Appendix 1 — South Derbyshire District Council’s

STAR Survey Report 2018.

oM

research

Final Report

2018 STAR Survey Report

Prepared for: South Derbyshire District
Council

Prepared by: BMG Research



2018 STAR Survey Report

Prepared for: South Derbyshire District Council
Prepared by: BMG Research
Date: 25/09/2018

/| \
research

Produced by BMG Research
© BMG Research Ltd, 2018

www.bmgresearch.co.uk

Project: 1584

Registered in England No. 2841970

Registered office:

BMG Research
Beech House
Greenfield Crescent
Edgbaston
Birmingham

B15 3BE

UK

Tel: +44 (0) 121 3336006

UK VAT Registration No. 580 6606 32

Birmingham Chamber of Commerce Member No. B4626

Market Research Society Company Partner

The provision of Market Research Services in accordance with ISO 20252:2012
The provision of Market Research Services in accordance with ISO 9001:2015
The International Standard for Information Security Management ISO 27001:2013
Interviewer Quality Control Scheme (IQCS) Member Company

Registered under the Data Protection Act - Registration No. 25081943

A Fair Data organisation

Cyber Essentials certification

The BMG Research logo is a trade mark of BMG Research Ltd



2018 STAR Survey Report

Table of Contents

T INtrOdUCHION ... 6
1.1 Background and Method..............uuuiiiiiiiiiiiiiiiiii e 6
1.2 MethOdOIOQY ....euiiiiiiee e e e e e e e e aaaaa 6

2 SUMIMIAIY cettiiii e ettt e e ettt e et e e e e e et ettt b e e e e eeee e e e st b eeeeeeeeeassta e e aeaeeeesraaaaaaaaaaaes 8
0 B (01U 11 To BE=T= oV o= PR 8
2.2 ESEAte SEIVICES ..oooiiiiiiiiie e 8
2.3 YOUr HOME @GN MEPAIIS .....uuiiieeeeee ettt e e e e e e e ettt e e e e e e e e eeaaneaaeeeaeeeeennnes 8
2.4  Community engagement and contact............ccccceeeiiii i 9
2.5 Headline findings COMPAriSON ..........uuuiiiiiiiiiiecee e e e e e eeeaans 10
P T = 1= o el 10 1= o G 11

G T o (o TU 3] o JE=T=T Y [t 13
3.1 Overall SatisSfaCtion ...........oooiiiiiiiiii 13
3.2 KeY DriVEr ANAIYSIS ... iiiiiiii e e e e e e eae 16

3.2.1 KeY DriVErs ANAIYSIS .....u i 16
3.3 Net Promoter SCOMe ........ccooiiiiiiiiiiiiiieeeeeee e 18
3.4  HoUSING SErviCe PErCEePLIONS ...t ieeiie e 20
3.5 Value for money of rent...........coooviiiiiiiiii 21

4 Housing services support and adViCe............uiiiiiiiiiiiiiiiicie e 23
4.1 HOUSING SEIVICES SUPPOI . ... ieeeieeeiieiie et e e e e e et a e e e e eeeeeenees 23
B ©70 1 41 o] =11 ] €T Y= Y (o S URRPPPRPP 24
G T N 1Y/ o SRR 25

5 ES Al SEIVICES i 26
5.1 Neighbourhood as a place to liVe ... 26
5.2  Estate service perCeplionS .........i i 28

B Y OUI DO L 30
6.1 Quality Of HOME ... 30
6.2  Condition Of YOUr NOME........coiiiiiiii e 33
6.3 Dissatisfaction with the condition of the home............cccciiii 34
6.4  Standard Of NOME .........oeiiiii e 35

7 Repairs and MainteNanCe ........ccooiiiiiiiieiee e 36
7.1 Key Driver ANalySiS.........ccoouiiiiiiiiiiiiiiieeeeeeeeeeeeeeeeeee e 39

4 5 =T o oo (] o = T =T o7 40




2018 STAR Survey Report

7.3  Repairs PErCePliONS .......coooiiiiiii it 41
8 ComMmMUNILY ENGAGEMENT ... .o 42
8.1  Opportunity to make VIEWS KNOWN............ciiiiiiiiiiiiiiiiee e 42
8.2  Listening to views and acting upon them...........ccccoiiiii i, 43
8.3 Keeping tenants informed ... 46
8.4  Opportunities to partiCipate ...........coooiiiiiiiiii e 48
9  Contact With HOUSING SEIVICES......coiiiiiiieeeee e 53
9.1  Contactinthe 1ast 12 MONthS...........ooiiiiiiii e 53
9.2 OUL Of NOUIS SEIVICE .....ceeiiiiiii it e e 56
9.3  HouSIiNg Services WEDSItE ..........cccuiiiiiiiiiiiiieeee 57
10 SUPPOEd HOUSING ... ..o e e e e e e e eeaaaes 58
11 Unweighted sample DASse .............uuiii e 61
12 Questionnaire and Cover letter............ooooviiiiiiii 62
Appendix: Statement Of TEIMIS .........ii i eaaaes 72

Table of Figures

Figure 1: Q1. Taking everything into account, how satisfied or dissatisfied are you with the
overall service provided by South Derbyshire District Council's Housing Service? (Valid
(ST 00 0 1= T 13

Figure 2: Q1. Taking everything into account, how satisfied or dissatisfied are you with the
overall service provided by South Derbyshire District Council's Housing Service? (Valid
(ST 00 0 1= T 14

Figure 3: Q1. Taking everything into account, how satisfied or dissatisfied are you with the
overall service provided by South Derbyshire District Council's Housing Service? (Valid
(5] 0 o] 415 15

Figure 4: Key drivers of satisfaction with overall service provided .............ccccvvviiiiiiiiiiiennnee. 17

Figure 5: Q2. How likely would you be to recommend South Derbyshire District Council's
Housing Service to family or friends on a scale of 0 to 10, where 0 is not at all likely and 10 is
extremely [iKely? (Valid rESPONSES) ......ceuiiiiiiiiiiiiii it 18

Figure 6: Relationship between likelihood of recommending SDDC to family and friends by
satisfaction with the overall service provided............cooooiiiiiiiii 19

