 New to technology
Further comments on the Federationos
included:

1 Very informative

1 Very straightforward

1 Excellent site - some work needing done to make it more
6presentabl eb

9 Itis dull and cumbersome.

6.1.7 Getting involved with ETF

Respondents were asked whether ETF had given them any assistance in
the last year. Replies are shown below:

Yes 24
No 15
No answer given 3

Respondents were invited to give examples of the assistance that ETF
has given in the past year. This is reflected in the table below.

Support provided from ETF Comments
Support with Tenants and T Came to our first
Residents Groups meeting and helped us set up

the tenants association

i Helping to setup o ur group.
Shown us how to conduct a
meeting, how to get funding

1 Helped our Treasurer with
finances

1 Treasurer of our group received
invaluable help from Edinburgh
Tenants Federation with annual
accounts, grant application and
general advice

1 With grantsand anything we are
not sure about we can always
rely on Edinburgh Tenants
Federation

1 They do our accounts for our

12
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AGM

1 They do our books and help us
in any way they can

Support with RSLs T Our meeting with Dunedin
Canmore Housing Association 6 s
Director

1 Todo with running a Housing

Association

Housing Management related 1 Support in dealing with local

issues housing issues

Repairs i Putting a path outside

General issues 1 Help with how to
complain/contact special council
officers

1 Plenty of information with what
other groups are getting up to
Transport to meetings
Getting in touch with individuals
1 Keptinformed of what is going

on

=a =

Respondents were asked how they would rate the assistance received
from ETF. This is reflected in the table below.

Excellent 18
Good 5
Satisfactory 1
Poor 0

Respondents were asked what difference, if any, has being involved
with Edinburgh Tenants Federation has made. Some of the responses
were:

1 A big difference, it has taught me a lot.

1 Agreatdeal. Edinbur gh Tenants Federation has encouraged
volunteers to be involved. | would not hesitate to seek their
advice on any matter re RTO / residents organisations.
Edinburgh Tenants Federation is a role model!

1 As anew group we are just starting out but without the help and
encouragement from Edinburgh Tenants Federation would not
have got off the ground

1 As atenant | feel strongly it is about council problems only. You
say and call yourself Edinburgh Federat ion of Tenants' and
Residents' Associations but not hous  ing association tenants and
so far have not shown otherwise.

1 Gave me more confidence and learned a lot of things work, Law,

etc.
1 Has helped me meet people and has given me confidence to
'speak out' .
9 Helps us to realise what a difference you can make if you put

your mind to it.
1 lalways like being involved and finding out about the other

13




areas in and around Edinburgh.

1 I have had a good relationship as part of our group.
1 Informed us about problems in other areas.
1 It has given me a good knowledge of council af fairs in the city
1 It means communication between tenants and tenants groups on
the issues faced by tenants a major one this year has been
centr al government 6s wel fare refor
1 Keeps me up to date as a tenant associate member
1 Kept me busy

1 Made me aware of high rise living and community group
involvement

1 Made me more aware of activities and news about my area
1 Meeting people

1 Provides a wider knowledge of what is being done in the
Edinburgh area to involve tenants in what is being done / can be
don e to make the quality of homes better.

1 They give you impa rtial advice on any problems you may have
1 You feel there is always support there for you.
Respondents were asked what they liked most about the meetings.
Some of the responses included:
1 Allv ery friendly and lively discussions
Brief and well run
Excellent and very informative.
Equal opportunity for all to participate

Focused and inclusive with people made to feel relaxed whilst in
a formal situation

Friendly atmosphere
Getting us a chance  to have our say.
How ordered the meeting was

Informal in a structured way. There is time for all present to
give their views

Information

Information and networking - getting to know you are not the
only one with problems

Its easy and relaxed and ever yone is very friendly.
Meeting and chatting to other tenants and members

The challenge .

The informal nature.

The meeting places and the friendlyness of the federation group
The sincerity

The way the business was carried out effectively and yet in a
rela xed and informal way

They are very helpful

Very friendly.  AGM goes very smoothly and there is no
wandering off to other things that are not relevant to the
meeting.

