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Executive Summary

1. Context
In 2008 the Spectrum Housing Group (which im#s Western Challenge Housing
Association, Medina Housing Association and Signpost Housing Association) commissioned
the National Housing Federationds Feedback ¢
tenures (general needs tenants, supported housingries and Independent Living (sheltered
tenants) and homeowners were included in the survey, which took place between June and

August 2008.

Postal surveys are an important way of gauging how satisfied tenants are with service
delivery. They provide a snaph o t of tenantsd views at a par
using the STATUS questionnaire used by the Feedback service is that the survey can be
repeated and the results compared over a period of time. Tenant satisfaction at Western
Challenge can alsceltompared with satisfaction levels at other landlords that have used the
STATUS survey.

2. Overall Results (general needs and independent living tenants)

On the whole Western Challengeds tenants are
provided by thé landlord. 55% of tenants responded to the survey and the high levels of
satisfaction are demonstrated in the follow
remember):

B 86% are satisfied with the quality of their home
B 85% are satisfied with the gera condition of theirproperty

Al l aspects of the actual repair work carri
over 85% of tenants who had a repair completed in the last 12 months.

84% feel that Western Challenge keeps them well informed

84% findstaff helpful*

83% are satisfied with the services provided by their landlord

80% feel they obtain good value for money from their rent

78% are satisfied with the overall repairs and maintenance service*

76% are satisfied with the neighbourhood as a ptadese

65% think that their landlord takes account of their views*.

3. Comparison with other landlords
The results of key satisfaction questions in the Western Challenge survey have been
compared with the other two members of the Spectrum HougiGroup and eleven other
housing associations that have undertaken the STATUS survey in the last three years. The
landlords in the peer group were selected to match Western Challenge as closely as
possible; mainly stock transfers landlords operating ifla&irareas of the country.
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When the results of the survey were compared with the other landlords who have used
STATUS, Western Challengeds performance was
although a few ratings were above average and a few \elew average in the group.

Overall, the average ratings of landlords in the chosen peer group were higher than the
average found in the National Housing Feder af
STATUS survey.

B NoareaofWe st er n C lréoimareewpeabm/e guerage

B Western Challengeds per f o3%parsatisfactioravdthtbel os e t
landlord services, quality of the honegndition of the property, value for monetgenant
contact (helpfulness of staff and satisfactfter contacting the landlord), overall repairs
service, quality of work, attitude shown by the repair contractors, ability of the repair
contractors to minimise dirt and mesand keeping tenants informed.

B Western Chall engeds per é dor wedigiactien withea the b el ow
neighbourhoodgase of contacting the right perspability of staff to deal with problems
aspects of the repairs service (information given about repair, time taken before the
repair work startedand speed of the repair contrdors) and account taken of views
(4% to 8% below average)

Conclusion and recommendations

The results from the survey demonstrate that tenants believe that Western Challenge is
providing a good housing service. Overal%8of general needs tenankgere satisfied with

the landlord services.General needsdnants awarded high ratings for the quality of the
home (84%), condition of the property 886), helpfulness of staff (84%), many aspects of the
actual repairs service (84%92%) and being keptformed. 95% of sheltered tenants were
satisfied with overall services and they awarded high ratings for most services.

When the ratings are compared with those of general needs and shelterethtsat similar
landlords We st er n  Chal | e n grestrse occasiona slightly lessatisfiedd
particularly with regards to the neighbourhood, customer contact, the-gzenmencement
repairwork and account taken of views

Recommendations

It is clear that the majority of tenants are satisfied with thendlord and the overall
services. There are areas and opportunities where performance and service delivery can be
improved further and Western Challenge should use the results of the survey to undertake
service improvements and promote the Association.

B Customer contact

A high percentage of general needs tenants make contact each year (90%), higher than at
other landlords. While a high percentage of all tenants found staff helpful-(88%), not all
tenants found staff easy wontact 67%- 73% easyand unusually it was sheltered tenants

who found it the most difficult (18%ifficul). Sheltered tenants and general needs tenants
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also gave similar ratings when asked whether staff were able to deal with their problems
(74%- 75%) 0 This similarity agaims unusual and the ratings are much lower than for
supported housing tenants (84%).

Just over two thirds of all tenants were satisfied with the final outcome of contact {@86).
Disappointingly, almost a fifth of supported and sheltered tenants vesrelissatisfied with
the outcome (18%), as were a quarter of general needs tenants (24%).

Less than half of homeowners found it easy to contact staff (44%) and 35% found it difficult.
While two-thirds found staff helpful (67%), 17% said staff wereipfil and only half found

staff able to deal their problem (51%). Only 39% were left satisfied after contacting the
Associationd which is obviously disappointing.

It is possible to argue that more tenants and homeowners should be left satisfietitioflig
the higher ratings awarded elsewhere for customer contact.

When the results are compared with those of
are below average. All ratings (which are based on the views of general needs and sheltered
tenans) were either the second ort hi rd | owest in the group, C
average ratings. The Associationds perfor ma
any other service area.

Western Challenge needs toontinue to improve its cstomer service, using the survey
findings that give an insight into the areas of lower satisfactiémy future review should
involve further research into the surveyos
consulting tenants on future servicenhancements and should ensure that any changes
reflect the demographics of the resident population.

B Repairs and maintenance service

75% of general needs tenants antP® of sheltered tenants were satisfied with the overall
repairs and maintenance servic&he repairs service is the key driver of overall satisfaction
for all tenants and homeowners; the service is also considered to be the most important
service by all tenant groups.

While sheltered tenants were highly satisfied with all aspects of tindcee(89%- 97%),
general needs and supported tenants and homeowners awarded significantly lower ratings for
the time taken before the work started (75% and 59% respectively).

Western Challenge should consider promoting the survey results to help tee regaant
opinions of the overall servicd which should arguably be higher given the high ratings for
the actual work. The survey found that tenants who had a repair completed in the last 12
months were more satisfied than those who had not. Western @&mage should also
continue to monitor and improve the time taken before the work started which is rated less
highly than other aspects of the repairs service.

