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Executive Summary

1. Context
In 2008 OceanHousing commissioned Feedba8irvices to carry out a STATUS survey.
Both the general needs tenantnd shelered tenants were included in the survey, which
took place betweenOctober and November 2008. The results form the two groups are
combinedinto this report but the sheltered tenant results and those of five area subgroups
are shown separately within the pert.

Postal surveys are an important way of gauging how satisfigdentsare with service

delivery. They provide a snapshotmasidens 6 vi ews at a particul ar
using the STATUS questionnaire used by Feedt®lices is that the survey can be

repeated and results compared over a period of tirBatisfaction aDceanHousingcan also

be compared with satisfaction levels at other landlords that have used the STATUS survey.

2. Overall Results
On the wholeOceanH o u s itenamt8 arevery pleased with their homes and the services
provided by their landlord58% of tenants responded to the survey and the levels of
satisfaction are demonstrated in the foll ow
remember):

89% are satisfied withhe services provided by their landlord
90% are satisfied with the quality of their home

87% are satisfied with thgeneral condition of their home
84% are satisfied with ttkeneighbourhood as a place to live
91% feel they obtain good value for money froheir rent
8% bund staff helpful*

90% are satisfied with the overall repairs and maintenance service*

Between 86% and97% who had a repair completed in the last 12 months rated all

aspects of the actual work @gooddor &ery goods

87% feel thalDceanHousingkeeps them well informedbout things that affect them

81% think that their landlord takes account of their views*.
B 77% are satisfied with the grass cutting and 75% with the cleanliness of the communal

areas

3. Comparison with previous sur vey
Compared with the pr e\w) satiskctios levels ehgvé generalys ul t s
remained about the same, but this should be seen as positive given the already high levels of
satisfaction and the difficulty of maintaining such high standardshéaverall satisfaction
89% are satisfied, as in 2006t the repairs servicand the attitude of workers are up 1%;
the value for moneyand ease of contact remain at the same levels. Satisfaction with the
neighbourhood and quality of the repair work ip @ little but some aspects show reduced
satisfaction. On the outcome with an enquiry and keeping tenants informed 4% fewer are
satisfied. 1% fewer are satisfied with their home and 2% with its condition
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Comparison with other landlords

The results of the survey were compared against the results of eight other landlords who

have similar characteristidt®e Oceanand who have had STATUS surveys within the last 3

years. GenerallyDcean Housing tenants recorded satisfaction levels well above ¢lee p

group average and theational averages of all landlords who have completed STATUS
surveys in the |l ast 3 years. Overall, 89% of
than the average and joint hi g h forsthe ovefall t he g
repairs service (andomeaspects of the last dap-day repair), the value for money of the

rent, the helpfulness of statheir ability to deal with the problemand the account taken of

their viewswere all highest of the group and itas joint highest on the quality of the home

Conclusion and recommendations

The results from the survey demonstrate that tenants believe t@aean Housing is
providing avery good housing service. Overg0% of tenantsre satisfied with the landtd
services and tenants are clearly impressed, awarding high ratings for the quality of the home
(90%),their neighbourhood84%), helpfulness of staf9%0) and all aspects of tluayto-day
repairs service&6%- 97%).

Compared with the previous suryed s r e s6y Isdatigfactign 2irBean Housind s
performancehas generallyemained at the already high levels; this should be seen as positive
The key drivers on tenant satisfaction ahe repairs service, thgualityof the home andhe
accounttale n o f t e nlanpraveni@ntsvin tikesesareas are likely to lgrimproved
overall satisfaction

Recommendations

It is clear that thevastmajority of tenants are satisfied with their landlord and the overall
services. Satisfaction levels are highdacompare very well with other landlordéut as the
goal must be to achievaigher satisfaction stilhe following are suggested.

B Local problems and anti -social behaviour

Around a fifth of tenants feel there are problems on the estates with disraptiv
children/teenagers, noisy neighbours asidinken or rowdy behaviour.16% of tenants
reported antisocial behaviour within the last 12 months and maxperienceddifficulty
getting these problems resolved2% found it difficult to contact the right pens, 26% felt

the staff could not deal with their problem ar8D% were left dissatisfied with the outcome.
Whilst the numberof tenants is relatively small and the Association compares well with
others on this issuethese types of problems can have a sasaletrimental affect andan

lead toa lack of confidence in how these matters are dealt with. Whilst considerable work is
already done in this area, it may be necessary to review procedures to see if further
improvements can be achieved, as this isylikelresult in increased satisfaction overall.
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B Repairs and quality of the home

The repairs and maintenance servisesea as the most important servicand isthe main
reason residents have contact with the Associati@m the face of it there is litg problem

as 90% say they are happy with their home and 90% are satisfied with the repairs ardvice
these aspects compare very well with other landlords. However, they are the key drivers for
overall satisfaction and satisfaction with the quality of tleene and its condition shows a
slight decrease since the last survey in 2006. It is, perhaps, difficult to see how satisfaction
can be improved much further but the key driver analysis suggests that if these can be
improved it is likely to result in impneed overall satisfaction. This analysis also points to the
quality and speed of work and the most important factors and further work here could bring
about dividends.

B Local housing surgeries

The survey asked tenants to say how useful they felt the logasing surgeries were. 55%

of fered 6éno opiniond possibly because they
16% said they foundthev er y useful, 3% said they didnot
27% said they do not use them but prefer t@ivithe main office. Whilst these clearbffer

an important service to some, particularly those unable to travel to the main office, the level

of support is very limited and the Association needs to question the costs and benefits of
their continued useThere may be other ways of communicating, see below, which could fill

the gap if it was felt that they were no longer viable.

B Use of the Internet

The survey shows tha9% of tenants have access to the Internet and this is increasing,
particularly amonghte younger tenants. There is considerable support for accessing services
through the Associationds website, 56% said
rent and 29% would get a rent statement. Also 20% said they would like to email staff,
althoudn, currently only 1% of contact is by this methdslome of these services are already
available, such as paying rent and reporting complaintsiaewl tihpe apparent support for the

use of the Internet it suggests work could be done to extend the rangeeofices offered

through the websitestill further. However, the current take up is small saportantly there

is a need to substantially raise awareness of this facility if the take up is to be increased.
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Executive Summary Chart Comparison with other landlords, peer
group and national averagesKey satisfaction questions% of general
needs and sheltered tenants (excludes don't know, can't remember and
no opinion)

Services provided by landlord

General condition of property

uality of home/accommodation 37%
Quality 90%
Neighbourhood
Value for money of rent
91%
Ease of getting hold of right person
Satisfaction with outcome of contact
Repairs & maintenance
90%
Accounttaken of views
Keeping tenants informed ¥
0
50% 60% 70% 80% 90% 100%
National average ¥ Peer group average B Ocean Housing
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1. BACKGROUND INFORMON

1.1 STATUS
STATUS is a standardised tenantsod6 satisfaction ¢
funded by an Innovation and Good Practice Grant from the Hou€ioigporation.

The STATUS questionnaire is endorsed by the Communities and Local Government department
(CLG) and theTenant Services #hority. The questionnaire has been evaluated and piloted by the

Audit Commission, and the Housing Inspectorate uses STAHRY part of its review of landlords.

The STATUS questionnaire collects information used for three of Teeant Services Authorify s

Key Performance I ndicators (which correspond wit

The STATUS questionnaireas originally designed to be used by social landlords to survey tenants in
general needs (and sheltered housing). It is designed to be a baseline survey, which can be repeated
after a number of years, and allows for the comparison of data between diffeoerdl landlords, as

an integral part of the best value regime and continuous improvement. In 2008, the questionnaire
was updated and individual questionnaires for leaseholders, Housing for Older People and supported
housing tenants were introduced.

1.2 Ocean Housing

OceanHousing is a housing associatisith a stock of some 2,700 general needs and 725 sheltered
properties in the Restormel, Caradon and Carrick districts of Cornwall. It was originally established
following a stock transfer from RestohBoroughCouncil. The Association is part of the Ocean
Group; their head office is in St Austell.

The samequestionnaire was sent to general needs and sheltered tenant®esanHousing have
asked for the results of the two groups to be reportedgether; this report, therefore, is based on
the combinedresponsesrbm the general needsnd sheltered tenants but section 4 includes a
breakdown of the results from the chosen subgroups including the sheltered tenants

1.3 Aims of the survey
The aim of he survey was to generate a benchmarkresidentsatisfaction, which would allothe
Associationo:
A Update the demographic and soggonomic profile ofts residents
A Provide an up to date picture ofesidens 8 sati sfaction witeh their
serviceghe Associatiornprovides
A Compare the performance dbceanHousingas a landlord with other social landlords who
have used STATUS surveys
A Compare the results with the previous survey carried ou2B05.
A Inform decisions regarding service rews.

Feedbackervices was chosen as it provides standardised survey $omhichare used by a number
of housing associations and local authorities, providing the opportunity for benchmarking.

Feedback ServicésMain Report Page 10
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1.4 Survey methodology

1.4.1 Planning the survey

OceanHousingfirst contacted the Feedback Sengcabout carrying out a tenant satisfaction survey
in September2008. A proposal was submitted tothe Associationand Feedback Servicewas
commissioned taarry out the work.

1.4.2 The questionnaire

The survey used the tast version of the STATUS questionnai(eee Appendix @.1) with the
addition of some specifically designed questions for Association The tenant questionnaire
comprised of49 questions in the following categories:

Information about the household (QD9)
Housingand services (QQ- Q15)
Contact with landlord (QB-Q23)
Internet access and use (QXA25)
Repairs and maintenance (@228)
Communication and information (£9-Q31)
Anti-social behaviour (32-Q36)

Future plans (@7-Q38)

Additional questions(Q39-Q40)

Any other comments (1)

Background information (g2-Q49

D>y DD D D D D

1.4.3 Property information

OceanHousingsuppliedFeedback Servicesgith background information, drawn frorts database,

on the properties in management. This information included infoanatin property typeand size

This information was used for the administration of the survey, to control the mailing process and to
ensure the statistical reliability of the survey.

1.4.4 Sampling and subgroups

Planning for the survey took place $eptenber 2008.At that time, OceanHousingmanage,375

properties that fell within the groups appropriate for the STATUS survey. A decision was made to

send a questionnaire to a sample 051 tenants.Five geographisubgroups were chosen for more

detailed analysis Clay Villages, Newquay, Outlying areas, St Austell and St Blazey plus the
Associationfds sheltered and supported properties

1.4.5 The survey process

The survey was planned to take place during aneek period. Three individual mailings toolagé.
Feedback carried out the administration of the first mailout, which was sent out®nOctober
2008, this consisted of a copy of the questionnaire, a covering letter written by FeedBgpe(dix
10.2) and a replypaid envelope. All questionnaireske returned to Feedback. After two weeks,
Feedback sent amgsidentwho had not responded a reminder postcard asking them to complete
the questionnaire. Feedback sent a second covering letter, questionnaire angaé&blgnvelope to
residentswho had sill not returned the questionnaire after a further two weeks. The survey period
was closed or22h November 2008~vhenthe final questionnaires were sent for data entry.