= =4 4
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1 Very open, friendly and organised
1 Very sociable .
1 Very well organised and informative.

6.1.8 How can the Federation improve

Respondents were asked if they had any suggestions as to how the
meetings can be improved. 11 respondents said that they had no
suggestions and a further 2 stated that the meetings fiare fine the way
they ared. Two respondents had suggestions and these are listed
below:

1 Repairs gro up meeting - particularly repairs.
f More Housing Association relevance
Federation not Edinburgh &é6Caoauncil 6

Respondents were asked if they had stopped attending meetings what
was the reason. Some of the reasons are listed in the table below:

Reasons for not attending ETF Number of responses
meetings received

The meetings clash with other 4
commitments

The meetings are not relevant t o] 2

me/ my tenants6é org

Other

Health 1

I only ever came to discuss a 1

specific issue

Il 6m no |l onger invo 1
tenants organisation

ETF informed respondents that they want to provide opportunities for
people to get involved and respondents were asked if they had any
suggestions to assist ETF to achieve this. The responses are listed
below:

1 Ask members if they have time to help a little bit more
Bi/monthly social evening

Focus on actions which are achievable

Going on a visit to other area

Health and Safety 1 EBS.

| would like to continue working with Edinburgh Tenants
Federation and if my help is needed be part of the group.

9 If the Council would wake up and look to see what they have
done to road s is terrible.

1 If you believe in something you should go for it.

= =4 —a —a A

1 Keep doing what you are doing. "If its not broke don't try to fix
it" .
1 More work with Housing Associations

9 Periodic, smaller gatherings with a presentation in local areas
with maybe a few RTO's and Edinburgh Tenants Federation
representatives - social gathering.

15



6.1.9

1 Trained speakers who know what they're talking about and are
able to keep control of the meeting

1 You are already doing a good job.
Respondents were asked if there was anything they would like to

see ETF working on over the coming year. The suggestions
included:

Anti Social Behaviour.

Housing Allocations.

Dog fouling on pavements.
Buckets left out all the time.

Cars parking on one side of street.
Dog Fouling.

Stair cleaning and bad contractors.

Getting money for a worker for Housing A ssociation tenants  /
more involvement with Housing Associations.

=4 =4 4 -4 -4 -8 -8 -

=

Greater involvement in Neighbourhood Partherships

| would like to see if the government will look at the street light
at Sal isbury Road. | nearly got run down the council was so
busy to check on it.

1 Keep things going the way you are doing and doing this well

1 Many tenants will be affected, and in some cases scared, of the
proposed benefit changes. This is hugely important so | would
like to see Edinbu rgh Tenants Federation doing as much as
possible on this matter

9 The housing benefit changes also looking at the proposals of the
Scottish Government

i There are many "in -between residents" in Edinburgh; social
tenants on one side and those who cannot affor d a mortgage,
deposit or maintenance of a property. They often hold key jobs
vital to a community.

=

Respondents were asked if they would like to be kept informed of other
work ETF is doing, and opportunities to get involved. Responses are
shown in the table below.

Yes 33
No 3
No answer given 6
Conclusion

When analysing the information, there are a number of similarities and
differences between this year and last year. 42 out of 151 surveys sent
out this year were returned, compared with 47 out of 163 last year.
The Housing Association Tenants Sub Committee (HATsS) group has
been the most popular group this year and its numbers have increased.
The Repairs group have seen its numbers increase, however
attendance at the High Flats group and Tenant Led Inspections have
seen their numbers slightly decrease. Attendance at events such as
the Federation meetings was consistent this year as was attendance at
Block Walkabout and Estate Inspection Training Days. As noted the

16



6.2

Federation arranged a number of one off activities as part of the 20"
Anniversary celebrations. 33 respondents would like to be kept
informed of other work ETF is doing. 3 respondents would not like to
be kept informed.

Some of the topics that respondents would like to see ETF working on
in the future included antisocial behaviour and allocations, which was
also requested last year. However there are requests for topics, such
as housing benefits, which has been a particular issue for tenants this
year.

