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Executive Summary

L.

The results of the survey show that the vast majority of tenants are happy with the
services provided by Ocean Housing Association. Satisfaction levels are extremely
high and in some instances satisfaction has increased even further over the last two
years. 62% of tenants responded to the survey, which is very good for a postal survey.
The tenant population is relatively old with 51% small households with members
aged 60 or over, there are also 20% families with young children and 20% younger
small households. The levels of tenant satisfaction are demonstrated in the following

key findings:

+ 89% are satisfied with the overall service provided by the Association; although

this shows a 2% decrease since 2004. Just 4% are dissatisfied.

+ 91% believe their rent represents good value, up 1%.

+ 91% are satisfied with their home and 89% feel it is in good condition, although

18% feel it is too small for their needs.

+ 82% like the neighbourhood where they live, but some have concerns about
various problems such as litter, dogs and vandalism but in many cases concern has

decreased.

+ 76% found it easy to contact the right person (down 7%) and 91% found the staff
helpful the last time they made contact with the Association; 77% were satisfied

with the final outcome of their contact (down 4%).

4 The repairs and maintenance service is seen as satisfactory by 88% of tenants and
the aspects of the last day-to-day repair are highly praised, 96% saying the attitude

of the workers was good.

Ocean Housing Association
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+ 91% feel well informed, 76% feel their views are taken into account and 59% are

satisfied with the opportunities to be involved in the management of their homes,

although this has gone down 3% since 2004.

4+ The repairs service is seen as the most important service area with the overall
quality of the home next. However, 42% believe the repairs service needs
improvement, 7% feel it need much improvement; 54% also feel their home

needs improving.

The results were further broken down by the Association’s general needs properties
and the sheltered schemes. 92% of sheltered tenants are satisfied with the overall
service compared to 88% general needs, 94% feel the rent is good value (89% general
needs), 94% the accommodation (90% general needs), 95% the properties’ condition
(87% general needs) and 91% are satisfied with the neighbourhood around their
homes (79% general needs). When making contact with the Association the sheltered
tenants are again the more satisfied, 85% found it easy to contact the right person and
79% were satisfied with the outcome. Also, with the repairs service the sheltered
tenants are more satisfied, 94% compared to 87% general needs and they are
generally more satisfied with the different aspects of the day-to-day repairs service.

The sheltered tenants also feel better informed and feel the most involved.

The results were compared with a group of 10 other landlords with similar
characteristics, all based in the south west of England. In general the Ocean results
are well above the group average and are highest on some measures. 8% more than
average are satisfied overall, 12% more with the value for the rent, 5% more with
their home and 7% more with its condition, all these being the highest of the
comparative group. They found it a easier to contact the right person and 9% more

than average were satisfied with the outcome of their last enquiry. Satisfaction with
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the repairs service is 10% more than average (also the highest), the tenants also feel

better informed and 3% more than the average are satisfied with the opportunities for

involvement.

The results continue to show high levels of satisfaction with the services provided by
Ocean and there appears to be no major problems developing, however below are
some suggestions that could help improve matters even further:

#+ The tenants found it a little more difficult to get hold of the right person when
contacting the Association, 7% fewer found it easy. It is not clear why this might
be and the comments made about the Association are generally very positive with
little mention of any communication issues and this level of satisfaction compares
well with other landlords. However, it may be beneficial to investigate this
further, perhaps by monitoring contact for a period or a further targeted survey to

ensure the high levels of satisfaction can be maintained.

#+ The families with young children are consistently less satisfied with the service
than the older tenants. Whilst this is perhaps inevitable, the difference in
satisfaction is quite marked in some cases. The fact that 55% of two-parent and
36% of one-parent families say their home is too small is clearly a major factor and
a number of comments refer to the problems of families living in flats and the
desire to move to a larger property. This problem is clearly not easily resolved
without the availability of larger properties but to improve the satisfaction from
this group the Association should always be sympathetic to the problem and do

what it can with the resources available to help.

#+ Finally, the improvement work undertaken by the Association is obviously very
popular and the satisfaction with the home and its condition has risen further
since the last survey. There are still a number waiting for improvements and 54%

of the tenants feel further improvement in the home is needed and 42% want
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better repairs. The Association should not, therefore, rest on its laurels and

continue with the excellent work already undertaken and, perhaps, even higher

satisfaction levels can be achieved.

Ocean Housing Association
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I.BACKGROUND INFORMATION

1.1 THE STATUS SURVEY

STATUS is a standardised tenants’ satisfaction survey developed by the National Housing
Federation (NHF) and funded by an Innovation and Good Practice Grant from the
Housing Corporation (HC). The STATUS questionnaire is endorsed by the Department
of Communities and Local Government (DCLG) and the Housing Corporation (HC).
The questionnaire has been evaluated and piloted by the Audit Commission, and the
Housing Inspectorate use STATUS as part of its review of landlords. The STATUS
questionnaire collects information used for two of the Housing Corporation and the

DCLG’s Best Value Performance Indicators.

The STATUS questionnaire was 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, as is the case with Ocean who undertook a similar
survey 2 years ago. It also allows for the comparison of data between different social

landlords, as an integral part of the Best Value regime.

1.2 AIMS OF THE SURVEY
Ocean wanted to test the opinion of its tenants and, specifically determine if satisfaction
had been maintained from the excellent satisfaction ratings from the previous survey

undertaken in 2004, or had, in fact improved further. Also the survey presented the

Ocean Housing Association

1



B

opportunity to compare the results with other landlords and to highlight areas that may

require some attention so further improvements in service can be achieved.

1.3 THE QUESTIONNAIRE
The survey was based on the standard STATUS questionnaire (see Appendix 8.1) and

comprised 43 questions in the following categories:

e Information about the household (10 questions) Q1-Q10
e Information about housing and neighbourhood (7 questions) Q11-Q17
e Contact with landlord (7 questions) Q18Q24
e Repairs (4 questions) Q25-Q28
o Communicating with landlord (3 questions) Q29-Q31
e Improving services (2 questions) Q32-Q33
e Additional comment (1 question) Q34

e Background information (9 questions) Q35-Q43

14 SAMPLE AND SUBGROUPS

At the time of the survey there were 3,241 tenanted properties owned by Ocean and it
was decided to send a questionnaire to a sample of 1,500 of these. No subgroups were
chosen for separate analysis but the distribution of properties in Figure 1. below shows

the breakdown between the Association’s general needs and sheltered properties.

Figure 1. Distribution of properties
Subgroup Total No. of No.
tenants Surveyed
General needs 2,511 1,162
Sheltered 730 338
Total 3,241 1,500

Ocean Housing Association
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The survey took place between July and August 2006. Three individual mailings took

1.5 THE SURVEY

place; FEEDBACK carried out the administration of the mail outs, the first of which
consisted of a copy of the questionnaire, a covering letter written by Ocean (see Appendix

8.2) and a reply-paid envelope. All questionnaires were returned to the NHF in London.

On 27" July 06, any tenant who had not responded was sent a reminder postcard asking
them to complete the questionnaire. After a further two weeks, a second covering letter,
together with another copy of the questionnaire and reply-paid envelope was sent to any
tenants who had still not replied. The survey period ended on 23™ August 06 when the

final questionnaires were sent for data entry.

1.6 USE OF INCENTIVES

The names of all tenants returning their questionnaires by the appropriate date were
entered into a prize draw with the chance of winning one of three prizes of £50. The
names and addresses of the winners have been sent to the Association to make contact

and to award their prize.

1.7 RESPONSE RATES

The overall response rate was 62% of all tenants surveyed, with 932 of the 1,500
questionnaires being returned. This report is, therefore, based on the 932 completed
questionnaires returned by the closing date. Figure 2. below shows the effect on

responses from the different mailings.

Figure 2. Survey period Number of Response
questionnaires rate
returned
After first mail out 498 33%

Ocean Housing Association
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45%
62%

After reminder postcard 675
Close of survey 932

1.8 STATISTICAL RELIABILITY

For the overall results, FEEDBACK aims at +/-4% accuracy at the 95% confidence level.
This means that, for example, if 35% of tenants answered, “Yes” to a particular question,
there are 95 chances out of 100 that the correct figure for all tenants will be between 31%
and 39%. For the results when the data is analysed at overall group level, 932 responses
were achieved; this response was high enough to conclude that any figures quoted at
[t is acceptable for subgroup analysis to be

overall level are accurate within +/-2.7%.

within +/-10% and the subgroups are well within this margin, as shown below.