B Taking account of tenantsd views
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Overall, 63% of general needs tenants were satisfied with tbecaa n t taken of ten:
d the survey found it to be a key driver of overall satisfaction and it is a Housing Corporation
performance indicator. However tenants who were not satisfied were more likely to be

neither satisfied nor dissatisfied (22%)het than dissatisfied (15%). Comparatively few
supported housing tenants felt that account is taken of their views (60%), while, on the other

hand, a large proportion of sheltered tenants were satisfied (80%).

When asked to identify the three most impamt services, relatively few tenants place d
account taken of views in their top three (28%85%); however key driver analysis shows
that there is a significant relationship between overall satisfaction with services and account
taken of views for WesterrChallenge.

The Association needs to review how it takes on board tenant views across all aspects of
service delivery, to implement reforms (if and where needed), to provide details to tenants
and to continue to promote and inform tenants of its work ithis area. The survey
collected information regarding how tenants would like to be informed and consulted which
should inform any review.

B Tackling anti -social behaviour

A fifth of general needs tenants had reported atcial behaviour to Western Chatige in

the last 12 months. While most found it easy to contact the right person and staff helpful
(63%- 68%), only 41% said staff were able to deal with the report. The survey identified
which aspects of the process general needs tenants were leasfiestivith and these

findings should be used to review the service provided to residents. A review of current
good practice may help to inform t hsecialAssoci
behaviour.

B Sheltered tenants

Sheltered tenants wereifgihly satisfied with the overall landlord services (95%) with many
other ratings over 90%. High ratings were awarded for the ease of access to and inside the
building, home help and care services, the emergency call system and the scheme manager
(87%- 97%). The promotion of social activities by the scheme manager was rated less highly
than other areas (76%) suggesting, perhaps, that some sheltered tenants would like more
activities.

In common with the position found at the majority of other social lamdi sheltered
tenants were far more satisfied than general needs tenants. Of concern is the fact that it
customer care is rated equally or slightly lower than general needs tedvelmth suggests a
review may be required in this area.

B Homeowners

The suwey found some encouraging results; most homeowners were highly satisfied with
their home, its size and its design (91%2%) and 82% would recommend (or have already
recommended) the type of purchase to family and friends.
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However, only 61% of homeovens were satisfied with the overall services provided by
Western Challenge. Homeowners were less satisfied with the storage (62%), garden/outside
space (65%) and external building repairs and maintenance (41%). Only 44% were aware of
the service standagland 36% said that they had no consultation regarding setting the service
charges. Satisfaction with the website is low (24%) and only half of homeowners were
satisfied with the complaints procedure (48%).

Three quarters of homeowners were satisfied vihe sales process (75%) and homeowners
were generally satisfied with the clarity of the sales information and the politeness of staff
(74%- 77%). Homeowners were less satisfied with how defects are rectified (41%) and being
kept informed during the proess (56%). Although the findings are similar to those found at
other landlords, this alone, cannot be an excuse for inaction.

B Demographic differences

The survey shows that certain groups of tenants were more satisfied than other groups.
Older tenantsretired tenants, new tenants, lorglanding tenants, mixed gender households,
tenants who use a wheelchair, and tenants who live in a house or bungalow or-a two
bedroom property were often more satisfied than mediderm tenants (3 to 5 years), adult
houséiolds (single and couples), unemployed tenants;garent families and permanently
sick or disabled tenantsTo a certain extent this is an established national pattern, but a
focus on measures to improve the opinions of these groups could be a consithera
housing and neighbourhood management and service delivery initiatives.
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Neighbourhood
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1. BACKGROUND INFORMON

1.1 STATUS
STATUS is a standardised tenantsod6 satisfaction ¢
funded by an Innovatioand Good Practice Grant from the Housing Corporation.

The STATUS questionnaire is endorsed by the Communities and Local Government department
(CLG) and the Housing Corporation. The questionnaire has been evaluated and piloted by the Audit
Commission, andhe Housing Inspectorate uses STATUS as part of its review of landlords. The
STATUS questionnaire collects information wused
Performance Indicators (which correspond with th

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

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

1.2 Western Challenge

Western Challenge is an independent landlord which exists to provide affordable good quality homes
for rent and sale. It is part of the Spectrum Housing Group which manages some 15,000 properties
for rent and sale across the south of England and also in the Midlands.

1.3 Aims of the survey
The aim of the survey was to generate a benchmark on tenant satisfaction, which would allow
Western Challenge to:
A Update the demographic and soggonomic profleofVe st er n Chal |l engeds t e
A Provide an up to date picture of tenantsd sa
Western Challenge provides
A Compare the performance of Western Challenge as a landlord with other social landlords
who have used STAT® surveys and the Spectrum Housing Group

A Inform decisions regarding service reviews.

The Federationds Feedback service was chosen as
used by a number of housing associations and local authorities, provfgdngpportunity for
benchmarking.

1.4 Survey methodology

1.4.1 Planning the survey

Western Challenge first contacted the Federatio
satisfaction survey in March 2008. A project brief was submitted to Westernl€&igd and the

National Housing Federation was commissioned to carry out the work.

Nati onal Housing Fed&MamRepatn 6s Feedback Page 10
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1.4.2 The questionnaire
The survey used the latest versions of the STATUS questionnaires (see Appendix 11.1). The general
needs tenant questionnaire for example comprisédydiestions in the following categories:

Information about the household (QQ10)
Information and services (Q1-1Q15)
Contact with landlord (Q16Q22)

Repairs and maintenance (QER5)
Communication and information (Q2Q28)
Anti-social behaviour (Q2®33)

Future plans (Q34)35)

Additional comments (Q36)

Background information (Q3Q45)

D> By D D D

Sheltered tenants, supported tenants and homeowners were sent different questionnaires.