Respondents have stated that both Tenants Voice and Federation

Matters are the most helpful and informative publications. This was a
similar pattern as last year. Further work needs to be done with
promoting the Federationds FacThibloas keera
promoted in the Federationds peallicat
however the number of users has not increased.

Tenants were asked to give examples of when ETF gave assistance
throughout the year and examples included support with tenants and
residents groups.

Overall tenants seem satisfied with the work of the Federation, with a
number of comments praising the work that is being done.

Member Groups

60 surveys were sent out to member groups. 21 forms were returned;
representing a return rate of 35 % compared with a return rate of 37.7% in
2009/10. A list of members returning their forms is included as Appendix One.

Groups were asked how long they had been a member of Edinburgh Tenants
Federation. Three groups had joined within the past year, four groups had
been members for between one and five years and fourteen groups had been
members for more than five years.

Looking at the list of members that returned their forms, it is mostly the
established groups that are providing feedback. Although it is very encouraging
that three of the groups that responded had been members for less than a
year.

6.2.1 Activities

Groups were asked to record all the F
had sent representatives to over the past year. This is reflected in the
graph below. There is a comparison of figures for 2009/2010 where
appropriate.
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Member group attendance at normal Federation activities
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Reported attendance at a number of events and activities has increased this
year. This includes the Federation Meetings, Annual General Meeting and
social and the Repairs meetings. Attendance at the Housing Association
Tenants Sub Committee, Tenant Led Inspections and High Flats group has
remained consistent with last year. As this was our 20" Anniversary year,
we held a number of one off events and activities, including the ETF
Conference, Back to the Future , ETF Exhibition, DVD Project, the Shindig ,
and Parliamentary and Civic Receptions. Therefore it is not possible to
make a comparison with last year but the table below shows the number of
responses giving the events they attended.

18



Member Groupsdinvolvement in 20" Anniversary activities
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Groups were asked to tell us which activities they had enjoyed most: The
graph below shows peop| eb6s enjoyment of the
Anniversary.

Member Groupsdenjoyment of 20" Anniversary activities
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This graph

shows group6 s enj oy me n ¢ which toek pdacd this year and last.
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The Federation meetings and Annual General Meetings were the most
popular events for our members this year. The Federation did not
organise a Quiz Night or Burns Supper this year; these activities were the
most popular last year.

The High Flats group and the Repairs group have seen their numbers
slightly decline this year. There is a contrast between members groups
and individual tenants and this was r

As the Federation and Annual General meetings have had the most
attendances this year, this indicates that groups like to interact with
others.

e

Respondents were asked for suggestions for other activities they would
like to see ETF organising for its members and these included:

Big event to get the people more involved

March against council cuts - why cut a community newspaper.
Meetings with other groups in Scotland.

Demonstration of repairs.

Video show of the 1930/1936 housing building programme

More involvement with housing association tenants

More training opportunities in how to manage accounts, etc.

More workshops

The list of activities are just about right and it works. Sometimes
when you add to these lists something unfortunatly gets dropped

= =4 4 4 -4 -4 -4 -8 -9
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1 We should focus on our key work - housing and not get distracted

6.2.2 Information
Groups were asked to list the informationthat t hey dd recei v
in 2010/11, and to comment on what publications they found most useful
or informative. Their responses are recorded below.
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The number of groups receiving Federation Matters by post and Tenants
Voice has increased since last year. The number of groups receiving
information by email, the Annual Report and information via the website is
consistent with last year. This year, ETF has sent out some mailings not
required last year. Examples of this are the Training and Information
survey, as well as information on 20™ anniversary events.

Groups were asked to state their views on the information/publications that
they have received from ETF. The responses included:

1 Information is very helpful . Edinburgh Tenants Federation ensure
that groups are not excluded

Over all the information is good

Very clear and detailed

Informative

Very useful to let other tenants know their
Good size print. Easy to read and informative

Excellent, informative and comprehensive. A lot of thought and effort
goes into everything your organisation produces.