Feedback ServicésMain Report Page 11
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1.4.6 Use of incentives and response rates

Incentives were used to boost the responsse. Questionnaires were drawn at random from those
returned andthree lucky winners won prizes dil50each The overall response rate wa8%with
875 questionnaires returnedf the 1,501 sent out

1.4.7 Sampling, response rate and statistical reli ability

For the overall results, Feedback aims at4% accuracy at the 95% confidence level. This means
that, for exampl e, if 35% of tenants answered,
out of 100 that the correct figure for all tenantsill be between 31% and 39%. For the results when

the tenant data is analysed fail tenants,875 responses were achieved. This response was high
enough to conclude that any figures quoted at this level are acctwatgthin +/-2.9% accuracy for

all terants. An accuracy of +10% is acceptable for subgroupBigure 1.1 below shows the

breakdownby subgroup
Figure 1.1Tenure Type Number | Sample | Number | Response| Sampling
of size returned rate error (%)
tenants
General Needs

Clay Villages 575 256 131 51% | +/-7.9%
Newquay 415 184 101 55% | +/-8.5%
Outlying areas 476 212 133 63% | +/-7.3%
St Austell 800 356 203 57% | +/-6.0%
St Blazey 398 177 85 48% | +/-9.5%

Sheltered Housing
Sheltered and supported housing 711 316 222 70% | +/-5.5%
Total 3,375 1,501 875 58% | +/-2.9%

1.4.8 Weighting and representativeness

The raw data has been checked to take into account any differences between the responses and the

total residentpopulation. The number of bedrooms was used to check the similarity between the
retumed questionnaires and the propertyntattda ok nfears ¢
of the response)Because of the different levels of response, weightings have been applied, the full
details are contained in the data tables

15 Guide to the su rvey reports

This report forms part of a series of reports based on the sus/effOceanHousing tenants. This
report is the survey report, and is based on the data found in the other reports.

Survey report (written report)

Part 1: Standard analysisrebponses (data tables)

Part 2: Individual comments (text comments)

Part 3: Subgroup analysis (data tables)

Part 4: Comparative Data Analysis (data tables)

Part 5: Response by ethnicity (data tables)

Feedback ServicésMain Report Page 12
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Please note that throughout this report some data table s and results displayed may not

add up to 100%; this is the result of rounding up or down. This can also happen when

two percentages are added together; the percentages in the text can differ from the

percentages in the charts by 1%. Also, results are disp layed, where applicable, excluding

those that gave a no opinion or dondt know respo

Feedback ServicésMain Report Page 13
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2. OCEANMOUSING TENANTS

The following chapter examines the different household demographite @ceanHousingtenants

2.1 Length of tenancy

The majority oftenants have been witceanHousing, or the council prior to transfefor some
time; 45% have been tenants for 11 years or more W% tenants for 21 years or more. However,
16% of tenants say they are new to the Association within the last two yééfsin the last year. The

remainingd4% have been tenants for between3and 10yearss % coul d.indt r emember

Figure 2.1 Length of tenanc

Don't know/
can'tremember

W 21+years

27%
m 11-20years

6-10years
Ocean

tenants
3-5years

= 1-2years

B Under 1 year

2.2 Household composition

Figure 2.2 below shows the breakdown of the tenant population by householdligpge numbers
of households contain der people 49% of households are either single people aged 60 or over
(32%)or couples (1%).

Figure 2.2 Household compositio

B Adultsunder 60 Older adults Families Other

49% 21% 11%

There are, however,21% families with children under 18% oneparent and12% two-parent
households, as well a$9% of small households with people under &8% single an@% couples.
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The remainder are households with three or more adul®é4) or others 8%). There is an average of
2.1people per household, which is relatively low compared to many other social landlords; there are
0.4 children under 16 and Dpeople aged 60 or oveper household. 8% of households are headed

by a female tenant.

2.3 Age of tenants

The age profile shows a mixed randayt there are quite a number of older tenants, which
consistent with the household profile, in fact, 50% ohgipal tenants are aged 60 or over. Of these,
19% are 75 to 84 and 7% are 85 or over. This represents a lot of older people and showmaimgt

of this group live in the general needs propertias well asthe specifically designed sheltered
schemesthis should not be forgotten when designing services for this older age group. There are,
however, younger tenants, although jus3% are aged under 35 with the remainiBg§% aged
between 35 and 59.

Figure 2.3 Age of principle resider

7% 85+ years
19% ' 75-84years
15% 65-74 years
9% H 60-64 years
Ocean
tenants (Base 9% W 55-59 years
813)
15% 45-54 years
14% 35-44 years
8% W 25-34 years

5% W 16-24 years

2.4 Ethnic origin

The vastmajority of OceanHo u s iresigddesnt s cl assi fy theBWsaefthees as
tenants. There are very few from other backgroun@dthoughl1% oftenantsclass themselves as

6ot her. The kkhart leeldw shows the breakdown by main group classificatimh combines

White Briti s h wi t h 6Ot her Whited and White I|Irish tenat

Figure 2.4 Ethnic origin of householc

Ocean tenants
(Base 874)

0% 20% 40% 60% 80% 100%
Allothers Other White B White British
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2.5 Economic status

In terms of economic status24% of principal tenants are in employmenfi3 in fulitime
employment,9% in paritime employment an®% seltemployed), while more partners or spouses
are working 35%).37% of principal tenants are retired, as &8 oftheir partners. Unemployment
is just 3% for principal tenants arPs6 forpartners. 32%of principal tenants are outside employment
(21% permanently sick or disabled ahtPo at home lookig after family).

Figure 2.5 Work status of principal tenar

10% Not applicable
21% Other
11%
Permanently sick
11% 13% /disabled
Athome/ looking after

family
= Full-time student

B Retired

B Unemployed and
available for work

Government training
Self-employed

¥ Inemployment:part
time

B |nemployment:full
time

Principal tenants Partners

2.6 Income levels and sources of income
The graph below (Figure 2.6) shows the distribution of the total net weekly household income.

Figure 2.6 Household net incom W £1,0000r

more
£700-£999

= £600-£699
B £500-£599

Ocean ® £400-£499

tenants (Base

673) £300-£399

£200-£299
535 ™ £100-£199

B Upto£99

The vastmajority of households are on incomes under £300 per weg36 of tenants; @6 get less
than £100 ancb3% between £100 and £199ust 11%f households have higher incomes, with few
over £500 per weekj(st 26)
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2.7 Sexual orientation

The questionnaire also askasidentsto describe their sexual orientation; this is to allow monitoring
and theprevention of harassment and unfair treatmeiihe magrity of tenants {6%) classtheir
sexual orientation as heterosexualess than 1%f tenants said they are gay or bisexual, whlé
described themselves @stherd 20% preferred not to say.

Figure 2.7 Sexual orientatior

Ocean tenants (Base 667) 4%  20%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
B Heterosexual ™ Gay man Gay woman Bisexual M Other M Prefernotto say

2.8 Religion

The majority of tenants describe themselves as Christ@hdenominations)64% There are very
few tenants from othe religions but3% saythey have@nother religio® 25% say they have no
religion and8% preferred not to say.

Figure 2.8 Household religior

Ocean tenants (Base 775)

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

= None = Christian (All denominations)
Buddhist Hindu

M Jewish B Muslim

= Sikh Any other religion

B Prefer notto say
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3. OCEANHOUSINGATISFACTION RATINGS

The following analysis of results can be taken to represent the viewlsedDceanHousingtenants

and is accurate te-/-2.9%0Please note that the percentages quoted in the text and graphics may not

always add up to 100% besauof roundingAlso, where applicable, figures are quoted excluding
those giving 6no opiniond or 6dondt knowd answer

3.1 Overall satisfaction and key services

The vastmajority ofthe Oceard ®nantsare satisfied with the services provided by the Asition.
Theresidentsver e asked, oO0Taking everything into accoun
the services provided b®ceanHousing 89% of tenants said thegre satisfied with theservices

received of these52% feel very satisfied a2l fairly satisfied, ju€% are dissatisfied with the

service received anf% say they are neither satisfied nor dissatisfied.

Figure 3.1 Taking everything into account how satisfied or
dissatisfied tenants are with services provided by Ocean
Housing

37% 5% 4% &

—

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

W Very satisfied ™ Fairlysatisfied ' Neither Fairlydissatisfied W Verydissatisfied

Satisfaction with key services

The tenants are very happy with their homé&€% said they are either very satisfietb%o) or fairly
satisfied 41%) just 6% are dissatisfied with their home and a furthd¥ neither satisfied nor
dissatisfiedThey alsdfeelthat the condition of their property is good36% 42% very good and4%
fairly good however, &b feel that the condibin of their home is poor an®% neither good nor poor.

How the tenants feel about the value represented by their rent in relation to the services received is
an important measure of satisfaction and foceanHousing,91% feel the value for money of the
rent is good,54% very good and B fairly good; jusB% feel the rent represents poor value for

money 6% neither good nor poor

Figure 3.2 below shows the responses for these key questions.
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Figure 3.2 Tenant satisfaction with key services

Value for

money = Satisfied
General  Neither
condition of
property
Dissatisfied
Overall quality
of home

Satisfaction with support and advice
The tenants were asketlow satisfied theyare with a number of support and advice servicEgure
33bel ow show the responses excluding those that

Figure 3.3 Satisfaction with advice and support services

24% ¥ How enquiries are dealt
with generally

65% Support provided to
vulnerable tenants

Ocean

tenants 65% Support provided to new

tenants

= Advice on moving home

B Advice on rent payments

88% of tenants and were happy with the advice received about their rent paymentd%ustere
dissatiséd and11% neither satisfied nor dissatisfied% were satisfied with advice about moving
home;5% were dissatisfied ar86% of tenants neither satisfied nor dissatisfied. On support provided
to new tenants65% were satisfied50% dissatisfied) and for thgupport provided to vulnerable
tenantsalso 686 were satisfied8% of tenants being dissatisfied.
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Overall, 84% of tenants were satisfied with the way enquiries were dealt,Withwere dissatisfied.

Al though a number of t e nea totthese guastians, Whiclo have éen i on 6
excluded from the figures quoted above and in the chart below, these services have few dissatisfied

but quite a high number of neither satisfied nor dissatisfied. This could be because these tenants have

notusedtheser vi ces or have done very infrequently or
positive or negative answer. There is more detail about contact with the landlord provided in section
3.3 below.

Important of services to tenants
Tenants were asked toigk whichthree services from a list of standard services they felt were most
important.