Figure 7: Q4. To what extent do you agree or disagree that Housing Services...? (Valid
(1S5 00 1T = T3 20




2018 STAR Survey Report

Figure 8: Q3. How satisfied or dissatisfied are you that your rent provides value for money? :
That your rent provides value for money (Valid reSponses)...........coooeeeieiiiiiiiiiiiiiieee 21

Figure 9: Q3. How satisfied or dissatisfied are you that your rent provides value for money? :
That your rent provides value for money — By sub group (Valid responses)............ccc......... 22

Figure 10: Q5. How satisfied or dissatisfied are you with the way Housing Services deals
with the following? (Valid reSPONSES) .......cooiiiiiiii e 23

Figure 11: Q6. Are you aware that South Derbyshire District Council has a formal complaints
procedure? Q7. Have you made a formal complaint in the last 12 months? (Valid responses)

........................................................................................................................................... 24
Figure 12: Q11. Which of the following advice and support services South Derbyshire District
Council offers are you aware of? (Valid reSPONSES) ........ccccviviiiiiiiiiiieeiieeeee e 25
Figure 13: Q8. How satisfied or dissatisfied are you with your neighbourhood as a place to
live? : Your neighbourhood as a place to live (Valid reSponses).............ccccuuvueeieiniiinnninnnnns 26
Figure 14: Q9. How satisfied or dissatisfied are you with each of the following (All responses)
........................................................................................................................................... 28
Figure 15: Q10. How do you feel Housing Services could improve its estates services?
(VAlId FESPONSES) ..t i ettt e e e e e e e ettt e e e e e e e e e eaat b e e e e eaeeeearaaaaanns 29
Figure 16: Q12. How satisfied or dissatisfied are you with the overall quality of your home?
(VAlId FESPONSES) ..ttt e e e e e e e ettt e e e e e e e e e ee et b e e e e eeeeeessaaaaanns 30
Figure 17: Q12. How satisfied or dissatisfied are you with the overall quality of your home? -
By SUb Group (Valid rESPONSES) .......uuuuuiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiee bbb eeesessesaeenanee 32
Figure 18: Q13. How satisfied or dissatisfied are you with the overall condition of your....?
QY= LI To I =TT oo ] 0 ES] S 33
Figure 19: Q14. If you are dissatisfied with the condition of an area of your home, why do
you think this? (Dissatisfied with the condition of an area of your home)............................ 34
Figure 20: Q15. Thinking about when you moved in, how satisfied or dissatisfied were you
with the standard of your home? (Valid reSpoNSEes)..........couvvviiiiiiiiiiiiiiiiiiiiieeeeeeeeeeeeeeeeeeee 35
Figure 21: Q16. How satisfied or dissatisfied are you with the way Housing Services deals
with repairs and maintenance? (Valid reSPONSES) .........couvviviviiiiiiiiiiiiiiiieeeeeeeeeeeeeeeeeeeeeeeeee 36
Figure 22: Q16. How satisfied or dissatisfied are you with the way Housing Services deals
with repairs and maintenance? — By sub group (Valid responses) ..........ccccceeeeiiiiiiiiennnnn. 38
Figure 23: Key drivers of satisfaction with overall service provided ...............ccccuiiiieeiiiinnns 39

Figure 24: Q17. Have you had any repairs to your home in the last 12 months? (Valid
response) Q19. Did the tradesperson show proof of identity? Q20/1.Overall, how easy was it
to...? : Report a repair Q20/2.0Overall, how easy was it to...? : Get your repair completed
(Had arepairinthe 1ast 12 months) ..........ueiiiii i 40

Figure 25: Q18. Thinking about the LAST time you had a repairs or maintenance carried out,
how satisfied or dissatisfied were you with the repairs and maintenance service? (Valid
(5] 00 ST 41

Figure 26: Q21. How satisfied or dissatisfied are you that Housing Services gives you the
opportunity to make your views known (Valid reSponses) ..........cceeviieeiiiiiiiiiiiie e 42




2018 STAR Survey Report

Figure 27: Q22. How satisfied or dissatisfied are you that the Housing Service listens to your
views and acts upon them? (Valid reSpoNnSes) ..........ooooiiiiiiiiii 43

Figure 28: Q22. How satisfied or dissatisfied are you that the Housing Service listens to your
views and acts upon them? — By sub group (Valid reSponses)............cceeeeieeeeiiiiiiiiieeeeennn, 45

Figure 29: Q23. How good or poor do you feel Housing Services is at keeping you informed
about things that may affect you as a resident? (Valid responses)........cccccceeeeeeeeieiiiiiiinnnnnn. 46

Figure 30: Q37. Which of the following methods of being kept informed and getting in touch
with Housing Services are you happy to use? (Valid reSponses) ...........ccevvvveeveeeeiiiiiieeeennne. 47

Figure 31: Q24. How satisfied or dissatisfied are you with the opportunities given to you to
participate in Housing Services decision making process? (Valid responses)..................... 48

Figure 32: Q25. There are a number of ways in which you can get involved with South
Derbyshire District Council's Housing Service. How many of the following opportunities to
get involved are you aware of? (All rE€SPONSES) .....ccoeiiiiiieeeeee e 50

Figure 33: Q26. Which of the following statements do you agree with? (Valid responses) .. 51

Figure 34: Q28. Have you contacted SDDC’s Housing Service in the last 12 months with a
query other than to pay your rent? Q29. How did you last make contact with South
Derbyshire District Council's Housing Service? Q30. Was getting hold of the right person
easy or difficult? Q31. Did you find the staff helpful or unhelpful? Q32. Was the query
answered within a reasonable time? (Valid responses)..........cccoeeeeiiieiiiiiiiiiiiiee e, 53

Figure 35: Q33. How satisfied or dissatisfied were you with the following? (Valid responses)

Figure 36: Q34. Overall, how easy was it to get your query resolved? (Valid responses).... 55

Figure 37: Q35. Have you used the Housing Services out-of-hours service in the last 12

