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	Report to West and Central Area Board 

19 May 2005


	
	

	Title:


	Tenants and Leaseholders Survey – Results

	Report of:
	Chief Executive

	
	


Purpose of Report

1. To inform Area Board of the results of the survey “We need your views” that was sent to all tenants and leaseholders in January 2005. 

Background 

2. The findings from the survey will be used to help shape future action plans. There were two main ways in which the survey was designed to help achieve this:

(i) To track satisfaction levels with services, providing an update from the results of the independent STATUS survey carried out in 2003/04.
(ii) To address one of the key recommendations arising from the 2004 inspection: the development of a detailed profile of our customer base to better shape service delivery.

3. Research into similar surveys carried out elsewhere had indicated that typical response rates were around 5% to 10%
4. The survey included a ‘diversity’ section, requesting personal details from tenants and leaseholders covering age, gender, ethnic origin and any disability or impairment. Other sections covered:

· Getting in touch

· Local offices

· Repairs

· Anti-social behaviour

· Being kept informed

· Getting Involved

· Priorities

· Leaseholders

· Overall impressions

5. The deadline for responses to the survey was 28 February, with all surveys subsequently entered to the housing computer system for analysis. A large amount of data has been collected which can be analysed in a number of different ways.

Headline Findings 

6. Key points are summarised here, with a fuller breakdown in the appendices

Respondents:

· A total of 2,045 responses were received, representing 9% of all tenants and leaseholders

· 0.9% of tenant respondents were from an ethnic minority group. No leaseholder respondents were from an ethnic minority group.

· 47.3% of tenants said that either they or a member of their household had a disability or impairment. 34% of leaseholders said that either they or a member of their household had a disability or impairment.

· 2.4% of tenant respondents were aged up to 25 years, and 53% aged 60 or over. No leaseholders were aged up to 25 years and 45.2% were 60 or over.

Satisfaction:

· Overall satisfaction has increased compared to the STATUS survey of 2003/04, with high results in the key indicators of satisfaction with services and with opportunities for involvement.

· Results can be broken down into respondent groups, although if a sample size is small then the ‘confidence interval’ in the results is across a wider range.

· With the above caveat in mind, the survey shows that satisfaction levels for respondents from an ethnic minority group are lower than for all respondents, particularly in terms of satisfaction with the neighbourhood. However, satisfaction has increased in the key indicators since the STATUS survey

· Respondents aged up to 25 years produce a range of results. Overall satisfaction is higher than for all respondents, but results are lower in other areas.

· Results for those with a disability or impairment are very much in line with those for all respondents.

Responses from Ethnic Minority groups 

7. An initial examination of the responses to survey questions by those from an ethnic minority group has shown that generally responses are similar to the overall picture, with the exception of the questions on anti-social behaviour. 

8. 41% of respondents from ethnic minority groups said that they had experienced anti-social behaviour. This compares with 30% for all respondents. The survey has helped us identify a need to explore further work in this area. 

Recommendation
9. Area Board is recommended to note the results of the tenants and leaseholders survey.

Contact:  Kevin Johnson, Service Development Officer   
Tel No: (0191) 433 5378

 Headline Findings - Tenants

Responses:

1992 respondents (although not all answered every question)

= 9% of tenants

Ethnic origin of respondents:

17 from an ethnic-minority group (0.9%):

 1 Bangladeshi

 3 Indian

 1 Pakistani

 1 Other Asian

 6 Black African

 1 Black Caribbean

 1 Chinese

 1 Mixed White and Asian

 1 Mixed White and Black African

 1 Other mixed

1,961 others (98.4%):

1,952 White British

      
       5 White Irish

      
       4 White Other

14 respondents (0.7%) did not answer the ethnic origin question

Respondents who said that either they or a member of their household had a disability or impairment:
943 households (47.3% of respondents)

1322 incidences of disability (respondents could answer more than one type):


108 wheelchair users (5.4% of respondents)


352 other mobility difficulties (17.7%)


69 blind / partially sighted (3.5%)


244 deaf / hearing impairment (12.2%)


37 learning disability (1.9%)


117 mental health disability (5.9%)


395 other disability (19.8%)

Respondents by age band:

Up to 25 years: 48 respondents (2.4%)
25 – 39 years: 241 respondents (12.1%)
40 – 49 years: 197 respondents (9.9%)

50 – 59 years: 316 respondents (15.9%)
60 – 74 years: 684 respondents (34.3%)

75 and over:    372 respondents (18.7%)

(134 respondents did not provide their date of birth – 6.7%)

Satisfaction

(For satisfaction questions, “don’t know”, “neither”, or blank responses have been discounted.)