1.4.3 Property information

Western Challenge supplied the Federation with backgroimfdrmation, drawn from Western
Challengebts database, on the properties in mana
property type and management area. This information was used for the administration of the survey,

to control the mailing proces and to ensure the statistical reliability of the survey.

1.4.4 Sampling and subgroups

Planning for the survey took place in May 2008. In June 2008, Western Challenge had 4403 residents
who fell within the groups appropriate for the STATUS survey. Aisiea was made to undertake a
sample of general needs tenants and a census of other residents. General needs tenants were split
into three subgroups (Bristol, Christchurch and Hythe) and further information at this level can be
found in the data tables.

1.4.5 The survey process

The survey was planned to take place during ansek period. Three individual mailings took place.
Feedback carried out the administration of the first mailout, which was sent out #nJtife 2008:

this consisted of a copy of thguestionnaire, a covering letter written by Feedback (Appendix 11.2)
and a replypaid envelope. All questionnaires were returned to Feedback. After two weeks, Feedback
sent any tenant who had not responded a reminder postcard asking them to complete the
questionnaire. Feedback sent a second covering letter, questionnaire andpegglgnvelope to
tenants who had still not returned the questionnaire after a further two weeks. The survey period
was closed on 28 July when the final questionnaires were siemtdata entry.

1.4.6 Use of incentives and response rates

Incentives were used to boost the response rate. Questionnaires were drawn at random from those
returned and four lucky winners won prizes of £100. The overall response rate for general needs
tenants was 47%returning 596 of the 1,269 questionnaires, while other response rates were 74%
for sheltered tenants, 44% for supported housing and 54% for homeowners.

Nati onal Housing Fed@&MamRepatn 6 s Feedback Page 11
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1.4.7 Sampling, response rate and statistical reliability

For the overall results, éedback aims at % accuracy at the 95% confidence level. This means

t hat , for exampl e, i f 35% of tenants answer ed,
out of 100 that the correct figure for all tenants will be between 31% and 39% thearesults when

the tenant data is analysed for all tenants, 1,108 responses were achieved. This response was high
enough to conclude that any figures quoted at this level are accurate witHirb%$ accuracy for all

tenants.
Figure 1.1 Client group Number | Sample | Number | Responsel Sampling
of size returned rate error (%)
tenants

673 280 126 45% +7.9%

1,100 457 221 48% +5.9%

1,280 532 249 47% +5.8%

3,053 1,269 596 47% #3.6%

527 527 388 74% +2.6%

279 279 124 44% +6.6%

TOTAL TENANTS 3,859 2,075 1,108 53% +2.5%
177 177 110 62% +5.8%

367 367 183 50% +5.2%

TOTAL HOMEOWNERS 544 544 293 54% +3.9%

1.4.8 Weighting and representativeness

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

total tenant population. The number of bedrooms was used to check the similarity between the
returned questionnairesrad t he property stock for each subgro
of the response). As the response reflected the actual population the data has not been weighted.

Further information can be found in the appendix to the data tables.

1.5 Guide to the survey reports

This report forms part of a series of reports b
This report is the survey report, and is based on the data found in the other reports.
B Survey report (written report)
Part 1: Standard afysis of responses (data tables)
Part 2: Individual comments (text comments)
Part 3: Analysis of responses by management subgroups (data tables)
Part 3: ad b etc.: Responses for management subgroups (data tables)
Part 4: Comparative Data Analysis (datbles)
Part 5: Responses by ethnicity (data tables)

Please note that throughout this report some data tables and results displayed may not
add up to 100%; this is the result of rounding up or down. This can also happen when
two percentages are added togeth er; the percentages in the text can differ from the
percentages in the charts by 1%.

Nati onal Housing Fed@&MamRepatn 6 s Feedback Page 12



HOUSING
FEDERATION

Nati onal Housing Fed@&MamRepatn 6 s Feedback Page 13



HOUSING
FEDERATION
2. WESTERN CHALLENT{ ¢ 9b! b ¢ {

The following chapter examines the different h
residents. Throughout the chaptersthetar 6 r esi dent sdé is wused to ref.
needs, sheltered and supported housing) and homeowners.

2.1 Length of tenancy

Only a small number of Western Challengeds tena
Association for any greathgth of time: around 10% of all tenants (general needs, sheltered and
supported) joined in the last 12 months, while slightly more have been tenants for between 1 and 2

years (12% 15%). Just over a quarter of general needs tenants (28%), a third msrsegh housing

tenants (32%) and over a third of sheltered (37%) tenants in all tenure groups arstéonting

tenants having been with Western Challenge for over 11 years, although few have been with the
Association for more than 21 years (5%1%).

Figure 2.1 Length of tenancy

8% Don't know/ can't
0
24%, remember
Supported housing tenant 1006 26% 21+ years
o 15%
==t/ m 11-20 years
1% 11% 290/ m6-10 years
0
Housing for Older people 13&7% 25% 3.5 years
8%
1-2 years
1%
5%
0] 23% s Under 1 year
General needs 0
12% 20% ® Under 6 months
10%

2.2 Household composition

Western Challenge has a mixed tenant population. With regards to general needs tenants, the
largest group of tenants is families (45%) and there are just as manyaoaet families (23%) as
two-parent families (22%). Over a tHiof the homes are occupied by adult househaclgeople aged
under 60 and living in a household without children (37%ihd just under a fifth of households are
older tenants (17%).

As expected the vast majority of sheltered tenants are aged ove®8@o0j and the majority are also
single tenants (77%). In supported housing three quarters of tenants are aged under 60 (72%)
without children, while 28% are over 60 years old. The largest group of homeowners are older
tenants (43%) followed by slightiywier adult households (37%). Only 18% of homeowners are
families and the majority of those are twmarent households (14%).