MONtNS? (Valid FESPONSES). .. .uuuuuiuiiiiiiiiiiiiiiiiiiiietiate e seasennnnsnnnnnnsssnnnnsnnnnnnnnnnnnnnnnns 56
Figure 38: Q38. Have you used the Housing Services website in the last 12 months for any
online services? (Valid reSPONSES) ... .ccii i 57
Figure 39: Q41. Thinking about where you live, how satisfied or dissatisfied are you with the
following...? (Sheltered reSPONSES) .....ccuviiiiiiiiiiiiiiiiiieeeeeeeeeee e 58
Figure 40: Q42. How safe do you feel within your community? (Sheltered responses)........ 59
Figure 41: Q43. How do you feel that the Council could improve its Supported Housing
services? (Sheltered reSPONSES) .. ..o 60
Table of Tables

Table 1: Returns and reSPOoNSE rate ..........oooiiiiiiiiii e 6
Table 2: Full names for abbreviated area codes. ..o 7

Table 3: Headline findings comparison with 2015 ..., 10




2018 STAR Survey Report

Table 4: Latest general needs benchmark data provided by BMG’s internal benchmark data

(46 OFQANISALIONS) ...ttt 11
Table 5: Latest sheltered benchmark data provided by BMG'’s internal benchmark data (20
OFJANISALIONS) ..eeiiiiiii i e e et e e e e e e e e e e et e e e e e e e e et it aeaaaaeerrra— 12
Table 6: Satisfaction with rent providing value for money comparison vs. 2015 (All
=TS oT0] g Y= 1) U PPPRPUPTR 21
Table 7: Estate service perceptions by area (Valid responses) ..........cccceeeeeieiiiiiiiiiicieeeeeenn, 28
Table 8: Condition of home satisfaction by property type (Valid responses)........................ 33

Table 9: Being kept informed and opportunities to take part in decision making by age group
(VAlIA FESPONSES) ...ttt 49

Table 10: Q26. Which of the following statements do you agree with? — By age (Valid
FESPONSES) ... eeeiiieiti et e e e ee et ettt b eaeeeeeeee et ee et aeeeeaeeeeae st a e aeeaeeeeassba e aeaaeseeatbaa e aaaaaeserrrrannnnns 52

Table 11: Unweighted sample base ... 61




2018 STAR Survey Report

1 Introduction

1.1 Background and method

In May 2018, South Derbyshire District Council (SDDC) commissioned BMG Research to
carry out their 2018 STAR Survey to help understand tenant satisfaction with the services
provided by SDDC as a landlord. The findings of the survey will help inform how services are
provided in the future and how best to deliver them.

1.2 Methodology

A postal survey of a census of general needs and sheltered tenants was carried out from
July to September 2018. Following the initial mailing and two full reminders (letter,
questionnaire and pre-paid envelope), email surveys were sent to those with an available
email address to boost responses.

In total, 1,014 tenant questionnaires were returned, representing a response rate of 34%
against tenanted properties. In terms of methodology, 969 postal completes were returned
along with 45 online completes. Based on age, we received 12 returns from under 24’s, 174
from those 25-54 and 760 from tenants 55 or over.

Based on a tenant size of 2,939, a sample of 1,014 is subject to a maximum confidence
interval of £2.49% at the 95% confidence level on an observed statistic of 50%. This means
that if all tenants had returned a survey a figure of 50% in this report would have actually
been between 47.51% and 52.49%. This means that the data is a lot more robust than the
confidence interval of +4% that HouseMark recommends for an organisation the size of
South Derbyshire District Council for a STAR survey.

Table 1: Returns and response rate

T . Sample Total Response Confidence
enancies . .
size rate interval
General needs 2006 526 26% +/- 3.67%
Sheltered 933 488 52% +/-3.07%
tenants
Total 2939 1014 34% +/- 2.49%

In order to ensure that the survey results reflect the views of tenants and can be effectively
compared to the 2015 survey, the data was weighted prior to analysis by property type, area
and tenure.

Figures and tables are used throughout the report to assist explanation and analysis.
Although occasional anomalies appear due to ‘rounding’ differences, these are never more
than +/-1%. These occur where, for example, the proportion of respondents who are very
satisfied and fairly satisfied are added to produce an overall satisfaction figure. For example,
if 25.4% of tenants state they are very satisfied and 30.3% of tenants are fairly satisfied,
these figures are rounded down to 25% and 30% respectively. However, the sum of these
two responses is 55.7% which is rounded up to 56%, whereas the individual responses
suggest this total should be 55%.

Throughout the report the abbreviation ‘cf.’ is used as shorthand for ‘compared to’ when
examining the data, especially among different sample groupings.
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In addition to this written report, data tabulations have also been produced which present the
data as a whole.

Throughout this report, the term ‘significant’ is only used to describe differences within
particular groups (e.g. age, property type) that are statistically significant, or changes
compared to previous findings that are statistically significant. In some graphics and tables,
arrows will be seen next to some figures. These indicate an increase or decrease compared
to the last survey’s results. If the arrow is green it represents a positive significant difference,
if it's red it represents a negative significant difference. If the arrow is grey it means that the
difference is not a significant one. Ticks and crosses will also be present in various charts
representing a sub group’s positive or negative significant difference when compared to the
total score.

If a sub-group has an unweighted base of less than 30, these results should be taken as
indicative only.

In figures and tables that have a breakdown of area, names have been grouped into
patches. Please see in the table below to see what areas fall into each patch:

Table 2: Full names for abbreviated area codes

Castle Gresley, Church Broughton, Church Gresley, Hatton, Hilton,
Scropton, Thurvaston, Woodville

Patch 1

Aston On Trent, Barrow on Trent, Bretby, Elvaston, Findern,
Patch 2 Hartshorne, Kings Newton, Melbourne, Repton, Shardlow, Smisby,
Thulston, Ticknall, Weston On Trent

Patch 3 Linton, Lower Newhall, Netherseal

Coton In The Elms, Rosliston, Swadlincote, Upper Newhall, Walton

Patch 4 On Trent

Patch 5 Egginton, Etwall, Lullington, Midway, Overseal, Willington




Summary

2.1 Housing services

Nine in ten (89%) tenants are satisfied with the services provided by South Derbyshire
District Council (SDDC), with 52% very satisfied. Whilst this is a significant decrease
compared to the previous year (89% cf. 93%), the benchmark shows us that SDDC performs
within the upper quartile for this measure. In regards to perceptions of the services provided
by the housing services, Nine in ten (90%) tenants agree that staff are friendly and
approachable. 87% agree that SDDC provides the service they expect and provide an
effective and efficient service. 87% also agree that SDDC are trustworthy.