Figure 3. Responses and statistical reliability
Subgroup Total No. No. No. % +-
of tenants | Surveyed | Responded | Responded
General needs 2,511 1,162 692 60% 3.2%
Sheltered 730 338 240 71% 5.2%
Total 3,241 1,500 932 62% 2.7%

1.9 WEIGHTING AND REPRESENTATIVENESS

The raw data has been weighted to take into account any differences between the
responses and the total population. The number of bedrooms was used to check the
correspondence between the returned questionnaires and the property stock for each

subgroup (that is the “representativeness” of the response).

The response from each subgroup was then further weighted for analysis at group level to
ensure that the results did not reflect undue influence from one particular subgroup, and
that they reflected the composition of the tenant population as a whole. At subgroup and
group level analysis there was minimal weighting for each area as the responses closely

matched the profile of the overall stock. A full breakdown of the weighting used can be

Ocean Housing Association
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found in Appendix 8.3.

1.10 GUIDE TO SURVEY REPORTS
This report forms part of a series of reports based on the survey of Ocean tenants. This

report is the survey report, and is based on the data found in the other reports.

Survey report (written report)

Part [: Standard analysis of responses (data tables)

Part II: Individual comments (text comments)

Part III: General needs v. Sheltered analysis (data tables)
Part IV: Comparative analysis report (data tables)

Part V: Analysis of responses by BME subgroups (data tables)

Ocean Housing Association
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2. OCEAN HA OVERALL

The following analysis of results can be taken to represent the views of all Ocean’s tenants
and is accurate to within a margin of +/-2.7%. The section below looks at the profile of

the Association’s tenants and their satisfaction with the different services delivered.

2.1 TENANT PROFILE

The tenant profile for Ocean is relatively old; 51% of households are either single (37%)
or couples (14%) aged 60 or over, while 20% are small households under 60, 11% single
and 9% couples, and 20% are families with young children, 10% one-parent and 10%
two. 7% of households have three or more adults and 2% are others. This is fairly
typical, particularly of local authority housing and stock transfers such as Ocean, and
these demographics will affect the satisfaction levels as older tenants tend to show higher
levels of satisfaction than their younger counterparts. The household profile is shown in

Figure 4. below.

Ocean Housing Association
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Figure 4. Household composition
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The household density is 2.0 people per household; again this is fairly similar to other
social landlords, or perhaps a little lower, and reflects the balance between the smaller
households and families. There are 0.4 children under 16 per household and 0.7 people
over 60. Most principal tenants are female (63%).

The Association has a low turnover of tenants, just 11% became tenants of the
Association within the last 2 years, 3% within the last 12 months, whilst 42% have been
with Ocean (or the council prior to transfer) for 11 years or longer; a further 21%

between 6 and 10 years.

The mix of household types is also reflected in the age of the principal tenants (for this
purpose the principal tenant is the one completing the survey form). As expected from
the household composition, the tenant profile is relatively old, whilst just 10% are under
35 years old 55% are aged 60 or over, with 29% aged 75 or over. 35% of tenants are aged
between 35 and 59.

Ocean Housing Association
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Figure 5. Age of principal tenant
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With regard to the ethnic origin of Ocean’s tenants the vast majority class themselves as
White British, 91% with 8% Irish. There are no other groups that make up to 1% of the
tenant population; 1% refused to answer this question. It is normal practice within the
survey report to analyse the satisfaction questions by the different subsets of tenants, such
as by household type, length of tenure etc and by ethnic origin. However, in this case the
numbers of tenants within the different ethnic groups, apart from White British, are too
small to be statistically relevant so they have been excluded. Also it is common practice
within such reports to include a chapter looking at the differences between the White
tenants and BME tenants as a whole, but again the numbers are too small to provide any
useful comparison so no chapter has been included. However, the figures are available

within the data tables for information.
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Figure 6. Ethnic origin
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The economic status shows that 22% of principal tenants are in employment, 12% full-
time, 8% part-time and 2% self-employed; also, 31% of tenants’ partners work. Just 3%
are unemployed, 45% of tenants are retired, whilst 18% are permanently sick/disabled

and 11% are looking after a home or family. See Figure 8. below.

Figure 8. Economic status

Full-time w ork

Part-time w ork
Self-employed

Retired

Permanently sick/disabled
Looking after family/home
Unemployed

Government training

Other

0% 10% 20% 30% 40% 50%

63% of tenants rely wholly on state benefits/state pensions for their income with a
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further 24% who partly rely on benefits; just 13% receive no state benefits at all (except

child benefit). As a result a fairly high proportion also receives housing benefit, 72% with

49% on full HB and 23% partial.

Figure 9. below shows the distribution of the total net weekly household income. 3% of
households have incomes under £60 per week. A large percentage of households receive
between £60 and £159 per week (53%) and 19% of households between £160 and £199
per week. 26% of households have incomes over £200; 18% between £200 and £299 per
week, 4% between £300 and £399, 3% between £400 and £499, while 1% have net

incomes of £500 per week or more.

Figure 9. Total net weekly income
40%
35% -
30% -
25% -
20% -
15%
10% / AN
s/ N\
7 te———
0% ‘ ‘ ‘ ‘ ‘ ‘ ‘
Under £60to £100 £160 £200 £300 £400 £500
£60 £99 to to to to to or
£159 £199 £299 £399 £499 more

In terms of the sources of the tenants’ incomes, with relatively few tenants and their
partners working it shows that below a quarter of incomes (24%) comes form earnings.
50% receive a state pension with 17% a pension from a former employer and 15% receive
pension credits. Income support is received by 28% with 3% getting a job seekers
allowance. 28% get a mobility allowance, which reflects the number of tenants with a
long term illness or disability (see below). Child benefit is received by 21% and 16% get

child tax credit. The sources of income are shown in Figure 10. below.

Figure 10. Sources of income

Type of income Percentage

Ocean Housing Association
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of tenants

in receipt
Income from employment 24%
Income support 28%
Child benefit 21%
State pension 50%
Mobility Allowance 28%
Occupational pension 17%
Other state benefits 8%
Job Seekers Allowance 3%
Other sources 2%
Interest from savings 3%
Working Tax Credit 9%
Child Tax Credit 16%

57% of households have at least one member who has a long-term illness, health problem
or disability with 83% of these saying that their disability limits their daily activity. 9% of
households have at least one member who uses a wheelchair, which represents quite a

number of people and is higher than that of many other social landlords.

2.2 SATISFACTION WITH LANDLORD

Ocean’s tenants are very appreciative of the overall service they receive from the
Association with 89% saying they are either very (52%) or fairly satisfied (37%). Just 4%
are dissatisfied with the overall service, 3% fairly and 1% very and a further 7% are

neither satisfied nor dissatisfied.

The experience from other similar surveys shows that the older tenants are generally more
satisfied than younger tenants, particularly those with young children and throughout this

report this trend persists.

Ocean Housing Association
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Figure 11. Satisfaction with overall service
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The most satisfied overall are the older couples, 95% are either very or fairly satisfied with
the service they receive from Ocean. 92% of older single tenants are also satisfied as are
93% of younger couples and 88% of single tenants under 60. The least satisfied with the
services received are one (77%) and two-parent families (79%). This difference also shows

up with the age breakdown where 94% of tenants aged 60 or more are satisfied compared

to 87% aged 35-59 and 70% under 35.

New tenants to the Association (less than a year) are generally pleased with the service
they receive, 76% showing satisfaction but this is not as good as the other tenure lengths,
particularly those of 21 years or longer (93%). The retired tenants are very satisfied
(94%), more so than those in full-time work (84%) and the self-employed (77%). Similar
numbers of those with a long term illness or disability are satisfied with the service
compared to those without, 8% and 90% satisfied respectively. However, wheelchair

users are a bit more satisfied than non users, 93% compared to 88%.

A few tenants are actually dissatisfied with the service they receive, the most coming from
the households with three or more adults (8%), two-parent families (9%), the self-
employed (15%), and those tenants aged under 35 (9%); this compares to the older

households where just 1% of the couples are dissatisfied with the service. Chapter 5 will

Ocean Housing Association
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show how this has changed since the last survey in 2003.

2.3 VALUE FOR MONEY

How the tenants feel about the rent they pay is an important measure of what they have
to pay in relation to what they get back. 91% of Ocean’s tenants feel the rent they pay
represents good value, 53% very good and 38% fairly good, just 2% feel the rent is poor

value. 7% feel it is neither good nor poor value.

Figure 12. Is the rent good value for money?