	Respondent group:


Question:
	Central, West,

 Inner West (1,034)

“fairly or very satisfied”
	All respondents (1,992)

“fairly or very satisfied”
	With a disability or impairment (943)

“fairly or very satisfied”
	Ethnic minority

(17)

“fairly or very satisfied”
	Aged up to 25 years 

(48)

“fairly or very satisfied”

	How satisfied overall are you with the services we offer?


	89.7%
	89.5%

(78%)
	89.0%
	73.3%

(69.2%)
	91.4%

	How satisfied are you with the opportunities to get involved and influence future decisions made by the company?
	91.0%
	90.7%

(65.7%)
	89.8%
	72.7%

(60.0%)
	84.0%

	How satisfied are you with the neighbourhood you live in?


	90.0%
	90.0%

(84%)
	90.2%
	61.5%
	78.3%

	How satisfied are you with your home?


	85.8%
	86.0%

(83%)
	86.3%
	80.0%
	74.4%

	Do you consider the rent that you pay to be good value in terms of the services you receive?
	86.9%
	87.4%

(70%)
	88.9%
	69.2%
	73.5%


(Where direct comparisons are possible, the results from the 2003/04 STATUS survey are shown in brackets. There were 1,055 respondents to the STATUS survey, representing 5% of tenants in 2003/04)

Headline Findings - Leaseholders

Responses:

53 respondents (although not all answered every question) = 8% of leaseholders
Ethnic origin of respondents:

No respondents were from ethnic minority groups

Respondents who said that either they or a member of their household had a disability or impairment:

18 households (34% of respondents)

28 incidences of disability (respondents could answer more than one type):


2 wheelchair users (3.8% of respondents)


8 other mobility difficulties (15.1%)


2 blind / partially sighted (3.8%)


6 deaf / hearing impairment (11.3%)


10 other disability (18.9%)

Respondents by age band:

Up to 25 years: 0 respondents 
25 – 39 years:   6 respondents (11.3%)
40 – 49 years: 10 respondents (18.9%)

50 – 59 years: 13 respondents (24.6%)
60 – 74 years: 12 respondents (22.6%)

75 and over:    12 respondents (22.6%)
Satisfaction:

(“Don’t know”, “neither”, or blank responses have been discounted.)

	Respondent group:


Question:
	All respondents (53)

“fairly or very satisfied”
	With a disability or impairment (18)

“fairly or very satisfied”

	How satisfied overall are you with the services we offer?


	89%


	78%

	How satisfied are you with the opportunities to get involved and influence future decisions made by the company?
	93%
	83%

	How satisfied are you with the neighbourhood you live in?


	95%
	89%

	How satisfied are you with your home?


	95%


	89%

	Do you consider the (rent/charge) that you pay to be good value in terms of the services you receive?
	80%
	100%

	Additional questions for leaseholders:
	All respondents (53)

“yes” or “fairly or very satisfied”
	With a disability or impairment (18)

“yes” or “fairly or very satisfied”

	Do you think The Gateshead Housing Company provides enough information for leaseholders?
	54%
	53%

	Specifically do you get enough information about your service charge account?


	60%
	46%

	Have you had a repair carried out by The Gateshead Housing Company?


	65%
	75%

	If yes, were you satisfied with the overall standard of the repair?


	42%
	27%

	Overall how satisfied are you with the service we provide to leaseholders?
	72%


	53%



Section 1 – Getting in touch

When you get in touch with us, how do you normally do so?
	By phone
	1598
	81%

	Visit an office
	322
	16%

	E-mail or online
	36
	2%

	Write a letter
	20
	1%

	Total responses
	1976
	100%


What have you contacted us about in the last year?