The repairs and maintenance service is the most important service Tih of tenants placing it in
their top three. The next most importah service is the overall wplity of their home(53%) this
being closely linked to the repairs issue. Thirtkégping tenants informe{87%), next ighe value of
the rent (35%) followed by dealing with anrsiocial behaviour @), taking tenants views into
account (29%and ladly the neighbourhood as a place to live (27%)

Figure 3.4 Most impostant services

7% Repairs &
maintenance

53% B Overall quality of
the home

37% B Keeping tenants
informed

35% Value for money of
therent

33% Dealing with ASB

295; Taking tenants'
views into account

27% B Neighbourhood as
aplace to live

3.2 Neighbourhood and local problems

84% of tenants are satisfied with their neighbourhood as a place to live, whtsade dissatisfied.
All residents were then asked to indicate if a series of issuesagsroblem in their neighbourhood.
Figure 3.5 shows the responsefthose who said the issue is a very big or fairly big problem

The issue of most concern for all residents is car parkih§p of tenantdeel this is a very or fairly
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big problem in theaineighbourhood this is a difficult problem to address as most of the estates were
built at a time when car ownership was much below that of today and there is little available space
for additional parking areadlext is litter and rubbisi{24%)and a nurbher have problems witmoisy
neighbours (21%and disruptive children/teenagers (20948%of tenants think that dug use and
dealing isa problem in the area but very few are concerned about racial harassment or abandoned
cars Some of these issues arbe cause of angocial behaviour and the section below shows how
the tenants feel the Association deals with such instances.

Figure 3.5 Local problems (% very big or fairly big problem)

crparcs [

Noisy neighbours 21%

Disruptive children f teenagers 20%

Drunk or rowdy behaviour 17%
Drug use or dealing
Petsand animals

Noise from traffic

Vandalism and graffiti

People damaging your property - 7%

Other crime 6%
Racial or other harassment 4%
Abandoned or burnt out vehicles 2%

Anti-social behaviour

16% oftenants had reported ansocial behaviour tdDceanHousingin the past 12 months. For
those tenats who had reported the problem to their landlor8%%found it easy to contact the right
person,although32% found it difficult. More tenants found staff helpfuf (%), although14% found
staff unhelpful.Just undetwo thirds of tenants found staff &vto deal with their problem §0%)but
26%found them unable to deal with their problem.

With regard to the different aspects of how their report was dealt with, most were satisfidélo
were satisfied with the advice given by the staff about the isstienly 58% were happy with the
way they were kept informed about progresk3% and22% respectively were dissatisfied. With the
support provided by staff throughout the proce86% were satisfied, althoud®% were dissatisfied
and58% were satisfied wh how the report was dealt with and8% with the speed it was dealt with.
48% of tenants felt satisfied with the final outcome of their report BO% were dissatisfied an23%
neither satisfied nor dissatisfied.

Figure ¥x bel ow shows tpbnses todowatheir srsocial doshaviour report was
handled.
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Figure 3.6 Satisfaction with way in which anti-
social behaviour report was dealt with

The final outcome of your report

Speed with which your report
was dealt with

How the reportwas dealt with
Supportprovided by staff 21% 19%

Beingkept informed 21% 22%

Advice provided by staff

0% 50% 100%
M Satisfied Neither Dissatisfied

Estate services

The tenants were also asked to show their satisfaction or dissatisfaction with a range of services
provided in their street or area for the upkeep of communal aré@snerallythey feel the services

are good with very few dissatisfied. 77% are satisfied with the grass cutting (13% dissatisfied) and 85%
with the arrangements for the disposal of rubbish. However, only 53% are satisfied with the
gaidening services, but just 8% arbssatisfied and 39% neither satisfied nor dissatisfied. 68% are
satisfied with the overall maintenance of the communal areas; 12% are dissatisfied.

Figure 3.7 Satisfaction with estate services

Maintenance of
communal areas

Gardening services (if
supplied}

Rubbish disposal

85%
arrangements

Cleaning of communal
areas

. | | |
General cleanliness of

area

Shrub bed
maintenance

Grass cutting

0% 20% 10% 60% 80% 100%

3.3 Customer Care

The vast majority of tenant8§%) had contacte@ceanwithin the last 12 months.
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Method of contact

When communicating witldceanHousingthe vast majoritytelephoned 8%, howevei7% vsited an
office; only 2% wrotel% used ema@ind 2%other methods.

Figure 38 How residents last Ocean
contacted theAssociation tenants

Phoned 89%
Visited Office %
Wrote 2%
Email 1%
Other 2%
Can't remember 0%
Responses 711

Reason for contact

The most common reason for the tenants to contd@teanHousingwas to report or enquire about

a repair,70% of contactfrom the tenantswas for this pupose.However, 86 made contact about

their rent or housing benefit3% about a transfer or exchand&babout neighbour issueg% about

garden or communal areas a®®o on otherissues 2% coul dndét remember the

contact Some oftherasons given for contacting the Associ ¢
gas check, improvements, a new shower or moving home.

Figure 39 Reason for last contact Ocean
tenants

70%
8%
3%
2%
8%
Other | %
NBEYSYoSNJI 2%
Responses 654

Quality of contact

The residentggenerally had a gooexperience when making enquiriég% of tenants found getting
hold of the right person easlyut 15%found it difficult. More found the staff helpf@9% and83% of
tenants felt they could deal with their probleralthough 1% felt theyc o u I. @mitté final outcome
of the enquiry73% tenantsvere satisfiedut 18%were left dissatisfiednd 9% wee neither satisfied
nor dissatisfied

When looking at the reasons for the tenants to make contact, the issue causing Hateglr
dissatisfaction was garden or communal areas, whilst few made contact for this reason only 30%
were satisfied with the outame but 50% were dissatisfied. Also, with enquiries about transfers or
exchanges, more were dissatisfied (40%) than satisfied (38%). However when making contact about
repairs 79% were satisfied and only 14% dissatisfied.
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Figure 3.10 Satisfaction with customer contact

Satisfaction
with the final
outcome

Could staff deal
with the
problem

Helpfulness of
staff

Getting hold of
the right person

W Satisfied B Neither Dissatisfied

Satisfaction with different aspets of customer service
The questionnaire asked the tenants to rate a series of different aspects of customer service covering
the different staff, when visiting the office etc. Figure 3.11 below shows the responses.

Figure 3.11 Satisfaction with customer care

Visiting your local Housing Surgery
Visiting the office
Enquiring about your service charge
Transfer enquiries

Enquiring about improvements to...
Repairs enquiries
Rentenquiries
Reponse to phone calls
Response to written enquiries
Other staff

Your area Housing Officer

0% 20 40% 60% 80% 100%

B Good I Neither Poor
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Most tenants are happy with the wahdir enquiries are dealt with. The staff receive high ratings,
81% think their Housing Officer is good and 91% the other staff. 74% say that visiting the office is
good but fewer, 56% feel the same about the local housing surgeries. 89% of tenantstfted tha
response to phone calls is good and 88% on repairs enquiries. However, only 51% said their
experience of making transfer requests was good and 52% when making service charge enquiries,
although very few are actually dissatisfied, 6% and 3% respettinet3% and 45% felt the contact

was neither good nor poor.

3.4 Internet access and use

29% of Oceands tenants said that they have acces
promote new ways of contacting them in the future, the sunasked which services the tenants
would like to access on the website.

Figure 312 Services to access Ocean
tenants

Reporting repairs 56%
Paying the rent 23%
Getting a rent statement 29%
Emailing staff 20%
Making a complaint 26%
Getting newsletters/aher information 21%

Other 6%
226

As shown abovethere is quiet a lot of support from those with Internet access for using different
services through the Associationds website and
extending the options fuhter. The most popular service would be to report repairs, 56% said they

would be interested in using this featyref the others there is more or less equal support ranging

from 20% who would like to email staff to 29% who would like to get a rent staten® gave

other reasons, principally around benefit advice.

3.5 Repairs and maintenance service

76%of tenants( ex cl udi ng t hose tHadhtdadacepairtothpleiedin theelaste mb e r )
twelve months.Overall 90% of tenants (who had an opinioaye satisfied with the repairs and
maintenance servicdust7%of tenants are dissatisfieahd3% neither satisfied nor dissatisfied

With regard to the dayto-day servicesaisfaction tended to beevenhigher as shown in Figure 381
below. The aspect®f the work once on site were a little better than the service received before a
worker arrived. 94% of tenants felt the speed of work to be good, 93% the quality, 97% the attitude
of the workers and 95% their ability to keep dirt and mess to a minimuoaever slightly fewer
tenants thought the information received about when a worker would call was good (90%) and 86%
the time it took for a worker to call; 8% and 9% respectively felt these aspects were poor.
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Figure 3.13 Satisfaction with day-today repairs

Ability to
minimise dirt and
mess

Quality of repair

Attitude of
workers

Speed at which
work completed

Time taken before
work started

Being told when
work would start

Overall
salisfaction

3.6 Resident communication and informatio  n
The residents were then asked a series of questions abootmunication and information.

Preferred methods of communication
The residentswere asked to show which methods they pref@ceanHousingto use to inform them
or consult them about issues wiiignay affect themFigure 3.4 below shows the responses

Figure 3.14 Preferred methods of contact

By letter 80%

Telephone call

Personal visit

Magazine or newsletter

By email

Residents’ groups or forums
Open meetings or AGM
On-line forums

Other

0% 10% 20% 30% 40% 50% 60% 70% 380% 90%
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The vast majority ofesidentssaid that one of the preferred methods is by lett€0% of tenants

chose this option; the telephone is also popula2%dlike this methodA personal visit is prerred

by 2% oftenantsan89%% | i ke t o receive newsletters but f ewe
forums ©%) or open meetings6@o). However,11% of tenants like to receive communication by

email. This is quite interesting in that by far the mestpular way for the tenants to contact the
Association is by phone.

Information and account taken of views
Ocean Housingis doing a good job in keeping itesidentsinformed; 87% of tenants feel the
Association is either very good or fairly good, 0Bt of tenants feel poorly informed.

Als0,81%( excl udi ng t h o sare saisfiedhwithdthe avay dhp Assdciationétgkes their
views into account8% are dissatisfieand11% neither satisfied nor dissatisfied

Figure 3.15 Satisfaction with informationand
consultation

Accounttaken of views

Keepingtenants informed

0% 20% 40% 60% 80% 100%

N Satisfied Neither Dissatisfied

3.7 Future plans

17% of thetenants felt it was very8%)or fairly (9%)likely that they would move from their current
home in the next 3 years.Three quartersof tenants felt a move was unlikely506) and9% were
unsure.