60%

50% -

40% -

30% +

20% -
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0% -

Very good  Fairly good Neither Fairly poor ~ Very poor

Response

It is the older single tenants who are the most satisfied (97%) and one-parent families the
least (79%). 94% of households with three or more adults and 92% of older couples also
feel the rent they pay is good value. Only a few feel it represents poor value; two-parent
families the most with 6% and 4% of one-parent families and younger single tenants.
When looking at tenure length, the most satisfied are those of 21 years or more (94%).
The age split emphasises the general theme, 96% of those aged 60 or over feel the rent is
good value, 87% of those 35-59 and 75% under 35. There is also a difference with those
in work and the retired, although all have high satisfaction; 90% of those in full-time
work and 89% in parttime work feel the rent is good value compared to 96% retired.
88% of the permanently sick/disabled feel the value is good with 82% of those looking
after a home/family. The different income levels show that the most satisfied are those

receiving £500 or more per week (100%), although there are few of these, and the least
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with £400 - £499 per week (73%), the other ranges show no sort of pattern and perhaps

suggests that income is not a major influence on how tenants feel about the services they

receive. The effect of housing benefit on the lower paid will also be a factor.

2.4 QUALITY AND CONDITION OF HOME
The vast majority of tenants are satisfied with their home; 91% are satisfied with 58% of
tenants very satisfied and a further 33% fairly satisfied. Just 5% are dissatisfied, 3% fairly

and 2% very. 4% are neither satisfied nor dissatisfied.

Figure 13. Satisfaction with accommodation
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Response
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This time, 97% of older couples are satisfied with their home, as are 96% of older single
tenants. The least satisfied with their property are two-parent families, 71% with 21%
dissatisfied, although 8% of one-parent families are also dissatisfied. 90% of new tenants
to the Association are satisfied with their home, suggesting that the allocation system is
working well; although this is below those of 21 years or longer, 97%. The retired tenants

are again more satisfied than those in work, 97% compared to 90% full-time and 84%
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part-time and those aged 60 or over are almost all satisfied, 96%, this comparing to 71%

of those aged up to 34.

The survey then asked whether the tenants feel their home has the right number of rooms
for their needs; 80% feel it has but 18% feel there are too few rooms in their home and
this fact will influence how they feel about their homes generally and the services received.
Only 2% of tenants think they have too many rooms in their home, which presents the
Association with little opportunity to encourage tenants of under occupied homes to

move to free them up for larger households.

Figure 14. Number of rooms

Too few
18% Too many

2%

About right
80%

As you might expect, it is the families that generally feel their home has too few rooms. A
significant 55% of two-parent families think their home is too small and 36% of one-
parent families, which would explain the lower satisfaction with their accommodation
generally. 4% of younger couples feel their home is a little too big, but just 1% of two-
parent families. Most retired households feel their home is about right (89%) compared

to those at home (54%), 43% believe their home is too small.

89% of the Association’s tenants feel that their property is in either very good (43%) or
fairly good (46%) condition. Just 4% feel their home is in poor condition and a further
7% feel it is neither good nor poor. Again the older tenants rate the condition better

than other household groups, 96% of older single tenants and 94% of older couples; 91%
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of households with three or more adults also rate the condition good. The least satisfied

this time are one and two-parent families 73% of each rating their home in good
condition. A few tenants feel the condition is poor, the most being the two-parent
families with 12%. New tenants to the Association are again impressed, but not as much
as the more established tenants, 90% feel the condition of their home is good compared
to 93% of those who have been tenants for 21 years or more. In terms of economic status
the retired tenants are the most satisfied, 96% with only 79% of those looking after a
home/family and 77% in parttime work. The age breakdown also follows the familiar

pattern, whilst 95% of those aged 60 or over feel their home is in good condition, it is

86% of those aged 35-59 and 66% aged under 35.

Figure 15. General condition of property
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2.5 OVERALL SATISFACTION

To bring together the above information, Figure 16. below summarises the responses on
these key satisfaction questions, showing the percentage of tenants who are either very or
fairly satisfied with the services received. Clearly the vast majority of tenants are satisfied
with the service with a good proportion very satisfied. The highest rating goes to the
accommodation and value of the rent, 91% are satisfied. The overall rating of 89% is
very good and subsequent chapters will show how these results compare with other social

landlords and with the previous survey carried out by Feedback for the Association.
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Figure 16. Overall levels of satisfaction
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2.6 NEIGHBOURHOOD AND LOCAL PROBLEMS

The tenants are quite appreciative of the neighbourhoods where they live within the areas
where the Association has properties; 82% are satisfied with 47% very satisfied. However,
11% are dissatisfied with their neighbourhood, whilst a further 8% are neither satisfied

nor dissatisfied.

Figure 17. Satisfaction with neighbourhood
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Less than two-thirds of the families with young children are satisfied with the

neighbourhoods around their homes, 59% one-parent and 61% two-parent whilst 19%
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and 30% respectively are dissatisfied. This is again in contrast to the older households

with 91% of both older single tenants and older couples satisfied as are 87% of
households with three or more adults. The age split further emphasises this with 91%
aged 60 or over satisfied compared to 59% under 35. The area appears to be a good place
to retire as 91% of retired tenants like the area where they live, this being a lot better than

those in full-time work, 70% and the self-employed, 69%.

As a follow up to asking how the tenants feel about their neighbourhood generally, the
questionnaire lists a number of issues and asked the tenants to indicate whether they feel
them to be a serious or slight problem or no problem at all. However, the results usually
demonstrate the tenants’ perceptions of problems and it does not necessarily mean that
they have suffered any first hand. Figure 18. below sets out the range of concerns for the

various local issues.

Figure 18. Local problems

Litter/rubbish
Dogs
Vandalism

Noise from people

Neighbours
E .
% Traffic noise | Serious problem
2 m Slight problem
o Other crime
Graffiti
Drug dealing

Property damage

Racial harassment

0% 10% 20% 30% 40% 50% 60% 70%

Litter and rubbish in the street (59%), dogs (46%) and vandalism (43%) are the most
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common concerns of those listed. Problems with the neighbours affect 33% and 39%

feel noise from other people is an issue. Traffic noise on the estates is an issue for 30%.
23% feel that drug dealing in the area is a problem, although only 8% of these feel it is
serious; other crime concerns 27%, 6% feel it to be serious. The issue of least concern is

racial harassment, 4% believe this to be a problem in the area.

As shown above, the younger households, particularly families with young children are
generally less satisfied and with these local issues they tend to show more concern than
the older households. For instance with neighbour problems 62% of two-parent and
46% of one-parent families feel there is a problem compared to just 19% of older single
tenants. They also have more concern about noise from others, 50% of one-parent and
60% of two-parent families and are more concerned about drug dealing and other crime;
43% of two-parent families feel drugs are a problem and 47% are concerned about other

crime.

2.7 CONTACT WITH LANDLORD

65% of tenants had contact with Ocean HA in the last 12 months. The most contact
came from the larger households, 80% of those with three or more adults and one-parent
families and 77% of two-parent families; although 77% of younger couples also made
contact. This compares with just 53% of older single tenants; 61% of new tenants made
contact. When contacting the Association the vast majority of tenants telephoned (84%)
and 10% visited an office, just 2% wrote, hardly any used e-mail and 3% used other
methods; couples, both under 60 were the most likely to visit the office (16%) as did 30%

of the self-employed.

The main reason tenants contacted their landlord was to report a repair (72%); this is
fairly consistent with other landlords. 9% of tenants contacted the Association for rent or

housing benefit queries, 4% for a transfer or exchange and 7% for neighbour issues; 8%
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of tenants contacted their landlord for other reasons. The older couples (79%) were most

likely to report repairs with two-parent families the most likely to make a rent/HB enquiry
(13%); two-parent families also had most contact about transfers (8%) whilst single

tenants under 60 had the most contact about their neighbours (12%).

Below compares the various methods of contact with the reasons, 91% used the phone to
report a repair with 4% visiting the office, 2% writing and 3% using other methods.
However, for rent/HB enquiries 66% used the phone and 30% visited the office. This is
similar to other surveys where the more straightforward issues such as reporting a repair
are more likely to be dealt with on the phone with tenants preferring to have more face-to-
face contact for more complex problems, this theory is further illustrated with
transfer/exchange enquiries where 68% phoned and 32% visited the office and with
neighbour problems 68% phoned, 29% visited the office and 3% wrote, although it

should be noted that relatively few made contact about these types of issue.

Figure 19. Methods/reasons for contact
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2.8 QUALITY OF CONTACT
Of those making contact with the Association within the last 12 months, 76% said that
they found it easy to contact the right person, however 13% found it difficult and a

further 9% neither easy nor difficult; 2% couldn’t remember. The older tenants had the
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best response, 85% of couples and 83% of single tenants finding their contact easy,

younger couples (83%) also faring well. One-parent families had the least success, only
61% found getting the right person easy, 20% found it difficult; 20% of younger single
tenants also found it difficult. The retired (83%) and those in part-time work (83%) had
a little more success than those in full-time work, 69%. Only 58% of new tenants found
getting the right person easy, 26% found it difficult; this may suggest that more needs to
be done at sign up to ensure new tenants know how best to make contact. Again the age
split show a marked difference, 83% of those 60 or over said finding the right person was

easy compared to 74% of those aged 35-59 and 54% aged under 35.

