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	West and Central Area Board  

6 January 2005


	
	

	Title: 


	Satisfaction Surveys

	Report of:
	Chief Executive

	
	


Purpose of Report

1. To inform Area Board of a new annual survey to track satisfaction levels, and to update on the range and scope of satisfaction surveys currently undertaken.

Background

2. Tenant satisfaction is measured via a number of surveys using a range of different methods. Some surveys are regular and ongoing, whilst others may be periodic or ‘one-off’. Most surveys measure satisfaction with specific service areas or particular schemes, but there is also a comprehensive STATUS survey carried out every three years which measures overall satisfaction with landlord services.

3. Whilst most surveys will allow satisfaction levels to be tracked over time, the STATUS survey also enables results to be compared with other landlords. The Government prescribes minimum requirements for the content and methodology of the STATUS survey, which is carried out by an independent agency and used to produce results for the Best Value Performance Indicator on tenant satisfaction. The last STATUS survey was carried out in 2003/04, and the next is due in 2006/07.

4. A new annual survey will enable tracking of satisfaction levels in-between STATUS surveys. It will also help to address one of the key recommendations arising from the recent inspection: the development of a detailed profile of our customer base to better shape service delivery. 

Existing surveys

5. The attached appendix contains details of existing surveys, along with headline results for each from the most recent survey.

New annual survey

6. The survey is being sent to all tenants and leaseholders as part of the latest issue of ‘The Gateshead Housing Company News’ (January 2005).  Research into similar surveys carried out elsewhere indicates that typical response rates are around 5% to 10%.

7. The survey includes a ‘diversity’ section, which requests personal details from tenants and leaseholders covering age, gender, ethnic origin and any disability or impairment. As the new survey is being carried out ‘in-house’, this information can be used to start to develop a customer profile. 

8. Other sections cover:

· Getting in touch

· Local offices

· Repairs

· Anti-social behaviour

· Being kept informed

· Getting Involved

· Priorities

· Leaseholders

· Overall impressions.

9. The deadline for responses to the survey is 28 February 2005, with analysis of results to follow as soon as possible thereafter. It is likely that this will be a two-stage process with headline findings first, followed by a more detailed analysis.

Learning from results 

10. Surveys help us to obtain tenants’ views and priorities, and provide an opportunity to systematically learn from feedback. The results of the new annual survey will be used to help shape future action plans.

Recommendations

11. The Area Board is recommended to:

· note the contents of this report

· request an annual report on the results of the annual satisfaction survey.

	Contact: Kevin Johnson, Service Development Officer
Tel: 433 5378








	Survey 
	Frequency
	Method
	Service Areas Covered
	Headline Results

	STATUS Survey
	Every three years

(next survey 2006/07)
	Postal survey carried out by independent agency. 

(2003/04 sample:

1055 responses = 5%)
	· Overall satisfaction with landlord service (BVPI)

· Satisfaction with opportunities for participation (BVPI)

· Allocating, offering and accepting housing

· Accommodation and neighbourhood

· Contact with landlord

· Repairs Service

· Communicating with landlord

· Improving Services
	STATUS survey 2003/04: 

· 78% of tenants satisfied with overall landlord service

· 66% of tenants satisfied with opportunities for participation

Both of these results are ‘top quartile’ compared to other metropolitan authorities

	Satisfaction with repair service


	Ongoing (overall results collated monthly)
	Two methods – both with same questions:

· prepaid postal card issued for all repairs raised

· sample telephone survey carried out by repair reporting service
	· Reporting repairs (Helpful employees? Timescale given? Appointment offered?)

· Repair work: (On time? Helpful employees? Home left clean and tidy?)

· Overall satisfaction

 
	To end of 2nd quarter 2004/05:

· Repair cards: 91.4% of tenants satisfied

· Telephone surveys: 90.3% of tenants satisfied

· Combined: 91% of tenants satisfied

	Letting Standard


	Ongoing 

(results collated each quarter)
	Prepaid card given to each applicant who views a vacant property
	· Does the vacant property meet the letting standard? (safe / secure / clean / in good condition) 
	To end of 2nd quarter 2004/05:

82.9% of prospective tenants who viewed vacant properties thought that those properties met the letting standard

	Satisfaction with investment programme work


	Following completion of individual scheme
	Satisfaction questionnaire hand delivered, with option of postal return or collected from tenant
	· Information provided

· Was the respite property used?

· Each element of work carried out

· Satisfaction relating to tenant liaison role

· Overall satisfaction with contractor

· Local PI question – overall satisfaction with package of work
	· 2003/04: 92% of tenants satisfied

· Results for first schemes in 2004/05 expected after end of Quarter 3

	New tenancy visits


	Six-monthly
	Telephone survey of 25 new tenants 


	· Appointment made for visit

· Advice and information given

· Happy with new home


	November 2004:

· 95% of tenants satisfied with new tenancy visit

· 96% happy with new home
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