They are very interesting with lots of information

rights (rent increase)

= =4 4 -4 -4 A
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Excellent .

1 The majority of publications received are excellent, well written and
easily understood

1 Mostly not relevant to our association - 95% owner occupiers

1 Keptin the picture on whats going on. Regular updates on meetings,
etc.

1 Well balanced provision of the work Edinburgh Tenants Federation do

Publications Members found most helpful or informative
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As the table above shows the most positively regarded publications for
member groups continue to be Federation Matters and Tenants Voice .
However responses for Annual Report , AGM Reports and information
leaflets have slightly declined since last year.

Groups were asked as to why they find these publications so useful and
the responses included:

1 Edinburgh Tenants Federation have provided info to get tenants
involved .

1 Good Tenants Voice - good information and photographs.

i Federation Matters - good monthly diary

1 Good information leaflets

22



1 Being tenants of a housing association it helps to know what
happens with other RSLs. This allows us to "rate" our own

landlord.

1 It helped keep us aware of what was going on elsewhere in th e
city .

1 It keeps us up to date with events, etc.

1 Notice of meetings - reminds us of meetings

1 Tenants Voice - you getinformation regarding other groups and
what Edinburgh Tenants Federation are doing

1 These matters arising in these publications are closes tto our
own requirements

1 The format and content is just right

1 Notices are put -up for tenants to see so they can attend
meetings or ask us to speak on their behalf

T Awareness of what is being done and how it is done

6.2.3 Have you used ETFO6s website?

Four (4) groups had accessed the website; 17 (11) had not. One (3)
group had accessed ETFo6s @2)dhad notn Thea c e
main reasons for the low numbers accessing the website included:

1 New to technology
1 Veryfew memb ers have accesstot he internet
1 Mostly not relevant.

6.2.4 Using ETFd6s services
Groups were asked i f they have uwathd E
responses as shown below:
Yes 15

No 5 (1 comment of fiwe know that the
support is there when we need it 0

Groups were invited to give examples of the assistance that ETF has
given them in the past year. This is shown in the table below:

Support provided by ETF Comments
Support with Tenants and 9 Helped get our group established
Residents Groups 9 Supported our group  when it had a
problem
9 Helped put our annual accounts
together

1 Helped with our grant application
1 Provided training for our group

General issues 1 Provided printing/photocopying
services

9 Provided advice when we needed it

9 Been there to listen when we
needed to sound out ideas

9 Referred us to someone who could
help more directly

Support with RSLs 9 Spoke to our landlord for us
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Groups were then asked to rate the assistance received from ETF. This
is shown in the table below:

Excellent 13
Good 1
Satisfactory 0
Poor 0
No answer given 1

Groups were asked to give their reasons for this rating. The reasons

given included:

il
il

T

An efficient service

Any problems we have had there is always a helping hand a
phone call away

Assistance is quic Kk, factual and easy to understand

Communication re problems and follow up information was
excellent .

Edinburgh Tenants Federation have provided access /
information to areas of housing which one is not normally aware
of.

Edinburgh Tenants Federation never guestions groups if they
have a problem. They interact to give groups support and
information

Everything Edinburgh Tenants Federation do is first class

I know, from past experience, how helpful the staff of Edinburgh
Tenants Federation are and their vo lunteers. | would not
hesitate to contact Edinburgh Tenants Federation on behalf of
our RTO .

There is always someone there to listen and if they are not the
person you need to talk to the message is always passed on and
someone gets back to you

Very help ful service .

We feel we are dealing with a professional group who are very
helpful .

We find Edinburgh Tenants Federation supportive and can
contact them and they are our first contact if we have any
problems .

We get wonderful help and support

Groups were asked what difference if any, has assistance from
Edinburgh Tenants Federation made to their group. Answers included:

1
1

=

A very big difference

Advice on grants available which we would never have known
about .

Got us started and given support
It gives us confidence with various issues

It has given us a sense of 'belonging' and has let us meet up
with other members. The sharing of information on all areas has
been invaluable.