In regards to tenant advocacy, a net promoter score (NPS) was calculated from the
proportion who give a score of 9 or 10 - ‘promoters’ who are very likely to recommend their
landlord — minus those less likely (‘detractors’ who score 0-6). With 53% classified as
promoters and 22% as detractors, this yields an NPS of +31%.

87% of tenants are satisfied that their rent provides value for money, with 52% very satisfied.
This increases to 90% amongst sheltered tenants whilst falling to 85% for general needs
tenants.

2.2 Estate services

Just under nine in ten (87%) tenants are satisfied with their neighbourhood as a place to live,
with just under half (49%) very satisfied. This has seen a significant decrease in satisfaction
compared to the 2015 survey whilst also seeing a significant increase in the proportion of
those dissatisfied (8% cf. 5%).

There have been significant falls in perceptions of the estate services. 80% are satisfied with
the overall appearance of the neighbourhood, falling 7-percentage points compared to 2015
(80% cf. 87%). Satisfaction with grounds maintenance fell from 79% in 2015 to 65% this
year. Of tenants who gave an answer, 32% said that more/ better greenery maintenance
would help to improve the estate services, whilst 21% cited provider a cleaner environment.

2.3 Your Home and repairs

87% of tenants are satisfied with the quality of their home, a significant drop compared to the
previous survey (87% cf. 91%). Perceptions of the condition of tenant’s homes are generally
positive, with around eight in ten satisfied with all areas of their home. Of those dissatisfied
with the condition of their home, 23% said it is due to a lack of kitchen improvements whilst
21% said their doors and windows need improving. 72% were satisfied with the standard of
their home, with three in ten (32%) very satisfied.

86% of tenants were satisfied with the repairs and maintenance service, 53% of which were
very satisfied. This measure has seen a 5-percentage point drop since 2015, a significant
change. Overall satisfaction with the repairs service rises to 91% amongst sheltered tenants
but drops to 83% amongst general needs tenants. Two thirds of tenants (66%) have had a
repair in the last 12 months. Of those who have had a repair, 95% said it was easy to report
the repair, whilst 84% said it was easy to get the repair completed. 92% were satisfied with
the overall quality of work.
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2.4 Community engagement and contact

Just under two thirds (63%) of tenants are satisfied with their views being listened to and
acted upon by the housing services, with a third very satisfied (35%). This measure has
seen the biggest drop in satisfaction compared to the 2015 results, falling significantly by 16-
percentage points (63% cf. 79%). Overall dissatisfaction has remained relatively stable. The
reason for the significant drop in satisfaction is due to a quarter of tenants (26%) saying they
were neither satisfied nor dissatisfied with views being listened to and acted upon, a 13%
increase compared 2015 (26% cf. 13%).

Three quarters of tenants (75%) feel that the housing services are good at keeping them
informed about things that may affect them as a resident, with a third saying they are very
good (33%). Three fifths (59%) of tenants are satisfied with the opportunities given to them
to participate in housing services decision making process, with a quarter (24%) very
satisfied. In regards to tenant involvement, the majority of tenants (70%) said that they would
like to know what the services are doing, but are happy to let them get on with it.

Just under half (46%) of tenants have contacted the housing service in the last 12 months
with a query other than to pay their rent. Three quarters (74%) were satisfied with the final
outcome of their query. 73% also said they found it easy to get their query resolved.
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Below we can see the results from the core questions in the STAR survey compared to the
results from the 2015 survey. With the exception of satisfaction for rent providing value for
money, all other measures have dropped significantly since the previous survey. Significant
changes are highlighted in red. Please note that satisfaction with rent providing value for
money has ‘not applicable answers included to be able to compare with the 2015 measure.

For listening to views and acting upon them, whilst satisfaction has dropped by 16-
percentage points, dissatisfaction has only risen by 2%. The reason for such a large
decrease in satisfaction is driven by a 12-percentge point increase in the number of those

saying they are neither satisfied nor dissatisfied

Table 3: Headline findings comparison with 2015

2018 2015 ‘ Difference
Overal sevicoprovided by South Drbyshire | gy,
Rent provide(s: :;gj:rifg; I:nvc::‘tlﬁyz 91”5/; included for 83% 86% 3%
Your neighbourhood as a place to live 87% 92% -5%
Overall quality of your home 87% 91% -4%
Housing Servi:r:‘:ntzgzgsn\év;th repairs and 86% 91% 5%
SDDC listens to your views and acts upon them 63% 79% -16%
Net Promoter Score +31 N/A N/A
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2.6 Benchmark

The table below shows how well the results this year perform against BMG Research’s
internal benchmark data. The data has been benchmarked separately for general needs and
sheltered tenants. All data within the BMG benchmark has been recorded between 2015-
2018. It includes 46 organisations ranging from Councils, housing associations and ALMO’s
from around the country.

For general needs tenants, overall satisfaction with the service provided, quality of home and
repairs and maintenance perceptions are all in the upper quartile of satisfaction whilst
listening to views and acting upon them falls into the lower quartile. Perceptions of the value
for money of rent and the neighbourhood as a place to live fall just below the upper quartile
of satisfaction.

Table 4: Latest general needs benchmark data provided by BMG’s internal benchmark

data (46 organisations)
2018 Upper Lower 2015
results quartile D quartile  results

Overall service provided 88% 88% 83%
Value for money of rent 85% 86% 84%
Neighbourhood as a place to live 85% 87% 83%
Quality of home 87% 86% 84%
Repairs and maintenance 83% 81% 78%
:_rizt:lning to views and acting upon - 71% 67%

*Not applicable option included
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For sheltered tenants, all measures mirror that of general needs tenants in terms of
benchmark placement. Satisfaction with the overall service, quality of home and repairs and
maintenance are in the upper quartile benchmark, whilst value for money of rent and
neighbourhood as a place to live fall just below. Satisfaction with listening to views and
acting upon them is in the lower quartile of satisfaction.