Nati onal Housing Fed@&MamRepatn 6 s Feedback Page 14
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Figure 2.2 Household compositiot

Home owners (Base292 43% 18%2% m Adults under 60

Supported housing tenants(Base 11 28% Older adults
Housing for Older people (Base 3 Families
Other
General needs (Base 59! 17% 45% 1%

2.3 Age of tenants

The mix of household types is also reflected in the age of the principal tenants. 81% of general needs
tenants are aged under 60 years old, a much higher proportion than homeowners (55%) and a higher
proportion than supported housing tenants (72%). 98% of sheltered tenants are over 60 years old,
with 38% aged between 75 and 84 years old and 19% aged 85 or over

Figure 2.3 Age of principal residen

Home owners (Base 281

85+ years
75-84 years
Supported housing tenant: 6574 years

(Base 113) 29%

] 0/;0[0% = 60-64 years

0 m 5559 years
19% S0 38%
Housing for Older people (Basm 11% 0 m 4554 years

369) m 3544 years
H 25-34 years

m 17-24 years
General needs (Base 55!

2.4 Ethnic origin

The majority of Westerf8®%BhaddengWlhiste@nanAsc ¢OQ@i
Corporationds definition, which includes White |
households, 7% of homeowners, 5% of sreld tenants and 1% of supported housing tenants are

Minority Ethnic households.

Nati onal Housing Fed&MamRepatn 6s Feedback Page 15
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Figure 2.4 Ethnic origin of household

Home owners (Base 29:
m Asian
Supported housing tenants (Base 12 Black
Housing for Older people (Base 38 Mixed
Other
General needs (Base 59: )
u White

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

2.5 Economic status

In terms of economic status, just under half of general needs principal tenants are in employment
(25% in fultime employment, 17% in patime employnent and 4% se#mployed), while more
partners or spouses are working (61%). Only 14% of principal tenants are retired, as are 7% of
partners. Unemployment is running at 5% for principal tenants and 4% for partners. A third of
principal tenants are outd¢ employment (15% permanently sick or disabled and 17% at home
looking after family). As expected the majority of sheltered tenants are retired (83%) and the
majority of supported housing tenants classed themselves as permanently sick or disabled (71%).
35% of principal homeowners are retired and over half are working (61%), which is expected given
that around a third of homeowners live in Leasehold Schemes for the Elderly anthimde are

shared owners.

Figure 2.5 Work status of principal tenan

2% 2% 3%
9%

9% Other
15%

Permanently sick /disablec

17%

At home/ looking after family

71% 6% m Fullime student

B Retired
® Unemployed and available for
work

Government training

Selfemployed

General needsHousing for Supported Home owners ® In employment:part time
(Base 546) Older people housing (Base 249)

(Base 331) tenangt% (Base = In employment:full time
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The gaph below (Figure 2.6) shows the distribution of the total net weekly household income for
Western Chall engeds
per week (72%). 28% of households have higher incomes, with fewE600rper week (7%). 95% of
sheltered tenants and 96% of supported housing tenants are on incomes below £300 per week.

tenants. The majority of

Figure 2.6 Household net incom
Supported housing tenants (Base
52) 2% 20% o0y £700£999
0
e 31% £600£699
h m £500£599
Housing for Older people (Bas
g 275) people ( 1% m £400£499
20% .
— 10% 65% . £300£399
Z![‘(’% £200£299
0,
General needs (Base 50 = {%/013% £100£199
21% o 370 m Up to £99
— 15%

Homeowner income is measured in gross figures; as
the chart shows, 84% of households have income
below £31,200 per year.

2.7 Sexual orientation
The majority of general needs tenants, sheltered

Figure 2.7 Homeowners gross incornr

£52,000 up to £57,99¢
£41,600 up to £51,99¢
£31,200 up to £41,59¢
£20,800 up to £31,19¢
£10,400 up to £20,79¢

Up to £10,399

33%
29%
22%

tenants and homeowners classed their sexual orientation as heterosexual-(86%), while a high
percentage of supported housing tenants preferred not to say (55%), compared with thesfigar

other tenures (10% 15%).
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Figure 2.8 Sexual orientatior
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2.8 Religion

A high percentage of sheltered tenants are Christian (84%), much higher than general needs tenants
(53%) and homeowners (68%), and especially supported housing tenantsd3@86) are much

more likely thansheltered tenants to have no religion (21%9%). 3% of general needs tenants said
that they belong to another religion listed in the survey.

Figure 2.9 Household religior

Home owners (Base 244 | 8%
Supported housing tenants (Base 10 31%
Housing for Older people (Base 35 | 5%
General needs (Base 55 I 5%
0% 20% 40% 60% 80% 100%
m None m Christian (All denominations = Buddhist
Hindu m Jewish ® Muslim
m Sikh Any other religion Prefer not to say
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3. WESTERN CHALLEQGE { ! ¢L{ CNGSZX Lhb w! ¢L

The following analysis of results includes the views ef 8Vt er n Ch al | ehomgeewiners t enant
Please note that the percentages quoted in the text and graphics may not always add up to 100%
because of rounding.

3.1 Overall satisfaction and key services

The majority of We st er n sfiegdhvath the seryieed provitded myathet s we
Associati on. Tenants were asked, 0Taking everyt
you with the services provided by your housing associafi@&i®6 of general needs tenants and 95%

of sheltered tenats said they were satisfied with their landlord. 54% of sheltered tenants were

highly satisfied. Threguarters of supported housing tenants were satisfied (72%). Homeowners

were less positive (61% satisfied) with a quarter dissatisfied (@426ar hidper dissatisfaction rating

than for tenants (2% 15%).

Figure 3.1 Taking everything into account how satisfied or dissatisfied residents &
with services provided by their landlord

Home owners (Base 25 NGTGMI [Vi5%]  24%
Supported housing tenants (Base 12 [N 3% 15%
Housing for Older people (Base 25 [ EEEEEENSS AR

General needs (Base 5o |G 7% | 125%

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

m Satisfied = Neither Dissatisfied

Satisfaction with key services

The vast majority of general needs tenants were satisfied with the quality of the home (84%) and its
condition (83%). Slightly fewer tenants were satisfied withwialeie for money for the rent (77%).