It helps us as a committee to stand together with confidence
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1 [ltisinvaluab le to have, not just guidance but reassurance when
preparing essential documents for submission, i.e. Accounts, etc.

1 Keeps us in the loop re council affairs

1 Retaining awareness of change s to housing provision and
services .

1 We have been with Edinburgh Tena nts Federation since 1992 and
always found them helpful

1 We know should we have a problem we can rely on Edinburgh
Tenants Federation to assist to resolve any queries or problems
we have. Staff are friendly and informative.

Groups were asked how satisfied they are with their membership of
ETF. This is reflected in the table below:

Very satisfied 17
Satisfied 3
Dissatisfied 1
Very dissatisfied 1

Groups were asked whether they would recommend ETF to others. The
responses are shown in the table below:

Yes 20

No 1

Groups would recommend ETF to others for the following reasons:

1 Because you are good in what you do for everyone

1 Because you get lots of information, and help, and it brings
people together

1 Edinburgh Tenants Fed eration have shown excellence in
supporting groups by providing knowledge, training and
opportunity to be involved i n making communities more vocal
and confident in what can be done.

1 Edinburgh Tenants Federation not only help it's members
practically and a dvisory, it bring s people together and fights for
better standards (housing) for its members and all tenants.

1 Excellent, informative and comprehensive. A lot of thought and
effort goes into everything your organisation produces.

1 I'know, from past experien ce, how helpful the staff of Edinburgh
Tenants Federation are and their volunteers. | would not
hesitate to contact Edinburgh Tenants Federation on behalf of
RTO.

91 Iltisinvaluable to have, not just guidance but reassurance when
preparing essential documen  ts for submission, i.e. Accounts, etc.

9 First class organisation, fit for purpose

1 Good to meet other residents' groups and good help with
problem landlords

1 Itis always good to have backup

9 Our partnership is very new so cannot say a great deal except so
far | feel if there is a problem | need to discuss help is always
there .

1 They are a wonderful, caring organisation
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6.2.5

6.2.6

1

1

T

They helped us immensely in initially setting up and throughout
our membership, were always willing to help if any problems
arose we needed guidance / advice on dealing with

Various tenants h  ave spoken to us from other are as. We have
given them your details on many occasions.

With your help we as a committee operate with more eas e
knowing you are always there when required

Groups would not recommend ETF for the following reason:

T

Mostly not relevant

The effectiveness of our work

Our service level agreement with the Council requires us to ask our
members how effective they feel our support has been.

The table below outlines the questions asked and the responses given

Not Dond No

Criteria Fully | Partly atall | know | answer

strengthened and unified
tenants and residents

organisations in Edinburgh 14 3 0 3 1

co-ordinated and represented
tenants and residents
organisations on strategic

city-wide initiatives 13 4 0 3 1

promoted tenant s
generally, but specifically
with regard to housing

services 15 4 0] 1 1

provided a means for
exchanging information,
mutual support and collective

action by tenants 15 3 0 2 1

provided relevant and clear
information and analysis on

current issues 15 3 0] 1 2

Priorities

Groups were asked for their top three priorities for ETF to work on in
the coming year. Replies included:

= =4 4 4 -4 -4 -4 -4 -8 -

A fight for our district

Anti social beh aviour

Consistent service in all areas

Continue support

Council involvement with private landlords
Council tenants

Courses

Dog fouling

Fund Raising

Housing Association Tenants
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Helping to get our grant

Housing Association participation

Housing Benefits 1 changes

Housing lettings (allocations)

Housing provisions

Involving more groups

More training for groups to help run their groups financially
Neighbourhood Environmental Partnerships

Parking

Promote city wide tenants association to grow collectively
Promote tenants rights

Proposed benefit change

Provide all relevant information

Quiality of services

Rents

Repairs

Street meetings

Tenants / Residents priorities/ wellbeing

Voluntary workVunerable Tenants

=4 =4 4 -8 —a -4 -4 A -8 _—a -4 -8 -8 -4 -4 -4 -5 -9 9

Groups were invited to make any other comments which included:

1 As anew group we are just finding our feet so do not have at the
moment any priorities to list

9 Carry on the good work, we would be lost without you

1 Edinburgh Tenants Federation does a wonderful job and
Edinburgh tenants would be at a loss withou tit - keep fighting.

1 Instead of having the convernor have a general secretary to lead
the Federation

1 Keep up the great work!

1 Many members have commented upon the lack of maintenance
of council -owned land. The Task Force is responsible for the
removal of litter / weeds. What has changed? Unkempt areas
are now the norm.