Figure 20. Ease of getting hold of right person
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It is very important that the tenants feel that the staff are there to help them and for
Ocean 91% thought the staff were helpful the last time they made contact and this is a
testament to the staff, particularly those in the front line who take the initial enquiries.
Only 3% thought they were unhelpful; 4% felt they were neither one nor the other and
2% couldn’t remember. Most groups felt the staff were helpful, although the older
tenants were again the most pleased; 95% older single tenants and 97% of older couples.
The families again were a little less happy, 83% two-parent and 84% of one-parent
families thought the staff helpful. Very few felt the staff were actually unhelpful, the most
being the two-parent families, 9%. New tenants were satisfied with the help received,

95% saying the staff were helpful, this is even more than those of 21 years or more, 93%.
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Figure 21. Helpfulness of staff
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85% of tenants found the staff able to deal with the problem they presented to them,
while 9% of tenants said staff were unable to solve their problem. 5% felt they could

neither deal with the query nor not deal with it and 1% couldn’t remember.

Figure 22. Ability to deal with problem
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The households with three or more adults (92%) were the most satisfied with this aspect
and two-parent families the least, although still 71% thought they could help them;
however, 15% of this group, 11% of one-parent families and 13% of younger single

tenants felt the staff could not deal with their problem. New tenants were again very
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satisfied, 90% felt the staff could help but this drops to 81% for those of 1-2 years tenure.

The age split shows those aged 60 or over with 88% who felt the staff could deal with
them and this is 20% more than those under 35 (68%). Those in full-time work (87%)
and parttime work (87%) had a fairly similar number who thought the staff could help as
the retired (89%).

Taking all these factors into account, 77% said they were satisfied with the final outcome
of their enquiry, although 14% were dissatisfied and a further 9% neither satisfied nor
dissatisfied. The most satisfied household group is the older couples (86%) compared to
58% of two-parent families. 63% of new tenants left satisfied, although 16% were
dissatisfied and again the retired tenants (85%) were more satisfied than those in work,
74% of full-time and 80% parttime. The most dissatisfied were the younger single
tenants (22%), those of 1-2 years tenure (22%), the self-employed (30%) and tenants aged
under 35 (28%).

Figure 23. Satisfaction with final outcome
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Further analysis of the tenants’ experience of contacting Ocean HA revealed discrepancies
with levels of satisfaction and method of contact, and also tenants’ perceptions varied
depending on the reason for the enquiry. Generally those contacting the Association by

phone were a little happier with the service than those visiting the office, although the
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differences are small. 76% of those phoning found it easy to contact the right person,

with slightly more, 79% who visited the office, 91% and 93% respectively thought the
staff were helpful and 86% phoning and 83% visiting felt the staff could deal with their
problem. With the satisfaction with the outcome of their contact, 78% of those phoning
were satisfied compared to 72% visiting. Those writing, although few in number,
generally had a poorer experience to those phoning; only 54% found the right person,
75% thought the staff helpful and 54% felt they could deal with the problem and 50%
were satisfied with the outcome. It is accepted, however, that tenants will generally write

about the more complex issues which, as shown below, are often harder to resolve.

Looking at the reasons for contact reveals those causing dissatisfaction. While 81% were
satisfied with their repair and 92% with how their rent enquiry was handled, only 35%
were satisfied with the outcome of their transfer request, 35% being dissatisfied and 42%
were satisfied with the outcome of their neighbour problem, 42% leaving dissatisfied.
Whilst it is accepted that resolving problems of this type is notoriously difficult, tenants
need to know that their enquiry is being dealt with professionally and sympathetically

even if the result is not what they desire.

2.9 REPAIRS AND MAINTENANCE

The tenants were asked how satisfied they are with the way Ocean deals with repairs and
maintenance. 88% of tenants are satisfied (57% very and 31% fairly). Only 6% of
tenants are dissatisfied with the service (4% fairly and 2% very), while 5% are neither
satisfied nor dissatisfied; 1% hold no opinion. Of the different household groups, older
tenants are again, the most appreciative with 95% of single tenants and 94% of couples
who are either very or fairly satisfied with the repairs service. Single younger tenants
(81%) and two-parent families (76%) are a little less so. New tenants (73%) are not as
pleased as tenants of 21 years or more, 93%. The retired (94%) are quite a bit more

satisfied with the service than those in full-time work (86%) and the self-employed (69%).
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The age split again shows a marked difference with 94% of those aged 60 or over satisfied

with the repairs service, 84% of those 35-59 and 71% of those under 35.

Figure 24. Satisfaction with repairs & maintenance
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63% of tenants had reported a repair in the last 12 months, the one-parent families
reporting the most (82%). Tenants who had had a repair completed during that period

(61%) were asked a series of questions regarding the repair.

All aspects of the last reported repair received high praise. Once on site over 91% of
tenants said the work done by the repair teams was good, 92% their speed of work, 96%
their attitude, 91% the quality of work completed and 95% their ability to keep dirt and
mess to a minimum. There was also good appreciation of those aspects of the day-to-day
service prior to work starting, 91% felt the information they received about when a
worker would call was good although slightly fewer, 87%, felt the time they had to wait
was also good. Very few felt these aspects of the repairs service were poor, the most being
for the time they had to wait, this being 6% who felt it to be poor. All the different
household groups appreciate the repair service, although the continuing trend of the
older tenants showing more satisfaction is still true here, for example, with the time to
wait for work to start 94% of older single tenants felt this to be good compared to 79% of
one-parent families. The attitude of the workers was rated high by virtually all. Figure 25.

below shows the responses on the different aspects of the last reported repair.
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Figure 25. Rating of last repair completed in last 12 months
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210 COMMUNICATION AND PARTICIPATION

91% of tenants said they are kept well informed by Ocean HA about things that affect
them as tenants, (58% very well and 33% fairly well). The older couples feel the best
informed, 96% satisfied with 95% of older single tenants, 92% of households with three
or more adults and 90% of younger couples, this compares to 78% of two-parent families.
83% of new tenants feel well informed, but this is less than those long standing tenants of
21 years or more, 97%. The retired (95%) feel a little less informed to those in part-time
work, 97% but more than those in full-time employment, 89%. Only 3% said they feel

badly informed and a further 6% neither one nor the other.

When asked, “How much account do you feel your landlord takes of tenants’ views when
making decisions!” 76% of tenants said the Association takes either a lot of account of
tenants’ views (46%) or a little (30%). However, 8% said Ocean takes no account at all of

tenants’ views and 17% of tenants have no opinion on the question.

59% of tenants are satisfied with the opportunities to be involved in the management of

their homes and the decision-making process and only 4% are dissatisfied, while 19% are
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neither satisfied nor dissatisfied and 18% have no opinion. This means that 37% will not

be drawn on the question and this presents a challenge for the Association to engage with

this group.

Figure 26. Opportunities for involvement
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Again there is a range of opinion across the different household groups. The older single
tenants and older couples are again among the most satisfied (both 65%). The age
groupings also show a difference with 66% of those aged 60 or over satisfied compared to
55% of those 35-59 and just 32% of those under 35. There is been a change in the
definition for Housing Corporation’s Best Value Performance Indicator, previously those
expressing ‘no opinion” where to be excluded but to be consistent with this year’s RSR
this is no longer the case, so for the BVPI 59% are satisfied with the opportunities to be
involved in management and decision making. This definition is currently different from

the DCLG PI for local authorities where the ‘no opinions’ are excluded.

2.11 IMPROVING SERVICES
The tenants were asked to indicate the three most important services from a list of six.

(Because of the multiple response nature of the question, the percentages add up to more

than 100%).
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Figure 27. Importance of services
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Repairs is seen as the most important service, this being the choice of 80% of tenants and
this is the most important to virtually all the different household groups. The overall
quality of the home is next, with 58% and this demonstrates that the condition and
repair of the home is of prime importance to the Association’s tenants. Keeping tenants
informed is third in importance, 57% choosing this in their top three and the value for
money of the rent is fourth with 47%. A little below this is taking tenants’ views into
account with 33% whilst only 8% chose the option of involving tenants in the

management of their homes.