	Repairs
	1696
	63%

	Rents and Benefits
	649
	24%

	Home transfers / exchanges
	161
	6%

	Neighbours
	146
	5%

	Other
	47
	2%

	Total contacts
	2699
	100%


How easy was it to get the right employee to talk with, to answer your query?
	Very easy
	472
	25%

	Easy
	852
	45%

	Not easy at all
	506
	27%

	Not sure
	70
	4%

	Total responses
	1900
	100%


When you gave us your query, question or concern, was it resolved by our employees?

	Yes
	1319
	71%

	No
	388
	21%

	Not sure
	153
	8%

	Total responses
	1860
	100%


Overall, is it easier to get in touch now with us than it was 12 months ago?
	Yes
	651
	34%

	No
	461
	24%

	Not sure
	779
	41%

	Total responses
	1891
	100%


Section 2 – Local Offices

Do you ever visit any of The Gateshead Housing Company's offices?
	Yes
	1221
	69%

	No
	545
	31%

	Total responses
	1766
	100%


If no, why not?

	Use phone/internet
	325
	57%

	Housebound
	70
	12%

	Haven't felt need
	70
	12%

	Opening hours do not suit
	43
	8%

	Don't know where office is
	32
	6%

	Other
	28
	5%

	Total responses
	568
	100%


If yes, how often do you visit those offices?

	Once a week
	317
	24%

	Once a fortnight
	286
	22%

	Once a month
	245
	19%

	Less often
	465
	35%

	Total responses
	1313
	100%


If you visit our offices, what is your main purpose for doing so?

	Pay rent or Council Tax
	959
	66%

	Report a repair
	254
	18%

	Get help and advice
	198
	14%

	Other
	37
	3%

	Total responses
	1448
	100%


Thinking of your own needs, are our local office opening hours:

	More than adequate
	392
	21%

	Adequate
	1217
	65%

	Not adequate
	165
	9%

	Don't know
	103
	5%

	Total responses
	1877
	100%


Section 3 – Repairs

Have you used our Repairs Service in the past year?

	Yes
	1688
	88%

	No
	232
	12%

	Total responses
	1920
	100%


How did you report the repair?

	By phone from home
	1520
	87%

	To an employee
	103
	6%

	By phone at a local office
	85
	5%

	Other
	16
	1%

	Website / e-mail
	13
	1%

	To a warden
	3
	0.2%

	Fax
	1
	0.1%

	Total responses
	1741
	100%


Did you find reporting the repair easy and helpful?

	Yes
	1262
	73%

	No
	457
	27%

	Total responses
	1719
	100%


When the work itself was carried out, was it to your satisfaction?

	Yes
	1333
	81%

	No
	321
	19%

	Total responses
	1654
	100%


Overall, do you think our repairs service is better than 12 months ago?

	Yes
	548
	32%

	No
	498
	29%

	About the same
	644
	38%

	Total responses
	1690
	100%


If no, why not?

	Problems getting through
	387
	37%

	Too long to get work done
	373
	36%

	Not happy with work quality
	164
	16%

	Other
	113
	11%

	Total responses
	1037
	100%


Section 4 – Anti-social behaviour 

Have you had any experience of anti-social behaviour in the past year?

	Yes
	605
	33%

	No
	1227
	67%

	Total responses
	1832
	100%


Did you report it to...?

	The Gateshead Housing Company / Gateshead Council
	280
	47%

	Police
	110
	19%

	Didn’t report it
	203
	34%

	Total responses
	593
	100%


Did the matter get resolved to your satisfaction?

(1)  Results for all who answered this question 

	Yes
	197
	45%

	No
	240
	55%

	Total responses
	437
	100%


Did the matter get resolved to your satisfaction?

(2)  Results for those who said they had reported the anti-social behaviour.

      ( = 390 tenants. 50 of those did not answer this question)

	Yes
	153
	45%

	No
	187
	55%

	Total responses
	340
	100%


Did the matter get resolved to your satisfaction?

(3)  Results for those who reported to The Gateshead Housing Company or

       Gateshead Council. ( = 280 tenants, 38 did not answer this question)  

	Yes
	99
	41%

	No
	143
	59%

	Total responses
	242
	100%


Did the matter get resolved to your satisfaction?