Just as many general needs tenants were dissatisfied with the value for money (9%) as with the home
and its condition (both 10%).

Encouragingly sheltered tenants were highly satisfied with these key servicesq®@tand also felt
safe and secure in their home (96%).

Supported tenants rated the quality of their home (83%) just as highly as did general needs tenants,
and more were satisfied with the value for money for the rent (82%). However fewer sheltered
tenans were satisfied with the communal areas (which they alone were asked to rate) general
condition of shared facilities (70%) and communal areas (75%) with a number of supported housing
tenants dissatisfied in these areas (14% and 16% respectively).
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Figure 3.2 Satisfaction with key services

/I 707‘?0/ m General condition of shared
| (i facilities
Supported housing tenant: 8206 m General condition of communal
areas
I 33% Security and safety of hom:
969 Value for money
H 0
Housing for Older people 95%

m General condition of property

I 96%
I 97%

m Overall quality of home

General needs

7%
I 83%
I 84%

Satidaction with support and advice

Tenants were asked how satisfied they were with a number of support and advice services. While
90% of sheltered tenants were satisfied with how their enquiries are dealt with generally; the figure
was much lower for generaleeds (73%) and supported housing tenants (72%).

General needs tenants were on the whole satisfied with the advice on rent payments (84%) but less
so with the advice on moving home (40%) and the support given to vulnerable (49%) and new
tenants (61%). @Wported and shelteredenantsalso rated the advice on moving home much lower
than other ratings (47% and 69% respectively).

Supported housing tenants were less satisfied than other tenants with the advice on rent payments
(63%) and benefits (63%). 70@ére satisfied with the support plaihowever few were dissatisfied
(5%) with 25% neither satisfied nor dissatisfied.

Figure 3.3 Satisfaction with advice and support service

| 70%

I 63%

Supported housing tenants T 72% Alare call system

Your support plan

I 63% = Advice on benefits

0
- | 79%92A)l How enquiries are dealt with

Housing for Older people 7504 generally
81% Support provided to vulnerable
. 69% tenants

Support provided to new tenants

e 73% = Advice on moving home
General needs 49%
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Importance of services to tenants

Tenants were asked to pick whighree services from a list of standard services they felt weresmo
important. The services differed slightly for each of the three tenures. Clearly the repairs and
maintenance service was the most important service for all tenants with between 61% and 76% of
tenants placing it in their top three.

The overall qualityf the home was important to many general needs tenants (48%) and supported
housing tenants (55%) while sheltered tenants rated keeping tenants informed as more important
(43%) than the quality of the home (36%).

Over a third of general needs tenants thght that the neighbourhood (35%), value for money (37%)
and dealing with antiocial behaviour (43%) were important issues; while over a third of supported
housing tenants thought that taking account of their views (35%) and the support services overall
(39%) were important.

Figure 3.4 The most important service areas for resident
(when asked to select top three)

39% Support services overal
160/3
12%2 Yo Your support plan
Supported housing tenants (BaSummmmm 20%
121
) 7204 Your support worker
35%
55% Value for money for your rent

I 36%

= Neighbourhood as a place to liv

26% . . o .
Housing for Older people (BaSj_ 200/? ° m Dealing with antsocial behavioutr
367) s 16%
31% 61% Repairs and maintenanc
36%
I 43% Taking tenan
account
379 Overall quality of your home
0
| — 35%
General Needs (Base 58 43% 269 m Keeping tenants informec
28% ’

3.2 Neighbourhood and local problems

A high percentage of sheltered and supported housing tenants at Western Challenge were satisfied
with the neighbourhood in which they live (92% and 93% respectively). Considerably fewer general
needs tenants were satisfied (73%) with 18% dissatisfied with the neighbourhood they live in (10%
saying neither). A high percentage of homeowners were satisfied with their neighbourhoodd86%)
although more homeowners felt that that their neighbourhobdd declined in the last three years
(21%) compared with 17% who felt it had improved.

Residents were asked to what extent a range of issues were problems in their neighbourhood. As
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the chart belowshows car parking is by far the biggest problem foredidentsd especially general

needs tenants (30%) and homeowners (42%).

Encouragingly, in most cases comparatively few (a third or fewer) residents thought any of the
problems listed were a very big or fairly big problem. General needs tenants reptrehighest

levels of problems with rubbish or litter (34%), disruptive children/teenagers (30%) and noisy
neighbours (30%). Homeowners also reported these issues as amongst the most problematic but
also include drunk or rowdy behaviour (18926%). Bth sheltered and supported housing tenants
reported far fewer local problems. More sheltered tenants experienced problems with noise from
traffic (13%) than from most other local problerds finding common to many surveys.

Figure 3.5 Local problems (% very big or fairly big proble

Car parking [INGO%IN 24%  27% 42%
Rubbish or litter [ININSAY%NIN 10%8%  26%

Disruptive children / teenager: [INS0% N 11% 11% 17%

Noisy neighbours [IRIS006IIN 7% 12%  20%

Drunk or rowdy behaviour [IIS%M 8% 12% 18%
Noise from traffic [4%] 13% 10% 15%
Vandalism and graffiti (89N 9%6% 14%

People damaging your propert -'8%W6<V97%

Pets and animals J798IB268%

Drug use or dealing [JlI6Te%%
Other crime [H09%492&%
Racial or other harassmen [§#2%

Abandoned or burnt out vehicle:

m General needs = Housing for Older people + Supported housing tenant: - Home owners

Anti-social behaviourg geneaal needs tenants

A fifth of general needs tenants had reported asdcial behaviour to Western Challenge in the past

12 months (20%). For those general needs tenants who had reported the problem to their landlord
just under twothirds found it easy to antact the right person (63%), while a quarter found it
difficult (25%). Slightly more tenants found staff helpful (68%), although a fifth found staff unhelpful
(18%). Less than half of tenants found staff able to deal with their problem (41%) andasaadny

found them unable to deal with their problem (37%).