Table 5: Latest sheltered benchmark data provided by BMG’s internal benchmark data

(20 organisations)

them

2018 Upper
results quartile

Overall service provided

Value for money of rent 90% 94% 91%
Neighbourhood as a place to live 92% 95% 93%
Quality of home 94% 94% 93%
Repairs and maintenance 91% 90% 86%
Listening to views and acting upon - 80% 76%

*Not applicable option included

Lower
quartile

2015
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3 Housing services

3.1 Overall Satisfaction

Nine in ten (89%) tenants are satisfied with the overall service provided by South Derbyshire
District Council (SDDC), with just over half (52%) very satisfied. This is significantly lower
than the satisfaction recorded in the previous STAR results (89% cf. 93%). As observed in
section 2.5 however we can see that SDDC performs well in comparison to others, with this
measure in the upper quartile of the benchmark. Just 7% of tenants expressed
dissatisfaction towards the service provided by SDDC.

Overall satisfaction is at the lowest level recorded, however is not significantly different to the
2012 and 2008 results.

Figure 1: Q1. Taking everything into account, how satisfied or dissatisfied are you
with the overall service provided by South Derbyshire District Council's Housing
Service? (Valid responses)

T
(o)
0000000000 89%
0000000000
0000000000 Satisfied -4%
0000000000 Sig.
0000000000
0000000000
0000000000
000 0000

Very satisfied (52%) Fairly satisfied (37%)
Neither (4%) Fairly dissatisfied (3%) Very . . se
dissatisfied (4%) Dissatisfied

100%
= @
80%

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

0%

7%

+2%

Unweighted Sample base: 989
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When breaking down perceptions of the overall service provided, there are no significant
differences between tenure, property type or area in regards to overall satisfaction. When
looking at the proportion of those very satisfied, we can see that sheltered tenants are
significantly more likely than general needs tenants to be very satisfied with the overall
service provided by SDDC (60% cf. 48%). The chart also shows us that those living in
bungalows are significantly more likely than those living in houses to be very satisfied with
the services provided (58% cf. 48%).

When looking at age however, those aged 45-54 are significantly less likely than the total
average to feel satisfied with the overall service provided (76% cf. 89%). Conversely, those
aged 75-84 (95%) or 85+ (97%) are significantly more likely to be satisfied with the services
provided compared to the total (89%).

Figure 2: Q1. Taking everything into account, how satisfied or dissatisfied are you
with the overall service provided by South Derbyshire District Council's Housing
Service? (Valid responses)

Total (989)
Tenure General Needs (515) 88%
Sheltered (474) 91%
Bungalow (324) 90%
Property Flat (285)
type House (380)
0-1(292) 89%
Number of 2 (407) 87%
bedrooms 3 (283) 90%

Patch 1 (201)
Patch 2 (221)

IIII II| xIl Ix I
N AYERY

ﬁﬁiﬁ JHRLIILLE L
¢REEE

Area Patch 3 (246)
Patch 4 (161)
Patch 5 (160)
25 - 34 (31)
35 - 44 (47) 28% X%
Age 45 - 54 (94) X  36% x
55 -64 (161) - 53%
65 - 74 (258) - 52%
75 -84 (230) e ) R4
85+ (98) o e0%
0% 20% 40% 60% 80% 100% 0% 50% 100%
Satisfied ' Neither mDissatisfied = Very Satisfied

Unweighted sample base in parenthesis
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The chart below highlights the importance of being satisfied with various other measures
rated within this survey has on a tenant’'s level of satisfaction with the overall service
provided by SDDC. As the figure shows, tenants who have positive perceptions towards
other services provided such as repairs and keeping tenants informed are all significantly
more likely than the total average to be very satisfied with the overall service provided.
Conversely, tenants are significantly less likely to be very satisfied with the overall service
provided if they hold negative perceptions for any of the other services. Just under seven in
ten (68%) of those satisfied with their views being listened to and acted upon are very
satisfied with the overall service provided. This may imply that communication has a fairly
large influence on tenants perceptions of the overall service provided.

Figure 3: Q1. Taking everything into account, how satisfied or dissatisfied are you
with the overall service provided by South Derbyshire District Council's Housing
Service? (Valid responses)

Total (989) 37%
NP Promoter (538) 18%
S Neutral (205) 69% x
Detractor (238)
VEM - Satisfied (823) 38% v
Rent Dissatisfied (60) D
Neighbour Satisfied (842) 37% v
hood APTL  Dissatisfied (71) X
Quality of Satisfied (837) F 38% v
home Dissatisfied (65) X
Repairs and Satisfied (835) 36% v
maintenance Dissatisfied (69) 1 32% %
Listens to views Satisfied (604) 30% v
and acts upon Dissatisfied (95) x
Keeping tenants Satisfied (713) 61%: 35% v
informed  Dissatisfied (77) 38% X
0% 20% 40% 60% 80% 100%

m Very satisfied Fairly satisfied

Unweighted sample base in parenthesis
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3.2 Key Driver Analysis

3.2.1 Key Drivers Analysis

A method of establishing the key factors that lie behind resident satisfaction is Key Driver
Analysis (KDA). In essence, this KDA seeks to determine the key influences on overall
satisfaction.

We reflect the importance as an index value in which 1.0 is equal to the average importance
across all factors. A level of 2.0 implies that the factor in question is twice as important as
the average. “Key Drivers” are factors that have high importance.

3.2.1.1 Method of Assessing Key Driver Importance

KDA seeks to find the independent variables that have the most influence on a dependent
variable (DV) by assessing the statistical correlation between residents’ ratings on each of
the independent variables and their ratings of the DV. This correlation is based on the
proportion of variation in the DV (satisfaction with the service provided by your landlord) that
could statistically be “accounted for’ or “explained” by related variation in the 1V’'s (all
indicators included in the analysis). If the correlation is high, then the service will be
“important” in the sense of the analysis. If it is low, it will imply that the service is less
important. The rationale for this is that a high level of correlation implies the likelihood that
improving satisfaction levels for the individual service will in turn improve overall residents’
satisfaction. If there is little or no correlation, this offers no evidence that improving the
service might have any impact on overall satisfaction.