(4)  Results for those who reported to Police 

      ( = 110 tenants, 12 did not answer this question)

	Yes
	54
	55%

	No
	44
	45%

	Total responses
	98
	100%


What three things should we tackle first to reduce anti-social behaviour?

	Youth disorder
	917
	20%

	Vandalism
	771
	17%

	Litter and rubbish in street
	659
	14%

	Drugs
	598
	13%

	Parking / vehicle nuisance
	385
	8%

	Noise from people
	311
	7%

	Problems with neighbours
	262
	6%

	Graffiti
	251
	5%

	Animals
	232
	5%

	Harassment
	115
	2%

	Other crime
	95
	2%

	Racial harassment
	59
	1%

	Total suggestions
	4655
	100%


Do you feel safer in your home and neighbourhood than you did a year ago?
	Yes
	415
	23%

	No
	245
	14%

	About the same
	1129
	63%

	Total responses
	1789
	100%


Overall, do you think The Gateshead Housing Company and its partners are doing more to deal with anti-social behaviour than a year ago? 

	Yes
	704
	40%

	No
	254
	14%

	About the same
	809
	46%

	Total responses
	1767
	100%


Section 5 – Being kept informed

Do you read this newspaper when you get it?

	Yes
	1899
	98%

	No
	47
	2%

	Total responses  
	1946
	100%


Do you find it useful and informative?

	Yes
	1761
	94%

	No
	112
	6%

	Total responses
	1873
	100%


Have you ever picked up one of our information leaflets?

	Yes
	847
	46%

	No
	994
	54%

	Total responses
	1841
	100%


If yes, was it useful and informative?

	Yes
	816
	96%

	No
	31
	4%

	Total responses
	847
	100%


If you visit our offices, do you find the information, leaflets and posters there useful?

	Yes
	1148
	86%

	No
	184
	14%

	Total responses
	1332
	100%


Have you ever seen our website?

	Yes
	177
	10%

	No
	1560
	90%

	Total responses
	1737
	100%


If you have seen it, did you find it useful and informative?

	Yes
	160
	90%

	No
	17
	10%

	Total responses
	177
	100%


Overall, do you think there is more useful information about housing available than a year ago?

	Yes
	1384
	85%

	No
	248
	15%

	Total responses
	1632
	100%


Section 6 – Getting involved

Have you taken part in focus groups, meetings or surveys since the company was set up?

	Yes
	259
	14%

	No
	1635
	86%

	Total responses
	1894
	100%


If yes, did you find the process useful?

	Yes
	191
	74%

	No
	68
	26%

	Total responses
	259
	100%


And if you did take part, were you given feedback afterwards on how your views will be used?

	Yes
	140
	54%

	No
	119
	46%

	Total responses
	259
	100%


If you haven’t given your views what would encourage you to get involved in the future? (Respondents could tick as many as they wished)
	Seeing the results of involvement
	531
	19%

	More opportunities to make decisions
	363
	13%

	More feedback
	313
	11%

	Transport to meetings
	300
	11%

	Incentives 
	267
	10%

	More fun and sociable activities
	228
	8%

	Alternative times for meetings
	226
	8%

	Training to support more active involvement
	180
	6%

	Expenses for taking part
	150
	5%

	Information in other formats
	118
	4%

	Help with childcare 
	79
	3%

	Other
	18
	1%

	Total suggestions
	2773
	100%


Overall, are there more chances to get involved than a year ago?

	Yes
	778
	53%

	No
	106
	7%

	About the same
	572
	39%

	Total responses
	1456
	100%


Section 7 – Priorities

Of the following services, which are the three most important to you?

	Repairs and maintenance
	1477
	26%

	The overall quality of your home 
	853
	15%

	Improving the look and security of local estates
	793
	14%

	Dealing with anti-social behaviour
	761
	13%

	Keeping tenants and leaseholders informed
	605
	11%

	Getting value for money for your rent or charges
	473
	8%

	How we allocate homes to people
	332
	6%

	Taking your views into account
	185
	3%

	Involving tenants and leaseholders in the management of their homes
	122
	2%

	Dealing with outstanding rent arrears
	114
	2%

	Total suggestions
	5715
	100%


Section 8 – Leaseholders

(Questions for leaseholders only, tenants requested to skip this section. 