The tenants were then asked to indicate whether these services need improvement, either
some or much. The service the tenants feel is in most need of improvement is the overall
quality of the home, 55% feel this is in need of some or much improvement. Second is
taking tenant’s views into account (53%) and third is repairs (42%). The lowest ratings

are for the value of the rent, although still 30% feel this need improvement.
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Figure 28. Need to improve
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2.12 GENERAL COMMENTS
The questionnaire gave the tenants the chance to add any comment about the service they
received, good or bad. A number did so covering a wide range of issues and these can be

found in the accompanying data tables.
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Although not specifically requested by Ocean, as a standard part of the Feedback analysis

3.DIFFERENCES BETWEEN SUBGROUPS

the results have been compared between the Association’s general needs and sheltered
tenants. The groups vary in size quite considerably; there are 2,511 general needs
properties and 730 sheltered properties. For subgroup analysis it is recommended that
statistical reliability should be within +/-10%; responses were received by 692 and 240
respectively and given these responses the groups achieved this comfortably, in fact they

are +/- 3.2% and +/- 5.2%.

3.1 TENANT PROFILE

Given the different nature of the properties it is no surprise that the tenant profile is
quite different, within the general needs properties 27% of households are families with
young children, 22% are single tenants or couples aged under 60 and 41% are single
tenants or couples aged 60 or over. However, in the sheltered schemes 82% are single
tenants (70%) or couples (12%) aged 60 or over and just 16% are younger. It should be
noted that whilst a significant number of older tenants live in sheltered schemes there are
actually more within the general needs stock, so this should not be forgotten when

designing services for older people.

The household densities are also quite different with a average of 2.3 people living in the
general needs properties, this includes 0.5 children aged under 16 and 0.6 people aged 60
or over, whilst in the sheltered schemes there are 1.2 occupants per property. The
sheltered properties just have the most female heads of household, 65% with 63% in the
general needs properties.  Figure 29. below shows the different household profiles

between the two groups of properties.
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47% of tenants in the general needs properties have been with Ocean for 11 years or
longer and 31% in the sheltered properties; 10% and 17% respectively have come to the
Association within the last 2 years. The age profile reflects the tenant profile within the
groups, with 35% of principal tenants within the general needs properties aged over 65
and 80% within the sheltered schemes, 54% being aged 75 or over. As shown in chapter
2 above, there is a very small proportion of BME tenants, and there is little between the
groups; 91% of tenants are White British and 7% Irish in the general needs properties
compared to 89% White British and 10% Irish in the sheltered properties. 27% of
tenants within the general needs properties are working and 34% are retired compared to
76% retired within the sheltered properties, although 6% still work. Households in the
general needs properties, with the most working, are a little more affluent with 9%
receiving net incomes over £300 per week compared to just 4% sheltered; 65% get less
than £160 per week. The sheltered properties also have the highest percentage of tenants
who are wholly reliant on state benefits (76%), whereas it is 59% in the general needs

properties.

54% of households in the general needs properties have at least one member who has a
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long-term illness, health problem or disability; however in the sheltered properties it is

66%. 7% of households in the general needs properties have at least one member who

uses a wheelchair with 14% sheltered.

3.2 OVERALL SATISFACTION

Overall, Ocean’s tenants are very satisfied with their landlord, the value for money their
rents obtain, their accommodation and the condition of their property. There are,
however, some differences in the levels of satisfaction between the subgroups, with those
in the sheltered properties generally more satisfied than the general needs tenants; this is
consistent with other landlords, although where there is a lower proportion of older
tenants within the general needs stock the differences are often greater than here. Figure
30. below includes tenants who are very or fairly satisfied on the four main satisfaction

questions.

Figure 30. Levels of satisfaction of subgroups

B General needs B Sheltered

100%

90%

80% -
70% -
60% -

Landlord Value for money Accommodation Condition of
property
Category

88% of general needs tenants are satisfied with the overall service they receive from
Ocean, this compares to 92% within the sheltered schemes. The sheltered group is also

the most satisfied with the value for money of the rent, 94% (89% general needs) their
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accommodation, 94% (90% general needs) and the condition of their properties, 95%

(87% general needs). 19% of general needs tenants feel their home is too small, but 16%

of sheltered tenants also feel this way.

33 NEIGHBOURHOOD AND LOCAL ISSUES

Satisfaction with the neighbourhood where the tenants live is generally good with 79% of
general needs tenants saying they are either very (41%) or fairly satisfied (38%) but more
sheltered tenants are satisfied with where they live, 91%, 65% very satisfied. However, a

few are dissatisfied, 13% in the general needs properties but just 5% sheltered.

There is a certain amount of concern about various local problems which can affect the
enjoyment of the area with the general needs tenants generally the most concerned and
those in the sheltered schemes the least. The issues of the greatest concern in the
neighbourhood is having litter and rubbish in the street, 65% of general needs tenants
and 42% of sheltered tenants feel that this is a problem; 17% and 9% respectively feel
this to be serious. Both groups are generally concerned about the same things but, as
with the litter problem, there are far fewer sheltered tenants who feel these issues are
problems. 48% of general needs tenants and 38% sheltered feel vandalism in the area is a
problem and problems caused by dogs concern 49% and 34% respectively; although fewer
feel there are problems with graffiti, 39% general needs and 11% sheltered. Problems
with the neighbours affect 37% of general needs tenants but only 18% sheltered and
linked to this issue is noise from others, which is a problem to 45% general needs and
20% sheltered. Of the more serious crime issues there are 27% general needs and 7%
sheltered who feel that drug dealing in the area is a problem, although only 10% and 2%
respectively feel this is a serious problem. However, a few more are worried about other
crime, which may include burglary, car crime, theft, street crime etc, 32% of general
needs tenants and 11% sheltered, but again few feel this to be serious in the

neighbourhoods around their homes.
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Figure 31. Local problems
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3.4 CONTACT WITH LANDLORD

More general needs tenants contacted the Association within the last 12 months than
sheltered, 70% compared to 48%. The telephone was the most popular way to make
contact for tenants in both groups, 85% from the general needs properties made contact
this way and 79% sheltered, 11% and 8% respectively chose to visit the office and 13% of
contact from the sheltered tenants was from other methods, which presumably would

include going via the scheme manager. Repairs was the most common reason for contact;
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73% of contact from the general needs tenants and 67% sheltered; 14% of sheltered

tenants made contact about their rent/HB.

Tenants’ perceptions about contact with Ocean do vary a little between the groups with
the sheltered tenants again the most satisfied, although the differences are not great.

Figure 32. below shows the differences between the two groups.

Figure 32. Contact with the landlord
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74% of general needs tenants found it easy to contact the right person, 85% sheltered
and only 14% and 11% found it difficult. Most found the staff helpful when they made
contact, 90% general needs and 95% sheltered, although slightly fewer felt the staff could
help them with their enquiry, 84% general needs and 88% sheltered. The final outcome
of their enquiry was satisfactory to 76% of general needs tenants and 79% sheltered,

although 14% and 13% respectively left dissatisfied.

35 REPAIRS AND MAINTENANCE
In terms of overall satisfaction with the service there is again a little difference with the
sheltered tenants once again more satisfied, 94% saying they are either very or fairly

satisfied compared with the general needs tenants, 87%. 67% from the general needs
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properties and 51% sheltered reported a repair in the last 12 months and 62% and 56%

respectively had work completed. The experiences of the last completed repair vary a
little, with the sheltered tenants again the most satisfied. Figure 33. below shows the full

list.

Figure 33. Rating of last repair completed in previous 12
months
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The tenants generally feel less satisfied with the aspects of the day-to-day repairs service
prior to work starting on site than once the repair teams arrive to complete the repair,
although the satisfaction levels are high. 91% of general needs tenants felt the
information about when a worker would call was good and 85% the time to wait for the
work to start, although more sheltered tenants were satisfied with these, 93% for both.
Once on site 91% of general needs tenants felt the speed of work was good (97%
sheltered), 95% the attitude of the workers (98% sheltered), 89% the quality of work
(97% sheltered) and 94% the workers’ ability to keep dirt and mess to a minimum (98%

sheltered).
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Most tenants feel well informed by the Association about things that affect them, the

3.6 COMMUNICATION AND PARTICIPATION

sheltered tenants being a little more satisfied with 95% who feel well informed against
90% general needs. Few feel badly informed, the most being 4% of general needs
tenants. With the account taken of tenants’ views the groups are fairly close, although the
general needs tenants are this time the most satisfied, 76% feel their views are taken into

account, a little more than the sheltered tenants (74%).

On satisfaction with the opportunities given for involvement with the management of
their homes the sheltered tenants are again the most satisfied, 62% with 58% general
needs. Only a few are dissatisfied with the opportunities they have, 4% general needs
and 5% sheltered but reasonable numbers are neither satisfied nor dissatisfied or have no

opinion, 38% and 34% respectively.