While 62% were satisfied with the advice provided by staff, less than half of tenants were satisfied
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with the support provided by staff (40%), how the report was dealt with (44%) and the spited
which the report was dealt (44%). Far fewer tenants were satisfied with the final outcome (33%) and
being kept informed (36%@) with similar numbers dissatisfied (39% aB#oIespectively).

Figure 3.6 General needs tenants satisfaction with way in whic
anti-social behaviour report was dealt with (Base 10610)

The final outcome of your repor _ 28% 39%

Speed with which your report wa
dealt with

How the report was dealt with _ 26% 30%
Support provided by staf _ 29% 31%
Being kept informed _ 28% 36%
Advice provided by staf: [ ING2NININ  21%  17%

29% 28%

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

Anti-social behaviour sheltered and supported housintggnants

A fifth of supported housing tenants (22%) had reported-aatiial behaviour in the past 12 months,
much higher than sheltered tenants (13&avho were much more likely to report the problem to

their landlord (80%) than supported housing tena8%). Of those tenants who did report the
problem to Western Challenge, 63% of supported housing tenants and 75% of sheltered tenants
were happy with the way in which their landlord dealt with the problem.

3.3 Customer Care

The vast majority of generaleeds tenants (90%) had contacted their landlord in the last 12 months,

far higher than supported housing tenants (76%), homeowners (63%) and especially sheltered tenants
(53%).

Method of contact

When communicating with their landlord the vast majordfgeneral needs and supported housing

tenants telephoned Western Challenge (88992%). While three quarters of sheltered tenants
telephoned their association (76%) , a small numb

Like tenants, the majgy of homeowners telephoned the housing association (§036ever

homeowners were more likely than tenants to email the Association (12%). Very few residents
visited the office (2% all tenants and homeowners).
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Figure 3. 7 How residents last General | Housing for| Supported Home

contacted their housing needs Older housing owners
association tenants people tenants

Phoned 92% 76% 88% 80%
Visited Office 2% 2% 2% 2%
Wrote 3% 4% 5% 4%
Email 3% 1% 0% 12%
Visit to scheme managers office 10%

Staffvisit to scheme 3%

Other 0% 2% 6% 2%
Can't remember 0% 3% 0% 0%
Responses 526 187 89 171

Reason for contact

Almost the only reason for supported housing tenants to contact their landlord in the last 12 months
was to report a repair (91%9 a fa higher proportion than for other groups of residents (59%
63%). A number of residents made contact with rent/service charge or housing benefit queries (12%
- 15% excluding supported housing tenants).

Figure 3.8 Reason for last contact General Housing for | Supported Home
needs Older housing owners
people tenants

Repairs (includes defects for homeowners) 63% 59% 91% 59%

Rent or housing benefit (includes service 14% 15% 1% 12%

charge/rent information for homeowners)

Transfer or exchange 3% 4% 0%

Neighbours or Neighbourhood issues 8% 4% 1% 8%

Garden or Communal areas 4% 3% 0%

Home help/care services 1%

Support services 0%

Make a complaint 7%

Staircasing or renortgaging 4%

Buying or selling your home 9%

9% 12% 1% 1%

i 0% 3% 6% 2%

Responses 496 184 85 147

Quality of contact

When Western Challengeds residents c-thidsfaund ed t he
getting hold of the right person easy (67%3%)d with the exception d homeowners. Only 44% of
homeowners found staff easy to contact and a third found it difficult (35%). Once staff had been
contacted, the majority of tenants found them to be helpful (8288%)d with supported housing

tenants giving the highest ratif®3%) - however onlytwo thirds of homeowners found staff helpful

(17% unhelpful).

A high percentage of supported housing tenants found staff able to deal with their enquiry (84%), far
higher than for general needs and sheltered tenants (¥4%8%0);this pattern is unusual as sheltered
tenants are usually more satisfied than general needs tenants.

Only half of homeowners (51%) found staff able to deal with the problem (34% unable) which would
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explain why only 39% were satisfied with the outcome aftantaoting Western Challenge and 49%
were dissatisfied. Just over two thirds of tenants (68%2%) were satisfied with the final outcome
with around a fifth dissatisfied (18924%).

Figure 3.9 Satisfaction with customer contac

39%
. . . ) 69%
Satisfaction with the final outcome 2204
. 68%
51%
- 84%
Could staff deal with the problen ZA%
I 75%
67%
88%
Helpfulness of staff 8206
I 84%
44%
. . 72%
Getting hold of the right persor 67%
I 73%
0% 50% 100%
Home owners (Base 17¢ Supported housing tenants (Base-88)

Housing for Older people (Base 13&2) m General needs (Base 5582)

3.4 Repairs and maintenance service

Around three quarters of genetaneeds and sheltered tenants had reported a repair in the last
twelve months (74% 76%), higher than for homeowners (41%) but lower than supported housing
tenants (92%).

75% of general needs tenants (who had an opinion) were satisfied with the repdiraantenance
service, slightly higher than supported housing tenants (68%) but nowhere near as high as the rating
for sheltered housing tenants (91%). Tenants were particularly impressed with the attitude of the
workers (85%- 92%) and their ability taninimise dirt and mess (87%97%). Tenants awarded the
lowest rating for the time taken before the work started (75% general needs tenants and 59%
supported housing tenants). Fewer supported housing tenants were impressed with the information
given (72%)speed of workers (75%) and the quality of the repair (76%).

Only 43% of homeowners were satisfied with the overall repairs service and they awarded lower

ratings than tenants for all aspects of the service (488%), particularly the time taken befotige
work was started (34%).

Nati onal Housing Fed@&MamRepatn 6 s Feedback Page 26



HOUSING
FEDERATION

Figure 3.10 Satisfaction with customer contax
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3.5 Resident communication and information

Residents were asked to show which methods they prefer Western Challenge to use to inform them
or consult them about issues which may affect them. The vast majority of residaittghat the
preferred method of contact is by letter (70%87%)dwhich was particularly popular with general
needs tenants. Information in a magazine or newsletter (18%6%), telephone call (18987%) or a
personal visit (23%43%) would be populawrith some residents.