Of those tenants who felt that they were likely to movetime next three years63% would still want
to rent from OceanHousing while 5% would like to rent from another housing associatiob%o of
tenants would like to rent from acouncil but none from a private landlord A small number of
tenants would considebuying a property outright1%) or by shared ownershipl@o). A few wanted
to move to sheltered accommodation3¢s). A number of tenants did not knowi§%) or would
consider other alternativesr@o) these included an exchange, moving out of the arearapwae to be
with relatives.
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Figure 3.16 Where tenants are likely to mov

52y Qi
Other 7% 16%
Sheltered
accommodati
on3%
Shared
ownership
(i.e.part

rent, part buy) .
1% \/%
Buy own
property

(mortgage, bu
youtright) 1%

\Rentfrom

Ocean
Rentfrom Housing 63%
Rentfrom Rentfrom another
private council/local housing

landlord0%  authority 5%  association
5%

3.8 Preferred methods of rent payment

Even with the availability of different payment methods the most popular still remains a visit to the
local Post Officg51%) this is despite the number of recent closures, particularlyural locations.
Direct debit is popular with 23% but very few would consider paying on line or at the office.

Figure 317 Preferred methods of rent Ocean
payment tenants

' hOSlyQa 2FFAO0OS o 6%
%
6%
235
519
10%

3.9 Local Housing Surgeries
Finally, the tenants were askdww useful they thought the local housing surgeries held on the
estates were. 55% offered no opinion, possibly becaubee y di dndt know about

t

used them. Of the rest 16% find these surgeries

said they do not use the surgeries but prefer to visit the main office.
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4. DEMOGRAPHIC INFNAERND SUBROUPS

The Feedback database contains dewanfmore than 500,000 social housingsidents Analysis of

this data shows that some types of households tend to have higher levels of satisfaction with their
housing services than other types of households i OceanHousingsuvey proved to be no
exception.This chapter shows the influences bnh e A s s deoantaagainst thé lssy measures

of satisfaction as an indication of how the demographics effect satisfaction.

4.1 Type of Household

With Ocean Housing the results follow the pattern found in other STATUS surveymit the
differences are small agenerally satisfaction is high acras®st household groupsThe older
households are the most satisfic#b% of single householdgyed60 or over and 91%of the older

couples are satisfied with the services received compare8%®s of younger single households and

87% of younger couples. There is a slight difference with the families, who are generally less satisfied;
the one parent families arfairly pleased with &% satisfied buiewer, 80% of two-parent families are

so.

Figure 4.1 Satisfaction with overall landlord service by
household type (% very or fairly satisfied)

All households ' — 89
One adult under 60 | f l T l ] 89
One aged 60 or over | [ : T I | 95%

Two adults both under 60 | ’ l T l | 87

Two adults, at least one over 60 | [ ! ! ] ] 91
Three or more adults 17 or over | f l T l ] g
1-adult family with child/ren | r l : l | 85%

2-adult family with child/ren | c I I !I 80%

0% 20% 40% 60% 80% 100%

4.2 Age of tenant

There is a more obvious difference when looking at the age of the tenants, satisfaction gets higher
with age.On each measure shown in Figwt& below, the older teants are the most satisfieaf the

three age rangeghose aged 359 are more satisfied thathose under 35on all the measures
except for satisfaction with theralue for money of the ren{1% less)As an example, on overall
satisfaction with the serves received, 80% of tenants aged under 35 are satisfied, 85% of those 35
59 and 94% of those aged 60 or over.

The difference between the younger age group and the older group ranges8¥omith thevalue
for money of the rentto 23%for the general condion of their property. The 3559 group are4% to
14% below the older group.This is consistent with other surveys which show that older tenants,
particularly those in sheltered accommodation are more satisfied than their younger counterparts.
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Figure 4.2 Difference in satisfaction ratings by age

o 93%
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88%
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Value for money

Neighbourhood | 7?[% ‘T 9
S——
———|T

9
Services provided 5%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%100%

General condition

Quality of home

Over 60 years old 3510 59 years old ¥ Up to 34 years old

4.3 Length of tenancy

The pattern found at other landlords as regards satisfaction and length of teisiinat new tenants

are generally around the average in satisfaction and then satisfaction falls after the first year before
rising as the tenure grows tger. OceanHousing generally follows this pattern with the new tenants
broadly as satisfied with the service as thosé&-df0 year andlLl to 20 yearsand those of21 years

or more the most satisfiegdthoseof 1-2 yearsbeing the least satisfied.

As an example, on the overall satisfactioB®% of new tenantsare satisfiedjust 1% lessthan the
average across all groug89%),this thenfallsto 79% of those with the Association for-2 years,
thenrisesto 88%for 3-5 yearsthento 8% for 6-10 yearspack to 8% for 11-20 years andhen up

to 96%for those of21 years or more. This may be that tenants are very pleased to receive an offer
of a home initially, some of whom will have waited for some time, but perhaps expectations rise a
little after they have settled in to their new homeThe pattern issimilarfor overall satisfactionvith

the repairs servicavhere 86% of new tenants are satisfidtljs thenfallsto 72% for the 1 to 2 year
tenants,up to 84% for 35, 91% o0f6-10 year tenants and risirfgrther to 95%for those ofboth 11-

20 years an@1 years or more.
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Figure 4.3 Difference in satisfaction ratings by time with
landlord

Keeping tenants informed

Accounttaken of views

Repairs & maintenance

Satisfaction with outcome of contact

Ease of contact

Value for money

Neighbourhood

General condition

96%

Quality of home : :
i 95

96%

Services provided
8%

40% 50% 60% 70% 80% 90% 100%

21+years 11-20years 6-10years

W 3-5years W 1-2 years ¥ Under 1 year

4.4 Economic status

For the OceanHousingtenant population those ifulFtime work are quite a bitless satisfied than
the retired, similar tothe permanently sick or disablehdthe unenployedwith those at home with

a familygenerally the least satisfiethis could very much be linked to the age issue as much as
anything.

As an exampl e, on overal/l s a t Wosafe asatisfiedoasrosavthet h

groups, but on 86% for those in fultime work, 87% unemployed94% retired and86% at home
with the family. It is a similar position with the repairs servigg% in fulltime work are satisfied,
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87% unemployed6% retired and83% at homeThe sefemployed are alsgenerally very satisfied,

although there are relatively few of these.

Figure 4.4 Difference in satisfaction ratings by economic sta

Keeping tenants informed
Accounttaken of views

Repairs & maintenance

Satisfaction with outcome of contact
___-mw.
6540,

Ease of contact
Value for money
Neighbourhood

General condition

Quiality of home

Servicesprovided

40% 50% 60% 70%  80% 90%  100%

= Permanently sick /disabled m Athome/ looking after family
B Retired Unemployed and available for work
Self-employed H In employment:part time

B In employment:full time

4.5 Tenants with long -term illnesses or disabilities and wheelchair users

The results of the survey were analysed to see if there were any differences between tenants with
longterm ilinesses or disabilities and wheelchair users and those withoutténg illness or
disability and nowmvheelchair users. The results show that tenants with lemgn illnesses or
disabilities are omost occasiondesssatisfied than tenants without losigrm illnesses or disabilities
although the differences are smalfi. flact, they are betweeri% and5% less satisfied on all the
measures shown on the chart below except ftffomore with the repairs servicgthe outcomevalue

for money of the rent and kgging tenants informedre the same for each group

The resultsalsoshow that wheelchair users are generally more satisfied tharwtoeelchair users
but again the differences are smalhey awardedigher ratings fomost ofthese measurebetween

1%and 6%The exception to this trend is abouhe ease of contagl%less than the nomwvheelchair
usersand the value for money which was the sambese resultsare also likely to be linked to the
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age issue as more older tenants are likely to be disabtegheelchair users.

Figure 4.5 Difference in satisfaction between general needs tenants
with and without longterm illnesses and disability and wheelchair
and nonwheelchair users

Keeping tenants informed

Accounttaken of views

Repairs & maintenance

Satisfaction with outcome of contact

Ease of contact

Value for money

Neighbourhood

General condition

Quality of home

Services provided

40% 50% 60% 70% 80% 90% 100%

Non-wheelchair user Wheelchair user
® No long-term illness or disability Long-termillness or disability

4.6 Ethnicity

The number of tenants from ethnic groups other than White British is very small and comparison is
statistically very unreliable. The only other group with moretdaor2peopl e i s t he 60Ot h
group and there ge only around6 of them responding to the surveyThey show satisfaction levels

broadly similar to the White British tenants, perhaps a little less but not significantly.

4.7 Gender

The results of the survey were analysed to see if there was any differen responses between
households made up of different genders. The survey found there were retdyively small
differences. Overall findings suggest tfembale only households @& marginally more satisfied than
male only householdandthey are genglly a little more satisfied that theixed households.On
overall satisfaction, the range is sm8li% of mixed households are satisfi®i% female only and
88% male onlywith repairs and maintenandhe female only households a® more satisfiedhan
the mixed and 7% more satisfied than the male only households
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On contact issues, théemale onlyhouseholds wereagaina little more satisfied with the ease of
contacting the right persorand with the outcome of their contact/ 7% with 69% mixed ad 71%
male only. The male only households are slightly more satisfied with being kept informed.

Figure 4.6 Difference in satisfaction between gender of general neel

tenants
. . 89%
Keeping tenants informed 85°E 8%
. 79%
Accounttaken of views 9 '83%
80%
. . %
Repairs & maintenance 86% 93%
87%
. . . 71%
Satisfaction with outcome of contact 7%
69%
Ease of contact 75 080%
74%
91%
Value for money 93%
8%
. 860
Neighbourhood 87%
81%
0
General condition 8 8/?%
84%
91%
uality of home 91%
Quality Bi% 0
. . 8%
Servicesprovided 901%
87%
T T T T T

40% 50% 60% 70% 80% 90% 100%
Male only tenanted households Female only tenanted households

B Mixed Male/female tenanted households

4.8 Property type

The results of the survey were also analysed to see if there was any difference in responses between
those living inbedsits flats or maisnettes and houses or bungalows. Simplistically ymhtassume

that those in houses or bungalows would be more satisfied because it is generally accepted that these
types of propery are more desirable than flatsjaisonettesor bedsits In fact for Ocean Housing,

this is the case with those in thHeouses and bungalows more satisfied on all the measures except for
the repairs serviceand this is only 1% belowhose in the bedsits, although few in number, are
generally as satisfied as those in the flath maisonettes.

The differences are small, for example on overall satisfaction 86% in the bedsits are satisfied, 88% in
the flats or maisonettes and 90% in the houses or bungalows. It is similar with the quality of their
homes with bedsits 78%, flats 8&d houses 91%. However, with tlmutcome of contactthe
difference a little more79% in the bedsits, 69% in the flats and maisonettes and 75% in the houses
and bungalows.
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Figure 4.7 Difference in satisfaction by property tyg
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4.9 Religion and sexual orientation

While the survey collected information on i#glon and sexual orientation, the numbers of
households with a religion other than none or Christian and with a sexual orientation other than
heterosexual were too small for the data to be analysed.