Figure 34. Opportunities for involvement in management and
decision-making

W General needs B Sheltered
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40% -

30% -

20% -
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Very satisfied Fairly satisfied Neither Fairly Very No
dissatisfied  dissatisfied opinion/don't
know
Response

3.7 IMPROVING SERVICES
The groups vary a little in terms of which service they feel to be the most important,

although all place the repairs service first with 82% general needs and 75% sheltered
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choosing this option. For the general needs tenants the next most important is the

overall quality of the home and third is keeping tenants informed but for the sheltered

tenants keeping tenants informed is placed second and the quality of the home third.

There are also differences between the groups on what they see as needing the most
improvement. For the general needs tenants the overall quality of the home is the issue
in most need of improvement, 58% say that this needs either some improvement (49%)
or much improvement (9%). However, for the sheltered tenants taking tenants’ views

into account is highest with 47% feeling this needs improvement.
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4. COMPARISONWITH OTHER
LANDLORDS

Since the launch of Feedback in 1999, over 350 social landlords have used the service
with responses received from over 350,000 tenants. The current database holds data
from all the landlords who have used Feedback, the names of the landlords have been
withheld to protect their confidentiality. A separate report (Part IV) containing data

tables has also been produced based on comparative data analysis.

The group chosen for comparison with the Ocean HA results is made up of 10 RSLs, all
the landlords are based in the South West of England and the group is generally high
performing. The sections below compare Ocean’s results with the best performer and the
poorest from the rest, the group average and the national average of all landlords who

have used the Feedback service to date.

4.1 SATISFACTION WITH LANDLORD

In terms of the overall satisfaction with the services provided by the various landlords, the
average for this group is 81% of tenants who feel either very or fairly satisfied with the
service received. Ocean is above this with 89% of its tenants satisfied with the services
provided; this is part of a trend which shows that Ocean’s results are generally better than
the group average, in fact this is the highest of the group. The best of the rest of the
group is one landlord with 88% satisfied and the lowest satisfaction level in the group is

72%, the national average being 77%. Just 4% of Ocean’s tenants are dissatisfied with
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the service, less than the average of the group (9%). A number of tenants from the

different landlords said they are neither satisfied nor dissatisfied; Ocean has 7%
compared to the group average of 11% and the national average of 12%. Figure 35.
below shows the group average, national average, best and poorest from the rest of the

group compared to Ocean’s results.

Figure 35. Satisfaction with the overall service
provided by landlord

W Very/fairly satisfied O Neither B Very/fairly dissatisfied

100% -
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National Poorest Best Average Ocean
average

4.2 VALUE FOR MONEY

Tenants were asked whether they think the rent for their property represents good or
poor value for money. For Ocean, 91% of tenants feel that the rent they pay represents
good value, this is 12% above the group average (79%) and again the best of the group;
the next best has 86% satisfied and the poorest 68%; the figure is also considerably better
than the national average (74%). Just 2% of the Association’s tenants feel the rent is poor

value, 5% less than the group average.
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Figure 36. Is the rent good value for money?

W Very/fairly satisfied O Neither B Very/fairly dissatisfied
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4.3 QUALITY AND CONDITION OF HOME

Of the landlords surveyed, all scored relatively highly on the tenants’ satisfaction with
their home; with the average of the comparison group being 86%. Ocean’s tenants rate
their accommodation above average again with 91% satisfied and this is 8% above the
national average of all landlords and is the highest of this group. The next highest is 90%
and the lowest 78%. Ocean has 5% of tenants dissatisfied with their accommodation,

2% less than the group average; the most dissatisfaction being 13%.

Figure 37. Satisfaction with accommodation

m Very/fairly satisfied O Neither B Very/fairly dissatisfied
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18% of Ocean’s tenants feel they have too few rooms; this is 1% below the average for the

group (19%). One landlord has 29% of its tenants who feel their home is too small,
while the least is 16%. Only 2% of the Association’s tenants feel they have too many
rooms, 1% less than the group average. Few landlords have significant numbers of under

occupied homes.

On the condition of their homes, the Association’s rating of 89% is 7% above the average
of 82% and is the best of the group, the next landlord has a rating of 87%; Ocean’s rating
is also 10% better than the national average. Only 4% of the Association’s tenants feel
the condition of their property is poor, 4% less than the group average (8%) and 6% less

than the national average (10%).

Figure 38. How would you describe the general
condition of this property?

m Very/fairly satisfied O Neither B Very/fairly dissatisfied
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4.4 NEIGHBOURHOOD
Ocean’s tenants are generally pleased with their neighbourhood, 82% being satisfied, this
compares to the group average of 81%; although the best is 87%. The landlord with the

lowest rating has just 69% satisfied with the neighbourhood around their homes.

When looking at the number of tenants who feel that there are different problems

affecting their neighbourhoods it reveals that despite the slightly higher than average
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satisfaction with the neighbourhood generally and high levels of satisfaction with other

services, Ocean’s tenants tend to have a little higher level of concern compared to the
group average on most issues. The issue of greatest concern is litter and rubbish in the
street, 59% of Ocean’s tenants feel this is a slight or serious problem; this is 4% more
than the group average. The biggest difference is with graffiti where 25% of Ocean’s
tenants feel this is a problem compared to 20% average for the group, a difference of 5%.
Ocean’s tenants are also more concerned about dogs (2% more), the neighbours (2%
more), noise from others (3% more), traffic noise (3% more) but less so for property

damage (2% less), drug dealing (2% less) and 1% less for other crime.

Figure 39. Local problems
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Over the previous 12 months slightly fewer tenants made contact with the Association

45 CONTACT WITH LANDLORD

(65%) than the group average (68%); the lowest was 61% and the most 76%. A few more
used the phone than average, and fewer visited an office, 10% compared to 12%. There
were slightly more calls about repairs, 72% (average 71%) and more about rent/HB, 9%

(average 8%).

In terms of the service when contacting the Association, Ocean did quite a bit better than
the average of the group and is one of the best performers. 3% more of Ocean’s tenants
(76%) found it easy to contact the right person than the average for the group (73%).
The best of the group had 79% who got hold of the right person easily and the lowest
rating was 59%. The Association had 13% who found it difficult to get the right person,
2% less than the average for the group; the most being 26%. The national average is 66%

who found contacting the right person easy.

Figure 40. Ease of getting hold of the right
person
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How the tenants feel about the staff and how helpful they are is an important measure for
any organisation. For Ocean an excellent 91% of tenants said that they thought the staff
were helpful the last time they made contact, this is 6% better than the average for the

group and is the highest of the group, the next highest being 89%. Only 3% said the
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staff were actually unhelpful, 3% better than average.

Figure 41. Helpfulness of staff
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85% of Ocean’s tenants felt that the staff could deal with their problems, 7% more than
the group average (77%) and again the highest of this group. The next best of the group
had 84% who felt the staff could deal with their problem and the lowest rating of 68%.
However, 9% of the Association’s tenants felt the staff couldn’t deal with their problem,
although this is 5% less than the group average. The national average is 73% who can

assist and 18% who can’t.

Figure 42. Ability to deal with problem
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77% of Ocean’s tenants were satisfied with the final outcome of their enquiry, this being

9% above the group average but not quite the highest which was 78% satisfied.

90%
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50%
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20%
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0%

Figure 43. Satisfaction with final outcome
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12% left dissatisfied with the outcome of their enquiry, but again this is better than the

group average (22%); the national average is 62% satisfied.

4.6 REPAIRS AND MAINTENANCE

88% of Ocean’s tenants are satisfied with the repairs and maintenance service and this is

10% above the group average of 78% and is the best of the group. The next best has 87%

of its tenants satisfied with the repairs service and the lowest rating is 68%. The national

average for repairs is 73% satisfied. Just 6% of Ocean’s tenants are dissatisfied with the

service and this is 7% less than the group average
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Figure 44. Satisfaction with the way landlord deals
with repairs & maintenance
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In Figure 45. below, the satisfaction with the last completed repair (reported in the
previous 12 months) is compared on aspects of pre-commencement work and on the
work undertaken by the repair teams in tenants’ homes. In common with the rating of
satisfaction with repairs overall, the Ocean tenants record ratings above the group average
and are highest on some. The lowest ratings of the group are for the information given
about when work will start (average 80%) and the time taken to start (average 78%), but
Ocean’s rating for the information given is 11% above this with 91% who felt it was good
and 9% above on waiting time (87%); both these are the highest of the comparative
group. The attitude of workers has been consistently high on nearly all surveys and the
average for this group is 93%, the Association is a little better than this with 96% feeling
that the workers’ attitude was good. 92% of the Association’s tenants rated the speed of
work good, 5% above average, 91% the quality of work, 5% above average and 95% the
ability of the workers to keep dirt and mess to a minimum also 5% above average; this is
also the group highest. On all measures the Association’s ratings are higher than the

national averages.
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Figure 45. Satisfaction with individual aspects of last repair
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4.7 COMMUNICATION AND PARTICIPATION

5% more of Ocean’s tenants (91%) feel that they are kept well informed by their landlord
than the group average (86%) and this is the highest of the group. Also more than
average feel that their views are taken into account in decision-making; 76% (average

69%); also the group highest.