1 Over crowding parking in our car park where some tenants have
motor homes plus cars. Window cleaning vans plus cars and car
park is being used as a garage.

6.2.7 Conclusion

The response rate from members groups this year was 21 out of 60;
35%surveys returned, compared with 17 out of 45 last year; 37.7%.

Overall seventeen members stated that
three said they were &Gatisfieddéwith their membership of ETF, while
only one group was d@issatisfieddéand another group was dery
dissatisfiedd@ Twenty groups would recommend ETF to others, with only
one group stating that they would not recommend ETF.
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7.0

Looking at the results of both surveys, it is clear that events such as
Federation meetings and the Annual General meetings continue to be
popular, as it allows our members to interact with each other and
network. Attendances at events to promote our 20" Anniversary were
popular, however as these were all one off events, the Federation will

have to think about future events which would attract a good

attendance.

From those that responded to our survey, it would appear that member
groups continue to view the Federation as a service provider, while
individuals continue to regard it as a means of representing tenants
and acting on matters of collective concern. This was the same picture

that emerged last year.

This year was a very successful year for the Federation as our 20"
Anniversary generated a lot of publicity and very positive feedback.
The Federation must build on this and ensure we continue to represent
the views of tenants across Edinburgh.

Comparison 2010/11 against previous years

Comparator 2010/11 2009/10 2008/09 2007/08
Number of indiv idual

surveys issued 151 163 145 135
Number of individual

surveys returned 42 47 63 61
% Response rate 27.8% 28.8% 43.4% 45.2%
Member ship of t

group 29 34 37 39
% member ship of

group 69% 72.3% 58.7% 64%
Number of group surveys

issued 60 45 48 50
Number of group surveys

returned 21 17 18 25
% Response rate 35% 37.7% 37.5% 50%
Satisfaction

Very satisfied 81% 52.9% 55.6% 50%
Satisfied 14% 35.3% 38.9% 41.7%
Neutral 0% 11.8% 0% 4.2%
Dissatisfied 5% 0% 0% 4.2%
Very dissatisfied 0% 0% 0% 0%
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8.0

Recommend ETF to others

Yes 95% 94.1% 100% 79.2%
No 5% 5.9% 0% 4.1%
Not sure 0% 0% 0% 16.7%
No comment 0% 0% 0% 0%

These figures show that the number of individuals involved with the Federation
has been consistent over the last few years.

We are pleased to note that as well as our member group numbers increasing
this year, the percentage of member groups happy with the service Edinburgh
Tenants Federation provides has increased significantly.

It should also be noted that the percentage of groups happy to recommend the
Federation to others has been consistently high over the last few years.

Appendix One

1
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: Groups responding to the annual survey:

Belgrave Place Residents Association

Brandfield Residents Association

City Centre Forum

Craigour Drive and Green Owners and Residents Association
Crewe Excluded Residents

Dumbryden Neighbourhood Council

East Pilton Crewe Tenants Residents Group

Gordon Street and Manderson Street Residents Association
Hailesland Park Neighbourhood Council

Hyvot & Moredun Residents Association

Laichfield Community Association

Maidencraig Court Residents Association

North Sighthill Residents Association

Oxgangs Central Residents Association

Prestonfield Tenants & Residents Association

Redbraes Residents Association

Restalrig 4 Streets Residents Association

Restalrig House & Lochend House Residents Association
Saughton Mains Residents Association

Southhouse and Burdiehouse Residents Organisation
Westburn Village Neighbourhood Council
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