4.10 Differences between the subgroups

The results of tle survey were also analysed fiye specific geographic are&s see if satisfaction

varied by where tenants live and the quality of services in these .afdas results from the
Associationds sheltered and s uppodthesdre shomni ng we
section 4.11 belowThe subgroups chosen whef@ay Villages, Newquay, Outlying areas, St Austell

and St Blazey

Demographic information

There are some differences between the areas demographically and, as shown above, this can have
an influence on the results. In terms of householswquayhas the most older household45%

and there are only 8% families with children angtl% smaller households with people under 60.
However, inSt Blazeyd3% of households are families whi&tAustell has the most small households

under 60, 25%In terms ofthe average household sizBere is 2.7 people per household in the
Outlying areas and 2.6 in Clay Villages but only 1.8awdliay There are more tenants working in
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the Outlying area than the other four areas,37% compared to 8%in Clay Villages and St Blazey,
26% in Newquay and 25% in St AustElie most retired are irClay Villages and Newqudyoth 32%
compared t025% in the Outlying areand the most at home with a family are@ay \illages20%.

Differences in satisfaction

Figure 4.8 below shows thesponsedrom the different areas on the key satisfaction questions.

Figure 4.8 Difference in satisfaction between the geographic subgrou

87%0y,
Services provided by landlord — 91%
8% 90%
Accommodation/quality of 84‘V§6% 90%
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The differences between the areas are relatively small, #itdse in Newquay and St Austell
marginally more satfied thanthe other areas, across the different satisfaction measuse8lazey
tenants arethe least satisfied. On the overall satisfaction with the services providedDthkying

area are the most satisfied1%, with90% in Clay Villages, 89% inAsistell, 87% in St Blazey and
86% in NewquayOn repairs those in St Austell are the most satisfied (92%) and Newquay the least
(83%), however, on the aspects of the last completed repair the Newquay residents are the most
satisfied, giving a 99% ratingttch e wor ker sdé atti tude.

On contact theSt Blazeyenants found it easi to contact the right personalthough theNewquay
and Clay Villageenantswere most satisfied with the outcome of the contact. More tenantCiiay
Villagegeported instances ofrati-social behaviour in the last 12 month2% compared to jus9%

in Newquay, alsanore tenantsin this areasay they are likely to move within the next 5 years, 25%
compared to13% inSt Blazeyand 4% inNewquay

411 Satisfaction of the sheltered an d supported tenants

The evidence fsim other Status surveys shows that sheltered tenants are generally very satisfied with
the services received from their landloehdthe Ocean survey was no exception, as shown in Figure
4.9 below. 83% of the sheltered it are occupied by household aged 60 or over, 69% single and
14% couples but there are 17% of younger households. Only 3% are still in employment whilst 68%
are retired and 23% permanently sick or disabled.

Figure 4.9 Satisfaction of sheltered & supported tenants

Services provided by landlord 9%
Accommodation/quality of home 95%
General condition of property

Neighbourhood*

Value for money of rent 95%

Ease of getting hold of right person
Helpfulness of staff 91%

Staff's ability to deal with problems

Satisfaction with outcome of contact

Repairs & maintenance 91%
Told when workers would all 93%
Time before work started 92%
Speed work completed 96%
Attitude of workers 96%
Quality of work 96%
Dirt to a minimum 95%

Account taken of views

Keeping tenants informed 92%

50% 60% 70% 80% 90% 100%
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Overall, 91% of sheltered tenants are saigfwith the services they receive form Ocean, just 5% are
dissatisfied. They are also highly pleased with their home (95%), its condition (90%), where they live
(90%) and the value for money of their rent (95%). They generally had a good experience when
making contact with the Association, 81% found it easy to contact the right person, although 13%
found it difficult, 91% thought the staff were helpful and 77% left satisfied with the outcome of their
enquiry (18% dissatisfied).

The sheltered tenants ardso highly appreciative of the repairs service with 91% satisfied overall and
between 92% and 96% satisfied with the different aspects of their last repair. They also feel well
informed, 92% satisfied and 81% feel their views are taken into account. Tihatéeare also
appreciative of the housing and other staff and the communal services such as grass cutting and
cleaning.
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5. KEY DRIVER ANAILS/SI

The report to date has examined the survey results using very simple analysis, and the results simply
show how satisfied tenants are with various aspects of the service they receive. In order to
understand fully which services are key to tena
Key Driver Analysis is used to examine the relationship leetw the different variables (the

questions asked in the survey) and to determine which elements of the service are the key drivers

for customersodo overall satisfaction. Tenants wh
analysis.

5.1 Overall landl ord satisfaction

I n order to examine the relationship between Vve
satisfaction with their landlord, the following aspects were compared: satisfaction with the repairs
service, value for money, quality of hopeondition of property, neighbourhood, keeping tenants

informed and account taken of views. The chart below shows the resitis greater the number

for the measure of influence, the more important this aspect of service is. Tenants who are satisfied
overall are more likely to be satisfied with the aspects with the greatest influence.

The chart indicates that, in terms of overall satisfaction with the service provid€dceanHousing

the key driver is therepairs and maintenance servicllowed by the quality of the home
Satisfaction withthe account t aken of keapiag tenartssidformedre alse and
influential; and to a lesser exterthe value for money of the rent Satisfaction with the
neighbourhoodandcondition of the homewere not found to beakey drivers.

Figure 5.1 Key drivers for overall satisfaction witt
landlord services (tenants with opinion)

100

I 1
| | Repairsand
95 - Keeping tenants maintenance
i Informed
% $Y4
Value for money <> Quiality of the
85 home

Accounttaken
of views

~
]

Performance (100%)
o]
o

~
o

(o))
]

[*2]
o

0.00 0.05 0.10 0.15 0.20 0.25 0.30 0.35 0.40
Measure of influence

These findings clearly show the link between overall satisfaction with the landlord and satidfastion
repairs serviceand overall qualityof the home, whichthemselvesare clearly linkedand any
improvements with tiese are likely to result in higher levels of satisfaction overall.
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5.2 Customer contact

Key Driver Analysis was also used to examine the relationship between overall satisfaction with the
landlord and the various aspects of customer contact measured in theegulhe findings indicate
that, in terms of overall satisfaction with the landlord, the most influential aspecterviceare
satisfaction with the final outcom& which has a lower rating than the other measures of customer
careandnext, the ease of ontacting the right personThe remaining aspects of customer care were
not as influential, althougthe helpfulness of the staf§ more of a driver thartheir ability to deal

with problems OceanHousingshould consider reviewing tenant satisfaction witte final outcome

in order to increase overall tenant satisfactjdhis has a lower ratind73%) and, as shown below,

the satisfaction with this aspect has fallen a little since the last survey,

Figure 5.2 Key drivers for overall satisfactior
- Customer contact (tenants with opinion)

100

95 - [Helpfulness |
g 907 <>
o
o 85 -
(]
% 80 - Ease of contact |
£ Ability to deal <>
s 75 with problem
5 &
a 70

| Final outcome

65

60

0.00 0.05 0.10 0.15 0.20 0.25 0.30 0.35
Measure of influence

5.3 Repairs Service

Key Driver Analysis was also ustmlexamine the relationship between various aspects of the repairs
service for the |l ast completed repair and tenan
that, in terms of overall satisfaction with the repairs and maintenance service, dseimportant

aspect of service ithe quality of the repair workollowed bythe speed of work The analysis found

only a weak relationshipetween satisfaction witthe time taken before the repair work startednd

being told when work would start

This suggests that, although satisfaction with the quality of the @8%) and the oher aspects of

the on-site work is high, the Association would benefit by trying to improve this aspect further. Also,
improvements inthe speed of work done andhose apects prior to work starting on site
particularly the time before work startshould also bring dividends in terms of overall satisfaction.
The good news, however, is that satisfaction with these aspects of the repairs service are already
improving withan increase 02% from 2006with tenantssaying that the quality of work is good and

1% on thespeed ofwork, so clearly the Associatiois moving in the right direction.
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Figure 5.3 Key drivers for overall repairs and maintenanc
service
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6. COMPARISON WITHKHR LANDLORDS

The results of key satisfaction questiongtie OceanHousingsurvey have been compared wigght

other housing associations that have undertaken the STATUS survey in the last three years. The
landlords in the peer group were selected to mat€ltean Housingas closely as possible; mainly
stock transfers landlords operating in similar areas of the couatrgl the group is generally high
performing The resultsare compared withthe best and poorest performing landlordand the
average score for all landlords in the peer graamd the national avege of all landlords completing
STATUS surveys within the last 3 yeaftie names of the landlords have been withheld to protect
their confidentiality. The Federation holds a full report containing the data tables and information on
the landlords chosen fathe comparative analysis.

Notes: (1) The comparative data displaya@dthis chapter givea combined rating for both general
needs and sheltered tenards most landlords had not separated the different types. Where
both types were surveyed within theaup, the combinedesults are shown.

(2) Figures in this chapterxclude@o opiniond d on 6t6 knows

6.1 Satisfaction with landlord

89% ofOceanHo usi ngds gener atenamsare shtssfied with thesr faredlorddginyée d

or &erybsatisfiedl The result is4% higher tharthe peer group averageand 8%higher thanthe

national average, 81%he result is joint highest of the group with one other landlptte lowest

rating beingB0%. Only6% of t he Associ ati on 0 fesendceasatheyreceier e di s
3% better than the group average.

Figure 6.1 How satisfied are you with the overall servic
provided by your landlord?

\ \ \ \
Ocean Housing 89% 5% 6%
Ocean Group Average 85% 6%/ 9%
Housing s | ‘ ‘ ‘ ‘ ‘
performance it
the joint Best landlord 89% 5% 6%
highest of the ! | | | | |
peer group Poorestlandlord 80% 8% | 12%
National average 81% 8% | 11%
| | | | |
0% 20% 40% 60% 80% 100%
Satisfied Neither Dissatisfied

6.2 Quality of the home and condition of home

The vastmajority oft h e A's s deoantsate isatighigd svith the qualitgf their home ©0%) and

the rating is3%abovethe groupaverage of 8 andagain the jointighestof the group.The lowest

is 82% andthe national average of 84%ust 6% of Oceands tenants are
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3% below the group average.

Figure 6.2 Satisfaction with the hom:

Ocean Housing

] Group Average 5
OeanHo u s i

rating3% above
the group averag Best landlord
and joint highest
of the group

X

Poorestlandlord 6%

National average 6%

0% 20% 40% 60% 80% 100%
[ Satisfied Neither ™ Dissatisfied

87% of OceanHousind@ &enantsare satisfied with the condition of their property; the rating 486
higherthan the peer group averag83%)andjust 2% below the besif the group(89%) The lowest
rating in the group is77 and the national average is 8% of OceanH 0 u s itemand are
dissatisfied with their properties conditip8% below the group average

Figure 6.3 How would you describe the genera
condition of the property?