 53 leaseholders responded, but not all answered every question)

Do you think The Gateshead Housing Company provides enough information for leaseholders?

	Yes
	22
	43%

	No
	19
	37%

	Not sure
	10
	20%

	Total responses
	51
	100%


Specifically, do you get enough information about your service charge account?

	Yes
	26
	51%

	No
	17
	33%

	Not sure
	8
	16%

	Total responses
	51
	100%


Have you had a repair carried out by The Gateshead Housing Company?

	Yes
	31
	65%

	No
	17
	35%

	Total responses
	48
	100%


If yes, were you satisfied with the overall standard of repair?

	Yes
	14
	42%

	No
	19
	58%

	Total responses
	33
	100%


Overall, how satisfied are you with the service 

we provide to leaseholders?                                       Excluding ‘no opinion’          

	Very satisfied
	3
	6%
	
	3
	8%

	Fairly satisfied
	25
	49%
	
	25
	64%

	Neither 
	10
	20%
	
	
	

	Fairly dissatisfied
	5
	10%
	
	5
	13%

	Very dissatisfied
	6
	12%
	
	6
	15%

	Don’t know
	2
	4%
	
	
	

	Total responses
	51
	100%
	
	39
	100%


Section 9 – Overall impressions

Do you consider the rent that you pay to be good

value in terms of the services you receive?              Excluding ‘no opinion’          

	Very good value
	458
	24%
	
	458
	30%

	Good value
	859
	45%
	
	859
	57%

	Neither 
	370
	19%
	
	
	

	Bad value
	132
	7%
	
	132
	9%

	Very bad value
	58
	3%
	
	58
	4%

	Don’t know
	48
	2%
	
	
	

	Total responses
	1925
	100%
	
	1507
	100%


Overall, how satisfied are you with your home?       Excluding ‘no opinion’          

	Very satisfied
	642
	33%
	
	642
	35%

	Fairly satisfied
	915
	47%
	
	915
	51%

	Neither 
	135
	7%
	
	
	

	Fairly dissatisfied
	130
	7%
	
	130
	7%

	Very dissatisfied
	123
	6%
	
	123
	7%

	Don’t know
	9
	0%
	
	
	

	Total responses
	1954
	100%
	
	1810
	100%


Overall, how satisfied are you with the 

neighbourhood you live in?                                         Excluding ‘no opinion’          

	Very satisfied
	885
	45%
	
	885
	48%

	Fairly satisfied
	777
	40%
	
	777
	42%

	Neither 
	109
	6%
	
	
	

	Fairly dissatisfied
	80
	4%
	
	80
	4%

	Very dissatisfied
	105
	5%
	
	105
	6%

	Don’t know
	7
	0%
	
	
	

	Total responses
	1963
	100%
	
	1847
	100%


Overall, how satisfied are you with the 

opportunities to get involved and influence 

future decisions made by the company?                    Excluding ‘no opinion’          

	Very satisfied
	359
	19%
	
	359
	29%

	Fairly satisfied
	747
	40%
	
	747
	61%

	Neither 
	420
	23%
	
	
	

	Fairly dissatisfied
	57
	3%
	
	57
	5%

	Very dissatisfied
	56
	3%
	
	56
	5%

	Don’t know
	223
	12%
	
	
	

	Total responses
	1862
	100%
	
	1219
	100%


And finally, how satisfied are you 

with the services we offer?                                          Excluding ‘no opinion’          

	Very satisfied
	528
	28%
	
	528
	32%

	Fairly satisfied
	935
	50%
	
	935
	57%

	Neither 
	220
	12%
	
	
	

	Fairly dissatisfied
	85
	5%
	
	85
	5%

	Very dissatisfied
	86
	5%
	
	86
	5%

	Don’t know
	30
	2%
	
	
	

	Total responses
	1884
	100%
	
	1634
	100%


Appendix 1 
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Responses to Questions                       Appendix 2
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