With the tenants’ satisfaction with their opportunity to be involved in management and
decision-making Ocean has 59% of tenants satisfied, this being 3% above the average of
the comparative group (56%) but the highest of the group this time is 69% and the lowest
rating being 47% satisfied. Very few are actually dissatisfied, Ocean 4%, with the average
5%, however, quite a number of the Association’s tenants (37%) feel neither one way nor

the other or have no opinion, although this is 2% less than the average.
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Figure 46. Opportunities for involvement in management
and decision-making
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4.8 IMPROVING SERVICES

The Ocean tenants agreed with the group average by placing the repairs service first in
order of importance, 80% chose this option (average 81%). The Association’s tenants
then placed the overall quality of the home second, the same the group average, and

keeping tenants informed third; the third place on average being the value of the rent.

Ocean tenants feel that the overall quality of the home is the service areas in most need of
improvement, 55% believe some or much improvement is needed, taking tenants’ views
into account is second and the repairs service is third. The group average places the
overall quality of the home first (61%), repairs and taking tenants’ views into account

joint second but a few more tenants than Ocean’s feel these services need improvement.

5. COMPARISON WITH PREVIOUS
SURVEY

A similar STATUS survey was undertaken by Feedback for Ocean Housing Association

during the middle part of 2004 with the report produced in November of that year. This
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section of the report looks at the differences between this survey and the previous one on

the tenant profile and the key satisfaction questions.

51 TENANT PROFILE

The tenant profile shows few changes since 2004, there are slightly fewer older
households and more younger small households and families; 52% of households were
either single or couples aged 60 or over in 2004 but this has decreased a little to 51%
now. There are 20% families now, down a little from 22% in 2004 and there are now a
few more younger households, 20% compared to 17% in 2004. The average household
size has remained at 2.0 people per household. The gender of the principal tenants has
also changed a little from 64% female in 2004 to 63%, but the age profile is fairly similar
with 47% aged 65 or over now from 45% in 2004, although 10% are now aged up to 24,
up from just 4% in 2004. The turnover of tenants has changed a little, while 41% said
they had been with the Association for up to two years in 2004 this has increased to 42%

now but 18% had been new to Ocean in the previous 2 years in 2004, this is now 11%.

There has also been a small change with the ethnic makeup of the tenants, in 2004, 91%
said they were White British, the same as now but 8% are now Irish up from 6% in 2004;
there are very few from the other ethnic groups. Slightly more principal tenants are in
work now, 22% compared to 20% in 2004 whilst 45% are now retired, 46% in 2004.
Incomes have risen a little across the surveys; there are now fewer receiving less than £60
per week, 3% compared to 4% and more receive more than £300 per week, 8% with 6%
in 2004. There has been a slight rise in those with a long-term illness or disability, 57%

from 54% in 2004 and a few more use a wheelchair, 9% (8% in 2004).

5.2 OVERALL SATISFACTION
Satisfaction with the services provided by Ocean was exceptionally high in 2004 and it

was always going to be difficult to maintain such levels over a period of time. However,
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whilst satisfaction with some aspects of service has, in fact, decreased some have increased
even further. In 2004, 91% of tenants were satisfied with the overall service received
from the Association and this has now fallen a little to 89%, a drop of 2% in the last two
years. The value placed on the rent has, however, increased a little, up 1% from 2004,
and satisfaction with the accommodation occupied has also increased from 90% satisfied
to 91%. Satisfaction with the condition of the home has risen 2% with 89% who now
feel the condition is good. The same numbers feel their home is too small, 18% now and

in 2004. Figure 47. below shows those who are very or fairly satisfied in 2003 and 2006.

Figure 47. Overall satisfaction

@ 2004 O 2006
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Satisfaction with the neighbourhood around the tenants’ homes is fairly high, 82% say

they are satisfied, although this has decreased 2% from the level in 2004.

5.3 LOCAL ISSUES

Within the last survey there was a certain amount of concern felt on the estates for acts of
anti-social behaviour etc. It is encouraging that within the current survey concern has
reduced on 6 of the 11 issues listed, remained the same on two and gone up a little on the
other three. All the changes are small; concern about vandalism, noise from others,
property damage and other crime has all gone down by 2% with 1% fewer now feeling
that litter/rubbish and traffic noise are problems. 46% feel dogs on the estates are

causing problems and 23% are concerned about drug dealing in the area, both the same
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as 2004. However, 4% more are worried about graffiti and their neighbours and 1%

more about racial harassment, although only 1% feel this to be a serious problem.

54 CONTACT WITH LANDLORD

Fewer tenants contacted the Association during 2006 (65%) than in 2004 (74%). Also
slightly fewer used the telephone to make contact than before, 84% compared to 86%
and more visited the office, 10% a rise of 3% from 2004. A repair remains the most
common reason for contacting the Association, 72% now compared to 73% in 2004 and

there are only slight changes in the other reasons listed.

Previously the satisfaction levels with the aspects of contacting the Association were very
high and, to some extent, are hard to maintain. This survey does show decreases in
satisfaction but they still remain at a high level and, as shown in the previous chapter,
they are among the best when compared with other landlords. 76% of current tenants
found getting hold of the right person easy the last time they made contact with Ocean;
this has gone down 7% from 2004; this representing quite a drop and it is difficult to
explain why this might be. Also 3% more found it difficult to get hold of the right
person. 1% fewer tenants felt the staff were helpful in the recent survey as in 2004,
bringing this to 91% who felt the staff were helpful and 3% fewer felt the staff were able
to deal with their enquiry, 85% (88% in 2004). Satisfaction with the final outcome of the
contact has also fallen a little, down to 77% satisfied from 81%. The same issues cause
most dissatisfaction, that being transfers where 35% were dissatisfied with their contact
about this, up from 33% in 2004 and neighbour problems, 42% were left dissatisfied, up
13% from 2004.
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Figure 48. Contact with landlord
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5.5 REPAIRS AND MAINTENANCE

Repairs is the service area that the majority of tenants make contact about and consider
the most important and it is good that satisfaction with the overall repairs service is very
high with 88% satisfied, although this has decreased 3% from the level in 2004 (91%).
The number dissatisfied has gone up 2% to 6%.

When looking at satisfaction with the last completed repair the changes are very small and
it should be remembered that these are already very high. 91% now feel the information
they receive about when a worker would call is good, this has decreased since 2004 when
95% felt this good. 3% fewer now feel the time they have to wait for the work to start is
good, down to 87% from 90%. The onssite teams receive high praise for their efforts,
although satisfaction has gone down a little; 92% feel the speed of work is good, down
2% and 2% fewer feel the quality is good, now 91%. The attitude of workers is seen as
good by the vast majority of tenants (96%), although this has also gone down by 2%,
however the ability of the workers to keep things tidy has seen a slight rise, up to 95%

from 94% in 2004.
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Figure 49. Aspects of last repair
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5.6 COMMUNICATION AND PARTICIPATION

A similar number now feel well informed by the Association about things that affect them
as tenants as in 2004, 91% saying they are well informed now and then; fewer feel badly
informed, 3% now and in 2004. There has been a slight fall in those who feel their views

are taken into account in decision-making, 76% now feel a lot or a little account is taken,

while this was 79% in 2004.

Also, in terms of satisfaction with the opportunities for participation in management and
decision-making there has been a small fall in satisfaction, there are now 59% of tenants
who feel satisfied with their opportunities compared to 62% in 2004, a fall of 3%.
Dissatisfaction is low, 4% now the same as in 2004 but there are now more who feel

neither one way nor the other, 2% more and have no opinion, 1% more.
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Figure 50. Satisfaction with opportunities for involvement
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5.7 IMPROVING SERVICES

The tenants now feel very similar to those in 2004 about the aspects of service that they
feel are the most important. In 2004 the tenants said the repairs service was the most
important, 79% opting for this and in 2006 they also place this first, 80% now choosing
this. In 2004 joint second was the overall quality of the home and keeping tenants

informed; now the quality of the home is just second and keeping tenants informed third.