As a result of this analysis, the independent variables are ranked in order of being key
drivers for the DV. The KDA was based on all rating scale type questions in the survey. The
objective was to find the relative impact of individual aspects on satisfaction with the (overall)
service provided by Council Housing.

3.2.1.2 Key drivers of overall satisfaction

The figure overleaf highlights factors that are of above-average importance in determining
residents’ satisfaction with the overall service provided by SDDC. As this indicates overall
satisfaction appears to be driven by a number of factors such as proving the service tenants
expect, provide an efficient and effective service, treating tenants fairly and how repairs and
maintenance is dealt with. Neighbourhood as a place to live and rent perceptions seem to
not be as bigger issue when looking at overall satisfaction with the service provided.
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Figure 4: Key drivers of satisfaction with overall service provided
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3.3 Net Promoter Score

Another key measure of overall perceptions is tenants’ willingness or otherwise to
recommend their housing provider. In the figure below, a net promoter score (NPS) is
calculated from the proportion who give a score of 9 or 10 - ‘promoters’ who are very likely to
recommend their landlord — minus those less likely (‘detractors’ who score 0-6). With 53%
classified as promoters and 22% as detractors, this yields an NPS of +31%. This is a good
net promoter score and reinforces that generally tenants are happy with the services
provided by SDDC.

Figure 5: Q2. How likely would you be to recommend South Derbyshire District
Council's Housing Service to family or friends on a scale of 0 to 10, where 0 is not at
all likely and 10 is extremely likely? (Valid responses)

( 0 - nhot at 0, 1
all likely 4%
1 1%
2 1%
Detractors
31 1%
22%
4 2%
5 8%
6 5%
Neutrals 7 7%
25% 8 18%

Promoters 9 _13%
S53% |t N <

Unweighted sample base: 992
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The figure below shows the relationship between tenant’s satisfaction with the service
provided and their likeliness to recommend SDDC to family or friends. Three in ten (30%)
general needs tenants who are dissatisfied with the overall service provided said they would
be not at all likely to recommend the council as a housing provider. For those who are
satisfied with the overall service provided, four in ten (44%) would be extremely likely to
recommend SDDC to family and friends. This highlights the impact tenant satisfaction has
on their likelihood to recommend SDDC to their family and friends.

Figure 6: Relationship between likelihood of recommending SDDC to family and
friends by satisfaction with the overall service provided

—@—Satisfied (879) =—@=Dissatisfied (65)

Unweighted base size in parenthesis




3.4 Housing service perceptions

SDDC tenants were asked about their perceptions towards the housing services provided by
the council. On the whole, tenants are positive towards the housing services. Nine in ten
(90%) tenants agree that staff are friendly and approachable. The lowest measure of
agreement is still at 81%, with eight in ten agreeing that the housing services have a good
reputation in their area. Compared to 2015, measures have stayed relatively similar in terms
of agreement. Agreement that the service provides what tenants expect (87%) and that
SDDC has a good reputation in the area (81%) have both fallen by 3-percentage points
compared to the last STAR survey. Interestingly, whilst overall satisfaction has seen a
significant decrease in satisfaction, general perceptions of the housing services have

remained relatively stable since 2015.

Figure 7: Q4. To what extent do you agree or disagree that Housing Services...? (Valid

responses
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3.5 Value for money of rent

Under nine in ten (87%) tenants were satisfied with the value for money their rent provides,
with just over half (62%) very satisfied. Overall satisfaction with rent providing value for
money is around the median when looking at how SDDC compares to others with the BMG
internal benchmark data. Just 7% of tenants are dissatisfied.

Figure 8: Q3. How satisfied or dissatisfied are you that your rent provides value for
money? : That your rent provides value for money (Valid responses)
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In the 2015 iteration of the tenant satisfaction survey report, not applicable options were
included in the final results. To compare with the previous survey, the table below shows this
year’s score with the not applicable included. We can observe that there has been a 3-
percentage point decrease regarding rent perceptions compared to 2015 (83% cf. 86%).

Table 6: Satisfaction with rent providing value for money comparison vs. 2015 (All
responses)

2018 2015 % change
Satisfied 83% 86% -3%
Neither 6% 6% No change

Dissatisfied 7% 3% +4%
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General needs tenants are significantly less likely than sheltered tenants to be satisfied with
the value for money provided by their rent (85% cf. 90%). Tenants living in Patch 1 are
significantly more likely than the total average to be satisfied with this measure (91% cf.
87%).

Similar to perceptions of the overall service, tenants aged 45-54 (79%) are significantly less
likely than the total average to be satisfied with the value for money their rent provides (79%
cf. 87%) whilst those aged 75-84 (93%) and 85+ (96%) are significantly more likely to be
satisfied.

Tenants who are satisfied with the quality of their home are significantly more likely than the
total average to be satisfied with the value for money of rent. This tells us that tenants
perceptions of their homes has a big factor in how much value for money they feel their rent
provides.

Figure 9: Q3. How satisfied or dissatisfied are you that your rent provides value for
money? : That your rent provides value for money — By sub group (Valid responses)
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2 (391) 86% 8% 6%
bedrooms 3 (278) 87% 7% (6%
Patch 1 (201) 91% 6%3% v
Patch 2 (209) 87% 6%
Area Patch 3 (236) 84% 6% 9%
Patch 4 (160) 87% 10%3%
Patch 5 (155) 84% 7% I8%1
25 - 34 (30) 87% 39401
35 - 44 (46) 82% 11% 728
45 - 54 (93) 79% 10% HAEIE %
Age 55 - 64 (159) 84% 9% WA
65 - 74 (254) 86% 7% 6%
75 -84 (214) 93% 3%% v
85+ (96) 96% 2%2%V
Quality of Satisfied (840) 92% 4%
home Dissatisfied (65) 52% 21%  IR270WN X
0% 20% 40% 60% 80% 100%

Satisfied Neither m Dissatisfied

Unweighted sample base in parenthesis




Housing services support and advice

4 Housing services support and advice

4.1 Housing services support

Two thirds (65%) of tenants are satisfied with the way SDDC deals with anti-social
behaviour. This measure significantly increases for those living within patch 4 compared to
the total average (72% cf. 65%). One in ten (9%) are dissatisfied with this measure. This
significantly rises to 14% amongst patch 3 tenants.