Ocean Housing

" Group Average
Oceabs r at

condition 4%
abovehe peer Best landlord
groupaverge

Poorestlandlord

National average

0% 20% 40% 60% 80% 100%
= Satisfied Neither ™ Dissatisfied

6.3 Neighbourhood

The neighbourhooslaround their homes arg@opular withOceard ®nants 84% satisfiedthe rating

is 2% higher tharthe group averagand 66 above the national average (78%he lowest rating is
76% andthe highest i91%. The Associationhas10% who are dissatisfied with their neighbourhood;
1% belowthe average for the group

Feedback ServicésMain Report Page 45



NATIONAL
HOUSING
FEDERATION

Figure 6.4 How satisfied are you with this
neighbourhood as a place to live?

Ocean Housing

Group Average
Ocead matingis 2%
higher thathe group Bestlandlord
average

Poorestlandlord

National
average

0% 20% 40% 60% 80% 100%
™ Satisfied Neither ™ Dissatisfied

The concern expresselly O ¢ e atenanss about issues on their estates is very similar to tleugr
average. 2% think rubbish and litter is a problem (averag®®d,21% have problems with noisy
neighbours (averagg0%),8% think vandalism is a problem (averd@eo)but car parking is digger
problem 47% (average®o).

6.4 Value for money

Tenantswere asked whether they thought the rent for their property represented good or poor

value for money. Agood percentage ofOceanHo usi ng6s t e n QlAoctasd thisris®o s at i s
above the peer group average4®) and highest of the group. The lowesttbé group has 9% of

tenants saying their rent represents good value for money and the national average is 77%.

Figure 6.5 Is the rent good value for mone)

Ocean Housing 6%

Group Average 10% .
Ocead s
performancisthe
Best landlord 6% highest of the pe«
group.

Poorestlandlord

o [
o [

0% 20% 40% 60% 80% 100%
M Good Neither = Poor

National average

Feedback ServicésMain Report Page 46



HOUSING
FEDERATION

6.5 Satisfaction with advice and support

Satisfaction with the advice servicesaidittle better thanthe group averages. For examplé&3%8
(excluding no opinionsjaid they were happy with the advice they received about their rent from the
Association, the group average bei@®%6. On advice about moving hom&% were satisfied6%
more than the average and on how enquiries were dealt with gener849p were satisfied, the
average being9o.

6.6 Contact with landlord

The level of contact made b@ceantenants during the past 12 month85%) isa little higherthan
many of theother landlords in the peer group83% average)n fact it was joint highest with two
other landlords.The lowestwas79%.

77% ofOceard enants found it easy to contact the right person at their landiditds is2% more

than the average for the grouphe hidnest rating is 8%, te lowest is jus64% at one landlord who

found it easy to make contact and the national average is TR&e were 1836 oft he Associ at i
tenantswho found contact difficultthe same ashe group average9% ofOceard t®nants foumd the

staff helpfylthis is 2% higher thanthe average for the group8{%)and highest of the peer group;

the lowestwas 82bandth e Associ at i &% @beve theanationalgaveiage ofBBraffat
OceanHousingwere able to deal with many df he t e n a n t- 83% ofpgenants toasidared

staff were able to deal with their problem; this againhigherthan the average in the groug@o).

The highestrating in the groupis 84%,the national average is 76% and the lowest in the giisup

71%.

73% ofOceard nants were satisfied with the outcome of the contaagaina little higherthan the

average for the peer group?(%).The highest rating of the group i$% and he lowest rating this
time was just61% satisfiedthe national averagés 67%.Some tenants 8% were dissatisfied
compared to the average ofl2but the poorestwas Z/%.

Figure 6.6 Satisfaction with customer conta

Ocean Housing 83% 89% 7%
Group Average 80% 86% 75%

Best landlord 84% 88% 82% Ocead mtings for
customer contaate
among the best thfe

Poorestlandlord 71% 81% 64% peer group.
National
0, 0, 0,
average 76% 83% 73%
T T T
B Satisfied with final outcome Able to solve problems
Helpful Ease of contact
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6.7 Repairs and maintenance

90% ofOceard nantsare satisfied with the watheir landlord dea with repairs and maintenance
overall this is9% abovdhe group averagand thehighest in the groupThe lowest of thegroup is

72% and the national average is 77%here are someof t he As s oenants twhooared s
dissatisfied wth the service,7%but this is 7% better than the group average (14%) and again best of
the group the poorest of the groubeing 2%

Figure 6.7 How satisfied are you with the way your landlorc
deals with repairs and maintenance?

Ocean Housing

Group Average

Oceah mting ighe

Best landlord best othe peer group.

Poorestlandlord

National average

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

™ Satisfied Neither ™ Dissatisfied

The chart below shows performance levels for different aspects ofasecompleted repair. Tenants
at OceanHousingrated all aspects of thevork well abovethe groupaverageand were the best or
joint best on five of the six aspects

Figure 6.8 Satisfaction with individual
aspects of last repair (%)
| I
Ocean Housing 94%

Best landlord 94%

Group Average - 89%

Poorestlandlord 83%

National average _ 84%
|

B Dirt to a minimum W Quality of work
= Attitude of workers Speed work completed
B Time before work started B Told when workers would call
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6.8 Communication and participation

87% ofOceard nants consider that their lanolid keeps them informed; the figure 86abovethe
average in the peer group anast 3% belowthe highestrating(90%) The lowest rating in the group
is % and the national average is 80880, 81% of tenants felt thatOceantakes account of their
views, 11% aboveaverage for the group7Q%)and 8% above the highest of the other landlordsist
63% of tenants felt informed at thlowest rated landlord the national average is 67%t Ocean
Housing 8% are dissatisfied with the account taken of theaws 5% below the group average

Figure 6.9 Satisfaction with tenants informed and views
taken account of (%)

Ocean Housing 81%
Group Average 70%
Best landlord 73%
Poorestlandlord 63%
National average 67%

® Keeping tenants informed Account taken of views*

6.9 Anti -social behaviour

16% of O ¢ e atendrgsreported instances of angocial behaviour within the past 12 month, the
same as the average for the peer group. 59% found it easy to contact the right person (average
(60%), 77% felt the staff had been helpful (average 66%) and 60% felt the staff could deal with the
problem (average 45%).

In terms of how the problem was dealt with Ocean tenants were much happier with the service from
their staff than most other landids. 71%were satisfied with the advice given, 9% above the group
average and highest of the group. They also had the highest ratings for being kept informed, 58%, the
support given by staff, 60% and the outcome of the report, 48%, the average being @BétveH a
number of tenants were dissatisfied with the service given so there is still room for improvement.
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7. COMPARISON WITHERROUS SURVEY

Feedback has carried out customer satisfaction survey©Ofmanin 2004 and 20® as well as the
recent one soit gives the opportunity to see if satisfaction is improving over time. However, as the
first survey was 4 years ago it is more relevant to look at changes sinclashene in 200Gather

than look too far back into the past. This chapter, thereforencentrates on the differences in
satisfaction between the results of the 2008 survey and those 06.200

However, it should be noted that the STATUS questionnaire has changed a little since then so not all
current questions can be compare@he previous stvey and the recent one includetioth the

A s s 0 c i generalonaedissand sheltered tenasts the results are quoted on the same badis.
should also benoted that the previous survey resulteve beera dj ust ed t o excl ude
answers so thdiguresquoted below will be on the same basis as reported throughout this report,
however there will be some minor differences from the figures quoted in the previous reports.

7.1 Changes in satisfaction

Satisfaction levels have remained fairly coristaer the last few years, in 2004 91% were satisfied

with the overall service provided, 89% in 2006 and it has remained at this level in 2008. This should
be seen as positive, however, as the levels of satisfaction are very high and, as shown in chapter 6
above, compare very well with other landlords. It is quite an achievement in changing times to
maintain such high standards.

Figure 7.1 shows the changes on the main measures of satisfaction between 2006 and the recent
survey of 2008. It shows very ligt change, some aspects going up and some down, but generally not
by much.

Satisfaction with the home is slightly down (1%) and 2% fewer feel it is in good condition. However,
2% more are satisfied with the neighbourhood where they live but the samepige (91%) feel
their rent represents good valué€n issues of contact with the Association, the tenants are reow
little lesssatisfied with their experience than previousihe same numbefound it easy to contact

the right person(77%) but4% fewer found the staff helpfuR% fewer thought they could deal with

their problem and4%fewer were left satisfied with the outcome of their contact.

Satisfaction with the repairs and maintenance servicggbas up a little from 89% to 90%ndwith
the diffelent aspects of thealst completed dayo-day repairthere have been some increases from
the very high level of previously, the quality of work is19,the speed of work 1%&ndthe attitude

of workers isalso up 1%However, those aspects prior to work atting are down slightly, being told
when a worker will call is down 1% and the time to start work dod#t.

Finally, 4% fewer feel that they are well informed, 87%, down from 91% in @@éall, however,
this is positive and shows that tle®ntinuinghard work put in by the Association is paying off.
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Figure 7.1 Changes in satisfaction since previous survey (2006)

Neighbourhood
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Repairs & maintenance
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8. BEST VALUE PERF@ARKIE INDICATORS

The STATUS questionnaire contains Performance Indicators (PIs) as specifiedTien#ame Services

Authority. The methodology used by the Feedback servicefarons to the criteria recommended

by the Tenant Services AuthorityThe figures below are those for all tenarnitsthe OceanHousing

managed stogk.e. combining general needs and sheltefeth.e f i gures i nclude any
answers, where applble, so may vary from some figures quoted in the sections above.

What was the percentage of tenants that were very or fairly satisfied

) ] 89.2%
with landlord services?
What was the percentage of tenants that stated they were very or fairly 2419

. 0

satisfied that their views were being taken into account?
From your tenant satisfaction survey, what percentage of tenants
replied that they were very satisfied or satisfied with the way their 88.0%
landlord deals with repairs and maintenance?

Performane Indicators Informatio® Based upon the Registry and Statistical Return for 2009 as at 31
July 2008. Pl ease not e managedrstoedk (general geeds,ssupposted r e | «
housing and/ or housing for ol etérbe gujestegif nedessary Fi g u
to comply with this definition.
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9. CONCLUSION

The surveyfor OceanHousingusing the STATUS questionnaeas been successful; both in terms
of the opinions tenants have of their landlord, and in the administration o$tineey.