The tenants also agreed on what needs the most improvement; 54% now feel that the
quality of the home needs some or much improvement, whilst in 2004 this was also first
on the list with 59% of tenants saying improvement was needed. For both now and then,
taking tenants’ views into account came second and repairs third in terms of what needs

further improvement.
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6.BEST VALUE PERFORMANCE

INDICATORS

The STATUS questionnaire contains two Best Value Performance Indicators (BVPIs) as

specified by the Housing Corporation. The methodology used by the FEEDBACK

service conforms to the criteria recommended by the Housing Corporation.

Figure 51. Best Value Performance Indicators

they are very or fairly
satisfied with the overall
service provided by their
landlord.

Number BVPI74 BVPI75
Type Quality Fair access
Indicator Satisfaction of tenants Satisfaction of tenants with
with the overall service opportunities for
provided by their participation in management
landlord. and decision making in
relation to housing services
provided by their landlord,
including the local Tenant
Participation Agreement
Definition Percentage stating that Percentage stating that they

are very or fairly satisfied
with the opportunities for
participation in management
and decision-making.

Text included in
Ocean survey

Q11. Taking everything
into account, how
satisfied or dissatisfied
are you with the overall
service provided by your
landlord?

Q31. Thinking about the
housing services that your
landlord provides, how
satisfied or dissatisfied are
you with the opportunities for
participation in management
and decision-making?

Percentage for
Ocean HA

89%
(91% in 2004)

59%
(62% in 2004)
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The survey of Ocean’s residents using the STATUS questionnaire has provided valuable

7. CONCLUSION

information on the views of the Association’s tenants and gives the opportunity to
compare the responses with other social landlords and the previous survey carried out in

2004. The final response rate from the tenants of 62% is very good for a postal survey.

The tenant profile has remained fairly similar since the last survey in 2004 but satisfaction
levels have generally fallen a little, although it has to be remembered that satisfaction was
already extremely high. The overall satisfaction with the services delivered has gone down
2% to 89%, although the value for money of the rent and satisfaction with the
accommodation is up slightly (1%); 2% more feel their home is in good condition. In
many cases concern about local problems affecting the neighbourhoods has fallen, such as
about vandalism, noise and general crime but the tenants now find it less easy to contact
the right person; 7% fewer found it easy and 4% more found it difficult. The tenants also
found the staff a little less helpful the last time they made contact and 4% fewer left
satisfied with the outcome of their enquiry (77%). Satisfaction with the repairs and
maintenance service is down 3% but is still high at 89% and some aspects of the day-to-
day repairs service have also decreased, down 4% for the information when reporting a
repair and 3% with the time to wait for work to start but up 1% on the ability of the
workers to clear up. The tenants already feel well informed (91%) but 3% fewer feel their
views are taken into account and also 3% fewer are satisfied with their opportunities to be

involved with the management of their homes.

7.1 GENERAL FINDINGS
The tenant population is relatively old; 51% are smaller households with members aged
60 or over, there are 20% families with young children and 20% are smaller households

aged under 60. There are few tenants from BME backgrounds, 91% of tenants are White
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British. 22% of tenants are in employment, while 45% are retired, 18% permanently

sick/disabled and 11% looking after a home/family. 56% receive a net income of less
than £160 per week, although 26% receive more than £200 per week. 57% have a long

term illness or disability and 9% of households have a member who is a wheelchair user.

The results of the survey show high levels of satisfaction with the services delivered by
Ocean, and, as shown above, have in some instances increased even further within the
last 2 years. The tenants gave the Association an overall rating of 89% satisfied with just
4% dissatisfied. 91% of tenants are satisfied with their accommodation and 89% with its
condition and taking all this into account, 91% believe that they receive good value for
money for the rent they pay. 82% of tenants like the neighbourhood they live in.
However, some tenants feel that there are various problems affecting the neighbourhoods,
litter and rubbish in the street (59%), dogs, (46%) and vandalism (43%) being among the
most common concerns. Neighbour problems affect 33%, noise from others 39% and

drug dealing and other crime is felt to be a problem by 23% and 27% respectively.

When contacting the Association, 76% found it easy to contact the right person, although
13% found it difficult, 91% found the staff helpful, 85% found staff able to deal with
their problem and 77% were satisfied with the final outcome of their contact, however,
14% left dissatisfied. Most dissatisfaction was when contacting the Association about

transfers and neighbour problems, 35% and 42% respectively being dissatisfied.

The repairs service overall is rated as satisfactory by 88% of tenants, just 4% are
dissatisfied. However, those that have used the day-to-day repairs service in the last 12
months rate the actual aspects of the repair a little higher. Tenants are very satisfied with
the information about when a worker would call (91%) but a little less so for the time for
work to start, but still 87% felt this to be good and nearly all are satisfied with the attitude

of the workers once they attend to complete the work (96%).
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91% say they are very or fairly well informed by the Association about things that affect

them as tenants and 76% feel that the Association takes their views into account. 59% are
satisfied with the opportunities for involvement in decision-making, just 4% are

dissatisfied whilst 37% are neither satisfied nor dissatisfied or have no opinion.

The repairs service is seen as the most important service, 80% choosing this option and
42% feel it needs further improvement, but only 7% much. However 54% also say that

the overall quality of their home needs some or much improvement.

The results were further broken down into two groups, the Association’s general needs
properties and the sheltered schemes. The tenant profile of the two groups is quite
different and in general the sheltered tenants are more satisfied with the service received.
92% of sheltered tenants are satisfied with the overall service compared to 88% general
needs, 94% feel the rent is good value (89% general needs), 94% the accommodation
(90% general needs), 95% the properties’ condition (87% general needs) and 91% are
satisfied with the neighbourhood around their homes (79% general needs). When
making contact with the Association the sheltered tenants are again the more satisfied,
85% found it easy to contact the right person and 79% were satisfied with the outcome.
Also, with the repairs service the sheltered tenants are more satisfied, 94% compared to
87% general needs and they are generally more satisfied with the different aspects of the
day-to-day repairs service. The sheltered tenants also feel better informed and feel the

most involved.

The results were compared with a group of 10 other landlords with similar characteristics,
all based in the south west of England. In general the Ocean results are well above the
group average and are highest on some measures. 8% more than average are satisfied
overall, 12% more with the value for the rent, 5% more with their home and 7% more
with its condition, all these being the highest of the comparative group. They have

generally lower than average concern about the various local issues affecting the area, but
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found it a easier to contact the right person and 9% more than average were satisfied with

the outcome of their last enquiry. Satisfaction with the repairs service is 10% more than
average (also the highest), the tenants also feel better informed and 3% more than the

average are satisfied with the opportunities for involvement.

7.2 SPECIFIC RECOMMENDATIONS FOR ACTION

The results continue to show high levels of satisfaction with the services provided by

Ocean and in some cases this has increased still further since the last survey. However, it

is very difficult to maintain such high satisfaction levels and, perhaps inevitably, some

have gone down a little. The tenants are clearly very pleased and there appears to be no

major problems developing, however below are some suggestions that could help improve
matters even further:

4+ The tenants found it a little more difficult to get hold of the right person when

contacting the Association, 7% fewer found it easy. They also found the staff a

little less able to help and were less satisfied with the outcome of their enquiry. It

is not clear why this might be and the comments made about the Association are

generally very positive with little mention of any communication issues and this

level of satisfaction compares well with other landlords. However, it may be

beneficial to investigate this further, perhaps by monitoring contact for a period or

a further targeted survey to ensure the high levels of satisfaction can be

maintained.

#+ As demonstrated throughout this report the families with young children are
consistently less satisfied with the service than the older tenants. Whilst this is, to
some degree, consistent with the evidence from other landlords and perhaps
inevitable, the difference in satisfaction is quite marked in some cases. The fact
that 55% of two-parent and 36% of one-parent families say their home is too small
is clearly a major factor and a number of comments refer to the problems of

families living in flats and the desire to move to a larger property. This problem is
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clearly not easily resolved without the availability of larger properties but to

improve the satisfaction from this group the Association should always be

sympathetic to the problem and do what it can with the resources available to

help.

Finally, the improvement work undertaken by the Association is obviously very
popular and the satisfaction with the home and its condition has risen further
since the last survey. There are still a number waiting for improvements and 54%
of the tenants feel further improvement in the home is needed and 42% want
better repairs. The Association should not, therefore, rest on its laurels and
continue with the excellent work already undertaken and, perhaps, even higher

satisfaction levels can be achieved.
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8. APPENDICES

8.1 THE QUESTIONNAIRE
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8.2 COVERING LETTER
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8.3  WEIGHTS
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