Seven in ten (69%) are satisfied with the way SDDC deals with complaints. Sheltered
tenants are significantly more likely than general needs tenants to be satisfied with the way
SDDC deals with complaints (74% cf. 66%).

Figure 10: Q5. How satisfied or dissatisfied are you with the way Housing Services
deals with the following? (Valid responses)

Anti-social behaviour (877) 65%
Complaints (832) 69%
0% 20% 40% 60% 80% 100%
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4.2 Complaints service

Three fifths (60%) of tenants are aware that SDDC has a formal complaints procedure,
however just 10% have actually used the service in the last 12 months. Tenants residing
within patch 3 are significantly more likely to have used the formal complaints service when
compared to the total average (14% cf. 10%). Those living in flats are significantly more
likely to have used the complaints service compared to those living in bungalows or flats
(19% cf. 7%, 8%).

Figure 11: Q6. Are you aware that South Derbyshire District Council has a formal
complaints procedure? Q7. Have you made a formal complaint in the last 12 months?
(Valid responses)

Awareness of the service Used the service

mYes m No mYes = No

Unweighted sample base: 964, 957
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4.3 Advice

Tenants were asked which advice and support services they were aware of that SDDC
offers. 72% stated they were aware of the ‘Understanding your tenancy’ advice service
whilst just under half (47%) were aware of the ‘Maximising income and claiming entitled
benefits’ support service. Just one in ten (10%) were aware the council offered support and
advice around digital inclusion. This may be an important area to raise aware in the future as
more services migrate to an online environment.

Figure 12: Q11. Which of the following advice and support services South Derbyshire
District Council offers are you aware of? (Valid responses)
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5 Estate services

5.1 Neighbourhood as a place to live

Just under nine in ten (87%) are satisfied with their neighbourhood as a place to live, with
half (49%) stating they are very satisfied. This has seen a significant decline since the
previous survey in 2015 (87% cf. 92%). In regards to the benchmark, SDDC performs just
under the upper quartile for this measure. Dissatisfaction has also seen a significant
increase compared to the previous year, rising from 5% to 8%.

Figure 13: Q8. How satisfied or dissatisfied are you with your neighbourhood as a
place to live? : Your neighbourhood as a place to live (Valid responses)
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General needs tenants are significantly less likely compared to sheltered tenants to be
satisfied with their neighbourhood as a place to live (85% cf. 92%). In terms of area, there
are no significant differences between any of the areas in terms of satisfaction. Tenants in
patch 3 (12%) and patch 1 (9%) however are significantly more likely than those in patch 2
(4%) to be dissatisfied with their neighbourhood as a place to live.

Tenants aged 35-44 are significantly less likely compared to the total average to be satisfied
with their neighbourhood as a place to live (71% cf. 87%), whilst those aged 75-84 are
significantly more likely to be (92% cf. 87%).

Tenants who are satisfied with the way SDDC deals with antisocial behaviour are
significantly more likely than the total average to feel satisfied with their neighbourhood as a
place to live (95% cf. 87%). The same can be said for those who feel safe in their
neighbourhood (94% cf. 87%).

Q8. How satisfied or dissatisfied are you with your neighbourhood as a place to live? :
Your neighbourhood as a place to live — By subgroup (Valid responses)
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5.2 Estate service perceptions

Tenants were asked to rate their satisfaction with various estate services operated by the
council’s housing services. Please note for this figure, not applicable options were included
to compare with the 2015 findings. Eight in ten (80%) of tenants were satisfied with the
overall appearance with their neighbourhood. This was a 7-percetangte point decrease
compared to the 2015 results. Two thirds of tenants (65%) are satisfied with the grounds
maintenance service, a 14-percentage point increase compared to the previous results. It's
worth noting however that the proportion choosing ‘not applicable has risen from 3% to 10%
on this measure.

Just under half are satisfied with the cleaning of the internal communal areas (47%) and the
external communal areas (47%), both falling 7-percetange points from 54% in the 2015
results.

Figure 14: Q9. How satisfied or dissatisfied are you with each of the following (All
responses)

% change
vs. 2015
The ovgrall appearance of your 80% 7%
neighbourhood (952)
Grounds maintenance, such as grass AED7 = 140
cutting, in your area (909) 65% . U . 14%

Cleaning of intezr;glz;);ommunal areas 47% -%- 7%
Cleaning of exte(r;g(l);:ommunal areas 47% - 12% 7%
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When analysing estate services by area, not applicable options were removed. Tenants in
patch 2 were significantly more likely than the total average to be satisfied with the overall
appearance of their neighbourhood (91% cf. 84%).

Table 7: Estate service perceptions by area (Valid responses)
% satisfied Patch 1 Patch 2 Patch 3 Patch 4 Patch 5

The overall appearance of

your neighbourhood 82% 91% v 81% 85% 83%
Grounds maintenance,

such as grass cutting, in 68% 74% 75% 729, 75%
your area

Cleaning of internal
communal areas 62% 68% 67% 58% 68%

Cleaning of external

62% 68% 65% 56% 66%
communal areas
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When tenants were asked how they feel the estates services could be improved, a third of
those that responded said that more/ better greenery maintenance would improve their
perceptions of the service (32%). Sheltered tenants were significantly more likely than
general needs tenants to site better greenery maintenance as a way to improve the estate
services (45% cf. 25%).

A fifth (21%) also mentioned a cleaner environment (more bins/ litter picking) would help to
improve the service followed by improved car parking facilities (10%).