9.1 General conclusion

The results from the survey demonstrate thdite tenants believe thaDceanHousingis providing a
very good housing service. Overa89% of tenantsare satisfied with the landlord service$he

tenants arealso clearly impressedwith the quality of the homg90%) condition of the property
(87%) helpfulness of staf89%)and all aspects of the actual repairs sen{®g% to 97%)

The results of the survey were compared against the results of eight other landlordshabe

similar characteristics and who have had STATUS surveys within the last 3 years. GeDeslly,
Housingtenants recorded satisfaction leveiell abovethe peer group averagandthe averages of

all landlords who have completed STATUS surveys i@ ldst 3 years. Overall, 986 of the
Associati onds t4&nmwre than thea average and joistfhighest of the grotpe
Associationbds ratings for the ove-todaadylrepainetpeai rs s
value for money othe rent, the helpfulness of statheir ability to deal with the problemand the

account taken of their viewsvere all highest of the group and it was joint highest on the quality of

the home

Compared with the pr e@),satigfatondevelsvhavggénsrallyreengined t s  ( 2 (
about the same, but this should be seen as positive given the already high levels of satisfaction and

the difficulty of maintaining such high standafds the overall satisfactioB89% are satisfied, as in

2006 the repars serviceand the attitude of workers are up 1%, while thalue for moneyandease

of contact remain at the same levels. Satisfaction with the neighbourhood and quality of the repair

work is up a little but some aspects show reduced satisfaction. Orotlieome with an enquiry and

keeping tenants informed 4% fewer are satisfied. 1% fewer are satisfied withahgérand 2% with

its condition.

9.2 Specific recommendations for action

It is clear that the majority of tenants are satisfied with their landlland the overall services. There
are areas and opportunities where performance and service delivery can be improved fiashset
out in the Executive SummarghdOceanHousingshould use the results of the survey to undertake
service improvementsral promote the Association.
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10. APPENDICES

10.1 The STATUS questionnaire ( general needs questionnaire)

THE STANDARDISED
TENANT SATISFACTION

SURVEY

ISSUE: M6 oceanHousin

Please read these instructions carefully
before completing the questionnaire

1} Itshould be completed by the tenant at this address, or their partner/spouse or carer.

2} Please read the instructions for answenng each question carefully.

3} Ignore the numbers beside each question — they are for office use only.

4)  Please check that you have answered all the questions that apply to you.

5)  Please return the completed questionnaire in the envelope provided.

6}  If you do not wish 1o take part please raturn the blank questionnaire in the envelope provided.

INFORMATION ABOUT YOUR HOUSEHOLD

Building up a picture of each household allows us to assess which groups of tenants are satisfied with thesr home and the

services provided by Ocean Housing.

' 1 Ho; IonE have youIAyouhhousehold' ”been a tenant 7 3

of this Ocean Housing?
TICK ONE BOX ONLY ¥
Under 1 year O, 4.
1-2years .
3 -5 years Os
6-10 years [
11 - 20 years Os S.
21+ years O
Don't knowlcan't remember O,

2.  And how long have youyour household lived in this 6.

home?
TICK ONE BOX ONLY ¥

Under 1 year [
1- 2 years ;
3-5years s
6- 10 years s
11 - 20 years s
21+ years (3
Don't knowlcan't remember [

How many people usuallyﬁlive here iﬁ tolal?

werre mmssnmoox | ]

How many people ving in your household are
aged under 167

WRITE NUMBER IN BOX

Please enter “0" if none in household

How many people kving in your household are
aged 60 or over?

WRITE NUMBER IN BOX D
Please enter “0" if none in household
How would you descrive the composition of your

household?
TICK ONE BOX ONLY ¥

One adult under 60 s
One adult aged 60 or over Clz
Two adults both under 60 Cls

Two adults, at least one 60 or over  [_4
Three or more adults, 16 or over s
1-parent family with childiren,

atleast one under 16 Cle
2-parent family with children,

al least one under 16 Cly
Other Cle

All the information you give will be kept completely confidential. It will
only be used to monitor your housing association’s performance, and to
compare it with that of other housing associations.
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7.  Towhich of these groups do you and your household consider you belong?
TICK ONE BOX ONLY FOR EACH ¥
White TENANT PARTNER/SPOUSE
British I i
Irish . .
Any other White background
(please tick and write in) Os Os
Mixed
White and Black Caribbean (e (e
White and Black African s s
White and Asian e e
Any other mixed background
(please tick and write in) O O
Asian or Asian British
Indian e e
Pakistani o o
Bangladeshi e e
Chinese Ohis Ohis
Any other Asian background
{please tick and write in) Ow O
Black or Black British
Caribbean ez O
African Ohia Ohia
Any other Black background
(please fick and write in} e e
Other {please tick and write i)~ [l1e O
8.  Does anyone in your household have any long-term liness, health problems or disability which kmits their daily
activities or the work they can do, including any problems which are due to old age?
TICK ONE BOX ONLY ¥
Yes 1
No L)
Don't know s
9.  Does anyone in your household use a wheelchair? v
TICK ONE BOX ONLY,
Yes [l
No .

Ur!qgrstandipg how you feel abom your hgn\g gnd the ssmoes you regeiva is rimporrlant to Ooean Housmg
10. Taking everything into account, how satisfied or dissatisfied are you with the services provided by Ocean Housing?
TICK ONE BOX ONLY ¥

Very satisfied 1
Fairly satisfied Ll
Neither Ls
Fairly dissatisfied L
Very dissatisfied s

11. Overall, how satisfied or dissatisfied are you with the following?
TICK ONE BOX ONLY FOR EACH OF THE FOLLOWING ¥

Very Fairly Fairly Very

satisfied satisfied Neither dissatisfied dissatisfied
a)  The overall quality of your home O 0O O O O
b)  The general condition of this property O O s s Os
¢} This neighbourhood as a place to live O O O O O
d)  The value for money for your rent O 0O s s O

09 -2007
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| 12. How satisfied or dissatisfied are you with each of the following services provided by Ocean Housing?
TICK ONE BOX ONLY FOR EACH OF THE FOLLOWING

Very Fairty Fairly Very No
satsfied  satisfied Neither dissatisfied dissatisfied opinion
a)  Advice on rent payments 1 2 3 4 5 6
b)  Advice on moving home Cls L Cls . Cls Os
¢)  Support provided 1o new tenants Cy O, Cls . Cls e
d)  Support provided to vulnerable tenants Chy [, Cls s Cls ]
e)  How enquiries are dealt with generally Ch . s O Os O

|43, Of the following, which do you consider to be the three most important?
TICK NO MORE THAN 3 BOXES /

a)  Keeping fenants mformed 1
b}  Overall quality of your home 1
¢)  Taking fenants' views into account 1
d)  Repairs and maintenance Ly
€}  Dealing with anti-social behaviour 1
f) Neighbourhood as a place to live Ly
g)  Value for money for your rent 1

14, Towhat extent are any of the following a problem in your neighbourhood? v
TICK ONE BOX ONLY FOR EACH OF THE FOLLOWING
Very big Fairly big Notavery  Notaprablem
problem problem big problem atall

a)  Rubbish or litter B! Bz E]]a g-
b)  Noisy neighbours 1 2 3 4
¢} Petsand animals B\ 82 Ba 8:
d)  Disruptive chikiren / Teenagers 1 2 3 <
'e)  Racal or other harassment s . s Cle
'f)  Drunk or rowdy behaviour )y [z s Cle
'g)  Vandalism and graffit s . O Cle
h)  People damaging your property O J: Os Cle
i) Drug use or dealing s . s Cle
') Abandoned or burnt out vehicles O C: s Cle
ky  Othercrime Oy [z s Cle
) Noise from traffic Ch . Cs Cle
‘m) Car parking mp 3. O Cls
|15, Thinking about the street or area where you live, how satisfied or dissatisfied are youwith ......7
TICK ONE BOX ONLY FOR EACH OF THE FOLLOWING
Very Fairly Fairly Very No
satisfied  satisfied Neither dissatisfied dissatisfied opinion
‘a)  Grass cutting Cly | Cls s Cs Cls
'b)  Shrub bed maintenance Cly [z Cls e Cls (s

; c)  General cleanliness of area Ch Oz s s Cls s
1) Cleaning of communal areas 1 Cls O s
'e)  Rubbish disposal arrangements Cly | s s Cls s
;‘ f) Gardening service (if supplied) 1 O Cls s Cls 3
ig) Maintenance of communal areas 1 Oz Os . Os (s

CONTACT WITH YOUR HOUSING ASSOCIATION

Knowing about your experience when contacting Ocean Housing helps them improve the service they provide.

16. Have you contacted Ocean Housing within the last 12 months?
TICK ONE BOX ONLY
Yes [Ji eoTo17 (3]
No [J): covozs (3]
Can't remember [J: covozs (3]
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ONLY ANSWER QUESTIONS 17 TO 22 IF YOU ANSWERED “YES" TO 16

(1)
17. How did you last contact Ocean Housing?
TICK ONE BOX ONLY ¥

Phoned s
Visited office [P}
Wrote E]s
E-maded Cls
Other [l
Can't remember Ds

19. When you last had contact, was getting hold
of the right person...?

18. What did you last have contact about?

Repairs TICK ONE BOX om.v[j'
Rent/housing benefit 3.
Transfer/exchange s
Neighbours/Neighbourhood issues e
Garden/Communal areas CJ;
Other {write in) Os
Can't remember Os

20. Did you find the staff...?

TICK ONE BOX ONLY ¥

TICK ONE BOX ONLY

a)  Reporting repairs [
b)  Paying your rent Oy
c)  Getting a rent statement Iy
d)  Emailing staff Cly
fi  Making a complaint Ol
g)  Getting newsletiersiother information Cly
h)  Other (please specify) Chy

iy TICK ONE BOX ouvl[\:]/ : Helpful Elq
Difficul : Urved -
Neither O et s
Can't remember . Can't remember s
21. Aﬂdmﬂ'w-fm s i 22. Were you satisfied or dissatisfied with the final outcome?
Able to deal with your problem Ll Satisfied AN, 4
Un?ble to deal with your proviem L2 Dissatisfied 2
Nedther s Neither Cs
Can't remember Cle Can't remember Ol
O
23. Overall, how do you rate the service you receive from the following (in terms of helpfulness, politeness etc.?
TICK ONE BOX ONLY FOR EACH OF THE FOLLOWING ¥
Very Fairly Farly Very No
good good Nesther poor poar opinion
a) Your Area Housing Officer Cly 3. 3 . 5 ]
b) Other staff i . s e s CJe
¢) Response to written enquiries 4 2 3 . H ]
d) Response to phone calls s O s . Os (e
e) When making rent enquiries Cly 3. Cls e Cs e
f) When making repairs enquiries Oy O Os . Os e
@) When enquiring about improvements to your home 4 . Cls . Os e
h) When making transfer enquiries 1 2 3 e 5 6
i) When making enquiries about your senvice charge Ol . O . Os e
j) When visiting the office Ol . Cls . Os e
k) When visiting your local Housing Surgery i . O . Os Os
24. 3) Do you have access to the Intemet?
TICK ONE BOX ONLY
Yes 1  GOTO25 O
No [J: covoze (3]