As the chart below shows some methods appeal to different groups of tenants more than @hers
for example: open meetings or AGMs have more appeal to sheltered housing tenants (23%) and
homeowners (27%), 36% of sheltered tenantsilgdike to be informed by scheme managers (or on

site staff (24%)); more general needs tenants and homeowners would be happy to have information
by email (both 15%).
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Figure 3.11 Preferred methods for landlord to use to inform/consult
residents about issues that may affect them
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Western Challenge is doing a good job in keeping its general needs (83%) and shidienetd

(90%) informed. However fewer supported housing tenants (70%) and homeowners (58%) felt
informed. 21% of homeowners said that the way in which the Association keeps them informed is
poor . When asked, 0 How s at ureidws aredtakenrinto ddcoairst byt i s f i e
your housi ng as s othiidssof genenal heedslare suppoitel laonsing tanants were

satisfied (60% 63%) with even fewer homeowners satisfied (47%). Significant numbers of general
needs tenants (15%); yported housing tenants (16%) and especially homeowners (32%) were

dissatisfied.
Figure 3.12 Satisfaction with information and consultatio
58%
. . 70%
K t ts inf
eeping tenants informec 90%
- R
47%
. 60%
A t tak f <
ccount taken of views 80%
P 63%
0% 20% 40% 60% 80% 100%
Home owners (Base 248/27¢ Supported housing tenants (Base 111/11
Housing for Older people (Base 331/37 m General needs (Base 529/59:
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3.6 Future plans

General needs tenants

Around a quarter of Western Challenge tenants felt it was very or fairly likely that they would move
from their current home in tle next 3 years (27%). Just under ttfords of tenants felt a move was
unlikely (60%) and 13% were unsure.

Of those tenants who felt that they were likely to move in the next three years, 32% would still want
to rent from Western Challenge, while 3% wallike to rent from another housing association. A
fifth of tenants would like to rent from the council (22%). A small number of tenants would consider
buying a property either outright (5%) or through shared ownership (5%). Few wanted to move to
sheltaed accommodation (3%). A number of tenants did not know (19%) or would consider other
alternatives (11%).

Figure 3.13 Where tenants are likely to move (Base 1!

Other 110/\ 52y Qi 1)

Sheltered

accommodatio
3% n\

Shared ownership

Rent from this
housing
association 32%

(i.e. part Rent from
rent, part buy) another housing
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Buy own propert
(mortgage, buy
outright) 5% Rent from private \Rent from
landlord 2% council/local

authority 22%
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4. CARE AND SUPPCBERVICES

This chapter reports on the additional results found from other questionnaires used in the survey for
sheltered housing tenants, supported housing tenants and homeowners. Please note that the
percentages quoted in the text and graphics may not always add up to 100% because of rounding.

4.1 Sheltered tenants

Ease of access

The vast majority of sheltered tents said that there was good ease of access to the building, inside
the building and to their home (95907%). Very few were dissatisfied with the ease of access (2%
to 4%)0 suggesting that for a very small number of tenants the accommodation is rer leuigable

for their needs.

Figure 4.1 Rating aspects of the schenresidents who have an opinion

I I I T
Ease of access to your home
(Base 312;/ 7208 21%
Ease of access inside the | | | |
0, 0,
building (Base 300) | 74?’ | | Zo
Ease of access to the building
“ 72% 25%
(Base 354) | | | |
0% 20% 40% 60% 80% 100%

Very good  Fairly good Neither Fairly poor m Very poor

Home help & care services

Although Western Challenge does not provide home help and care services, 21% of sheltered
tenants said that they had these services provided by another organisation. Of those tenants the vast
mgority were satisfied with the services provided (83%7%).

Figure 4.2. Sheltered tenants' satisfaction with services (Ba&b)!

Cleaning 93%

Laundry 92%
Medication 92%
Getting in and out of bed 91%
Dressing e 88%
Preparing meals 85%
Bathing 84%
Help with using the toilet 83%

0% 20% 40% 60% 80% 100%
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Emergency call system

All sheltered tenants have an emergency call system (100%). Of those tenants a third (33%) had
used the call system in the last 12 months, either for themselves othan member of their
household (26%) or for a visitor or a neighbour (6%). Over three quarters of tenants said that the

call was answered by emergency call staff (79%), while 9% said a scheme manager (3% other and 9%
not sure).

Satisfaction with the seize was high in terms of the speed of response to the call (91%), the
helpfulness of staff (93%), and few tenants were dissatisfied (8% and 4% respectively).

Scheme manager
90% of the sheltered tenants who responded to the survey said that they had mechanager who
either lived in (23%), visited every day (44%) or visited less frequently (25%). Tenants were highly
satisfied with the contact via the intercom (87%), the overall service from the scheme manager
(90%), helpfulness of the scheme manage¥of9€aceo-face contact (92%) and frequency of contact
(93%). Fewer tenants were satisfied with the promotion of social activities (76%), however few were
dissatisfied (7%).

Figure 4.3 Sheltered tenants' satisfaction with scheme manage

(Base 199267)

Frequency of contact 93%
Faceto-face contact 92%
Helpfulness [N 90%
Overall 90%
Contact via intercom 87%
Promotion of social activities 76%

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

Complaints procedure
Three quarters of sheltered tenants were aware that Wars Challenge has a formal complaints
procedure (76%); although a quarter did not (24%).

Sheltered tenants and general needs tenants
As the chart below shows, sheltered tenants were far more satisfied than general needs tenants in
almost all aspects afervice delivery. The only exceptions relate to customer care.
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Figure 4.4 Differences between general needs and sheltered tene
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4.2 Supported housing tenants

Support services

7% of supported housing tenants said that Western Challenge provides their support services, while
82% said that they had these serviggevided by another organisation. Of those tenants the vast
majority were satisfied with the services provided (9097%).