25. Ocean are keen to promote new ways to allow tenants to contact them in the future. Which of the following
servicas would you like to access on Ocean Housing's website via the Internet?
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Information about repairs and maintenance helps Ocean Housing imprave the servica they provide.
0
| 26. Generally, how salisfied or dissatisfied are you with the way Ocean Housing deals with repairs and
maintenance? v
TICK ONE BOX ONLY
Very satisfied Cl,
Fairly satisfied .
Neither O,
Fairly dissatisfied Cl.
Very dissatisfied Cl.
No opinicnidon't know Cle
| 27. Have you had any repairs compieted in the last 12 months?
TICK ONE BOX ONLY
Yes []i cotozs O
No []: eorvoze O
Can't remember [J: covoze O
0
| 28. Thinking about your last completed repair, how would you rate it in terms of, .7
TICK ONE BOX ONLY FOR EACH OF THE FOLLOWING
Very Fairly Fairly Very No
goed 900d  Neither poot poor opinion
|a)  Being told when workers would cal s CJ: 3 B s 6
'b)  Time taken before work started o G O O O O
¢} Speed with which work was completed s . Cl, Cl. O s
i d)  Attitude of workers O, . O, . Cls s
‘&) Overall quality of repair work O, . Cl. . Cls s
) Keeping dirt and mess to a minimum O, O O O O 0O
COMMUNICATION AND INFORMATION
Providing the right information, and knowing how you want to receive it, is important to Ocean Housing.
(3]
29. How would you prefer Ocean Housing to inform or consult you about issues that may affect you?
TICK AS MANY BOXES AS APPLY ¥
a)  Open meetings/AGM mp
b)  Residents' groupsiforums mp
¢} Ondine forums Ch
' d)  Byletter Cly
e)  Telephone cal Ch
') Personal visit Ch
19 Byemai Ch
h)  Magazine/newsletter (Y
i) Other (write in) (mp
30. How satisfied or dissatisfied are you that your 31. How good or poor do you feel Ocean Housing is at
views are being taken into account by Ocean keeping you informed about things that might affect
Housing?  yiek onE BOX ONLY ¥/ you as a tenant?
Vi Saliai O, TICK ONE BOX ONLY ¥
?" : 0 Very good '
Fairly satisfied 2 2 0
Neither Cls Fa'."y good D’
Fairly dissatisfied Cl. ;“':"‘“ 0
Very dissatisfied s v"' y,poor .
No piion O | “evex :
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ANTI-SOCIAL BEHAVIOUR

Gathering information about anti-social behaviour comptaints will help Ocean Housing to deal with them appropriately.

32. Have you reported any anti-soclal behaviour to

Ocean Housing in the past 12 months?

TICK ONE BOX ONLY v

Yes D1
No 0.

GO TO 33
GO TO 37

Did you find the staff...?
TICK ONE BOX ONLY ¥

>
O

33. When you last had contact, was getting hold

of the right person...?

TICK ONE BOX ONLY ¥
Easy 1
Difficut 3.
Neither Da
Can't remember .
And were they...?

TICK ONE BOX ONLY ¥/

Helpful O, Able to deal with your problem .
Unhelpful O Unable to deal with your problem [
Neither O, Neither =
Can't remember s Can't remember .

36. How sabisfied or dissalisfied were you with the following aspects of how your report was handled?

TICK ONE BOX ONLY FOR EACH OF THE FOLLOWING ¥
Very Fairly Fairly Very
salisfied satisfied  Neither dissatisfied dissatisfied

a)  Advice provided by staff 0O, O O O« O
b)  Being kept informed 0, O O O« O
) Support provided by staff O O O O O
d)  How the report was dealt with O O s Cls Os
e)  Speed with which your report was dealt with 0, 0O O O« O
f)  The final oulcome of your report O, Oz s Ol s

This section will help Ocean Housing to plan for the future.

(4]

38.

TICK ONE BOX ONLY ¥
Very likety O,
Fairly likely J:
Neither (s
Fairly unlikely s
Very unlikely O

Where are you most likely to move to?

TICK ONE BOX ONLY ¥

Rent from this housing asscciaticn

Rent from another housing association
Rent from councillocal authority

Rent from private landlord

Buy own property (morlgage, buy outright)
Shared ownership (i.e. part rent, part buy)
Sheltered accommodation

Other {write in)

Don't know

37. How likety are you to move from your current home in the next 3 years?

ONLY ANSWER QUESTION 38 IF YOU ARE LIKELY TO MOVE IN THE NEXT 3 YEARS

09 -2007

Feedback ServicésMain Report

NATIONAL
HOUSING
FEDERATION

Page 61



NATIONAL
HOUSING
FEDERATION

ADDITIONAL QUESTIONS

39. Which of the following methods would you prefer to use to pay your rent?

TICK ONE BOX ONLY ¥
At the Ocean’s Office using a payment card e.g. debit card O,

On-line payment via the intemet .
Standing Order s
Direct Debit s
At a local Post Office s
Other (please specify) Os
40. Housing Officers currently hold surgeries in and around its Ocean Housing estates. How useful would you
or de you find these...? 3
TICK ONE BOX ONLY

| find the local housing surgeries very useful Cl
| do not find the local housing surgeries very useful Oz
| do not use the local surgeries / prefer to visit the main office Cs
No opinion e

ANY OTHER COMMENTS

41, Isthere anything else you would like to say about your home andlor the services Ocean Housing provides?
PLEASE WRITE IN BELOW

BACKGROUND INFORMATION

This information is optional, but by answering these questions you will help Ocean Housing make sure that they are not
discriminating against you or anyone else.

42. TICK ONE BOX ONLY FOR EACH v
AGE TENANT PARTNER'SPOUSE
16-24 . i
25.34 . s
3544 O, O,
4554 . §
55.50 . .
6064 . .
6574 1, 1,
7584 . .
B5¢+ Dn Dn
Not applicable .
43. TICK ONE BOX ONLY FOR EACH v
GENDER TENANT PARTNER/'SPOUSE
Male Cl, O,
Female . Cl.
Not applicable (S
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44. How would you describe your sexual orientation?  45. mis your religion?  yick oNE BOX ONLY Y.
v L1
oS R Christan (Al denorinations) s
Gay man O. dedhast L_Js
Gay woman . s ="
¢ Jewish |_Is
Bisexual O, Muslim [,
Other E’ Sikh ],
Prefer not to say & Any other religion [Je
Prefer not to say O,
46. TICK ONE BOX ONLY FOR EACH v
WORK STATUS TENANT  PARTNERSPOUSE
Employee in full time job (30 hours or more per week) Cl, Cl,
Employee in part time job (Less than 30 hours per week) . .
Self employed - full or part time . Cl.
Govemment supported fraining L. L.
Unemployed and available for work Cls Cls
Wholly retired from work L. L.
Full-time education at school, college or university Ll Ll
Looking after famiy/home Cl. Cl.
Permanently sick/disabled Cl. Cl.
Deing something else Cve Ly
Not appiicable O

47. What kinds of income do you (and your partner) receive?
TICK AS MANY BOXES AS APPLY ¥/

a)  Eamings from employment or self-employment 1
b)  Pension from a former employer !
c)  State pension 1
d)  Child benefit L
e) Income support '
f) Other slate benefits 1
g)  Taxcredits 1
h)  Interest from savings, etc. Ll
i) Other kinds of regular allowance from outside the heusehold )
] Other sources e.g rent
k) No source of income

48. Dces your household currently receive housing benefit (either paid to you, or directly to your landlord)?
TICK ONE BOX ONLY ¥

Yes O,
No Dz
Don't know .

49. Which group represents you (and your pariner’s) fotal net income from all these sources after deductions for
income tax and national msurance?  IF UNSURE, PLEASE ESTIMATE.

TICK ONE BOX ONLY ¥
WEEKLY OR ANNUAL

Up to £99 Less than £5,199 i
£100-£199 £5,200-£10,399 2
£200-£299 £10,400-£15,599 )
£300-£399 £15,600-£20,799 Ll
£400-£499 £20,800-£25,999 s
£500-£599 £26,000-£31,199 LCls
£600-£699 £31,200-£36,399 |
£700-£999 £35 400-£51,999 Cls
£1,000 or more £52,000 or more Ll

Thank you for completing this questionnaire.
Please return it as requested in the envelope provided.
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10.2  Covering letter

Dear

We understand you have recently received a number of surveys from Ocean Housing.
However it is really important that you complete and return this form and we appreciate you
taking the time to do so.

This is part of our on-going commitment to listening to the views of our tenants, we have
asked the National Housing Federation (NHF) to carry out a postal survey on our behalf to
find out how satisfied you are with your home and the services you receive from us. This
important information will be used to help shape our services in future.

We would very much appreciate your help. You can do this by completing the enclosed
questionnaire and returning it to the NHF in the pre-paid envelope supplied by (DATE).

I would like to assure you that all your answers will be treated in the strictest confidence, and
used for research purposes only. This means that it will not be possible for any person or
address to be identified from the survey findings.

If you have any concerns about this survey, please contact our Head of Tenant Involvement,
Mike Elliott on the number above who will be happy to help you.

I very much hope that you will take part and would like to thank you for your help in advance.
Three questionnaires will be drawn at random from those returned, and the lucky winners will
each receive a cash prize of £150.

The results of the survey will be published. However, no information will be released in a
way that allows it to be traced to an individual.

Yours sincerely

y

Stewart Smart
Managing Director
Ocean Housing Ltd.
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10.3 Comparison tables

10.3.1 Comparison of tenant responses with previous survey i n 2006 and
national averages dincl udes 6éno opinionsad.

Question Ocean Ocean

Housing Housing National
2006 2008 averages
Services provided by landlord 89% 89% 81%
Quality of your home 91% 90% 84%
General condition of property 89% 87% 80%
Neighbourhood 82% 84% 78%
Value for money of rent 91% 91% 77%
Ease of getting hold of right person 76% 76% 73%
Helpfulness of staff 91% 89% 83%
Staff's ability to deal with problems 85% 82% 76%
Satisfaction with outcome of contact 77% 73% 67%
Repairs & maintenance 88% 88% 7%
Told when workers would call 91% 90% 81%
Time before work started 87% 85% 76%
Speed work completed 929% 93% 84%
Attitude of workers 96% 96% 91%
Quality of work 91% 93% 83%
Dirt to @ minimum 92% 85% 88%
Account taken of views 59% 74% 67%
Keeping tenants informed 91% 87% 80%
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