Figure 4.4. Sheltered tenants satisfaction with services (Ba86p.

Overall support service I 97%

Help accessing other service 96%
Help managing my finance 97%
Monitoring health and well beinc 95%
How enquiries are dealt with generall [N 95%
Help developing life skills 94%
Information and advice 93%
Help establishing social activitie 90%

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

Contact with support worker

On the whole it would appear that the majority of supported housing tenants have the right amount
of contact with their support worker. Three quarters of supported housing tenants said that they
had contact from their support worker more than once a week (76%). However, 81% of tenants said
that they would like this amount of contact, suggesting thanalsgroup of tenants would like more
frequent contact than they currently get. For supported housing tenants who have weekly contact
this appears to be right (14% have this amount of contact and 15% would like it). Conversely for
those tenants who haveontact either less than once a week (6%) or never (4%) a few would like
less contact (both 2%).

Encouragingly 92% of supported housing tenants are satisfied with the services provided by their
support worker and only 2% are dissatisfied (6% neither).
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5. HOMEOWNERS

51 Features of the home

Homeowners were asked a number of questions about their home: the size, type (flat, house etc.),
design and construction quality as well as facilities such as security measures, the heating system,
storage space ahoutdoor recreational space.

Satisfaction was highest in respect of the design (91%) and size (91%) of the home; with the heating
system also highly rated (82%). Just under three quarters of homeowners were satisfied with the
quality of construction(72%) and security measures (72%). Just under two thirds were satisfied with

the storage space (62%), and the garden/outside space (65%) and dissatisfaction was highest in these
areas (24% and 20% respectively).

Figure 5.1 Satisfaction with the different aspects of the horr
(Base 253 277)

The design of your home 91%
Size of home 91%
Heating system 82%

The construction quality of your hom _ 72%

Your garden/outside spact 65%

Storage 62%

5.2 Service standards

Services received

The type of services homeowners receive depends on the specifications in the lease and the type of
property they own. Homeowners were therefore asked how they rated their housing association in
respect of specific services offered. More than half of tbenbowners who had an opinion were
satisfied with the rent/service charge information (67%) and the upkeep of the communal areas
(54%), while fewer homeowners were satisfied with the external repairs and maintenance service
(42%).

In respect of these seres provided, homeowners were asked if they considered them to be good
value for money. Half of the homeowners thought the charge they paid for cleaning of the
communal areas (48%) and rent/service charge information (50%) were good value for money, while
fewer thought that they received good value for money for external repairs and maintenance (36%).
High percentages of homeowners who had an opinion rated the value for money of all three aspects
of their services as poor (25%42%).

Paying a higher ser vice charge for more services

The services homeowners receive are limited to those specified in the lease, however there was no
great desire to pay a higher service charge in order to obtain extra sendcg@3% would not be
prepared to pay a higher charg®©nly 7% said that they would be prepared to pay more and written
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comments includetbetter cleaning and maintenance (3 homeowners), gardening (3 homeowners)
improved rubbish storage (2 homeowners), improved security (2 homeowners), parking (2
homeowners) window cleaner (2 homeowners), warden, improved heating and insulation,
community support officer, communal room and a shopping service.

Awareness of service standards

Homeowners were asked if they were awawvice of t
standards for customer service. Only 44% of homeowners were aware of the standards, almost as
many were not aware of the standards (37%) and 2

38% of homeowners felt that the level of consultation they had regarding the way in wigah t
housing association sets the service charge was about right, while 16% felt that there was too little. A
third of homeowners said that there had been no consultation (36%).

5.3 Homeowner communication

Homeowners were asked a number of questions tielg to how satisfied they were with different

types of communications received. Three out of five homeowners were satisfied with the handbook

(58%), the information provided on budgets and accounts (61%) and the clarity of the service charge
statement (6%); while the newsletter was more popular (69%). Half of homeowners were satisfied
with the Associationds complaints procedure (4°¢
website information (24%).

Figure 5.2 Satisfaction with communication and information
(Base 213 260)
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The majority of homeowners prefer to get inforation from their housing association by letter
(81%), while a few would be happy with a telephone call (12%) or an email (7%).

When | ooking at the best method for obtaining hao
a questionnaire (66%), whileorme homeowners would be interested in attending open
days/conferences (11%), taking part in telephone surveys (13%), taking part in an email panel or
completnganost i ne survey (15%), small discussion grou
and foruns (24%). Only a small percentage stated that they do not want to get involved at all (8%).
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5.4 Purchasing the property

Homeowners who purchased their properties within the last three years were asked for details of
their experience of the sales process’5% of homeowners were satisfied with the sales process
(30% very satisfied and 46% fairly satisfied), 12% were dissatisfied and 13% were neither satisfied nor
dissatisfied.

The majority of homeowners were satisfied with the information and adviavigded during the

sales process with the information regarding how the scheme operates rated the highest (78%).
Around half or more homeowners thought that information provided on staircasing (53%), the
responsibility for maintenance (59%), the area (61$#jvice charges and management fees (63%),
advice on obligations under the terms of the lease (64%) and financial obligations (70%) were good.
Noticeably fewer homeowners were satisfied with the information about what happens when they
sell (44%).

Figure 5.3 Satisfaction with the information and advice provided when purchasing tt
roperty (Base 126 144)
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Homeowners also rated different aspects of the service they received while buying their home.
Around three in five homeowners were satisfied with being kept informed during the sale (56%), the
time taken to process the sale (61%) and the knowledge of sadd6 (61%). Two thirds were
satisfied with the clarity of the lease (68%) and three quarters of homeowners were satisfied with the
sales information (74%) and the politeness of staff (77%). Considerably fewer homeowners were
satisfied with how defects eve rectified (426) and27% were dissatisfied.
Figure 5.4 Satisfaction with different aspects of the sales proces
(Base 135 141)
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