Figure 15: Q10. How do you feel Housing Services could improve its estates services?
(Valid responses)
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6 Your home

6.1 Quality of Home

Just under nine in ten (87%) of tenants said they were satisfied with the quality of their
home, with just over four in ten (44%) satisfied. This has seen a significant decrease in
satisfaction compared to the 2015 results (91%). As seen in section 2.5 however this
measure does perform within the upper quartile of the benchmark when comparing SDDC to
other organisations. Just under one in ten (8%) are dissatisfied with the quality of their home.

Figure 16: Q12. How satisfied or dissatisfied are you with the overall quality of your
home? (Valid responses)
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Similar to previous measures, general needs tenants are significantly less likely than
sheltered tenants to be satisfied with the quality of their home (94% cf. 84%). In terms of
property type, tenants living in bungalows are significantly more likely than the total to be
satisfied with the quality of their home (94% cf. 87%) whilst those in houses are significantly
less likely to be (84%).

Tenants living in patch 5 are significantly less likely than the total to feel satisfied with the
quality of their home (81% cf. 87%).

Again, similar to previous measures perceptions are lower amongst younger tenants
compared to older ones. Those aged 25-34 (67%), 35-44 (78%) or 45-54 (77%) are all
significantly less likely than the total to be satisfied with this measure (87%). Conversely,
tenants aged 75-84 (96%) or 85+ (95%) are significantly more likely to be satisfied.
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Figure 17: Q12. How satisfied or dissatisfied are you with the overall quality of your
home? - By Sub Group (Valid responses)
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6.2 Condition of your home

Tenants were asked how satisfied or dissatisfied they were with the condition of various
areas of their homes. Around eight in ten were satisfied with all areas of their house, rising to
84% for the condition of their bathroom, down to 79% for the condition of their windows.

Those living in bungalows are significantly more likely to be satisfied with their windows
(85%), home exterior (85%) and interior (88%) compared to the total average. Those in
houses are significantly less likely to be satisfied with the condition of their windows (73% cf.
79%).

Figure 18: Q13. How satisfied or dissatisfied are you with the overall condition of
your....? (Valid responses)

Bathroom (948) I 11%
Kitchen (947) 80% I 15%
Windows (928) 79% I 15%
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0% 20% 40% 60% 80% 100%

Satisfied = Neither Dissatisfied

Unweighted sample base in parenthesis

Table 8: Condition of home satisfaction by property type (Valid responses)

% satisfied Bungalow Flat House
Bathroom 86% 84% 83%
Kitchen 82% 83% 78%
Windows 85% v 86% V' 73% %
Homes exterior 85% v/ 80% 78%
Homes interior 88% v/ 83% 81%
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6.3 Dissatisfaction with the condition of the home

If a respondent expressed dissatisfaction towards an area of their home they were asked for
their reasons why. 23% of those who were dissatisfied said it was due to a lack of kitchen
improvements, whilst 21% said their windows or doors need improving. Under a fifth (17%)
of those satisfied said that their bathroom needed improving.

Figure 19: Q14. If you are dissatisfied with the condition of an area of your home, why
do you think this? (Dissatisfied with the condition of an area of your home)

Lack of kitchen improvements
Doors/windows need improving
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Other
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6.4 Standard of home

Just over seven in ten (72%) were satisfied with the standard of their home, with a third
(32%) very satisfied. A fifth (20%) of tenants expressed dissatisfaction towards the standard
of their home.

Tenants living in bungalows are significantly more likely than those living in houses to be
satisfied with the standard of their home (76% cf. 69%).

Those whose last improvement to their home was in 2015/16 are significantly less satisfied
than those whose last improvement was in 2016/17 in regards to satisfaction with the
standard of home when moving in (79% cf. 69%).

Figure 20: Q15. Thinking about when you moved in, how satisfied or dissatisfied were
you with the standard of your home? (Valid responses)
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7 Repairs and maintenance

86% of tenants were satisfied with the way housing services deals with repairs and
maintenance, with over half (53%) very satisfied. This measure has fallen by 5-percentage
points since the 2015 survey, a significant decline (86% cf. 91%). As seen in the benchmark
in section 2.5 however, repairs and maintenance perceptions are in the upper quartile of the
benchmark. Just under one in ten (8%) are dissatisfied with this measure.

Figure 21: Q16. How satisfied or dissatisfied are you with the way Housing Services
deals with repairs and maintenance? (Valid responses)
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Sheltered tenants are significantly more likely than general needs tenants to be satisfied with
the way housing services deals with repairs and maintenance (91% cf.83%).

Tenants living in bungalows were significantly more satisfied with the repairs service
compared to those living in houses (91% cf. 82%). Tenants residing within Patch 5 are
significantly less likely than the total average to be satisfied with this measure (80% cf. 86%).

Tenants aged 25-34 (70%), 35-44 (69%) or 45-54 (68%) all hold significantly lower
perceptions towards the repairs service compared to the total (86%) whilst those aged 75-84
(98%) or 85+ (94%) are significantly more likely to be.

Tenants that are satisfied with the quality of their home are significantly more likely than the
total average to be satisfied with the way housing services deals with repairs and
maintenance (93% cf. 86%).

There are no differences in perceptions towards the repairs service between those who have
had a repair in the last 12 months or haven’t had one in this time period.
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Figure 22: Q16. How satisfied or dissatisfied are you with the way Housing Services
deals with repairs and maintenance? — By sub group (Valid responses)
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7.1 Key Driver Analysis

When look at the correlation between various measures in relation to satisfaction with the
repairs service, the ease of getting a repair completed is by far the biggest factor. Other big
influences in determining satisfaction in regards to satisfaction with repairs is the time taken
before work started, Listening to views and acting upon them and the repair being done right
first time. Perceptions of the person coming to do the repair seemingly have the lowest
impact on repairs and maintenance perceptions, with the attitude of workers and whether
they showed proof of identity having little influence.

Figure 23: Key drivers of satisfaction with overall service provided

Get your repair completed

2.02

Time taken before work started

How satisfied or dissatisfied are you that the Housing
Service listens to your views and acts upon them?

The repair being done 'right first time'

Being able to make an appointment

The overall quality of work

Being told when the workers would call

Cleaning up when the repair was finished

How good or poor do you feel Housing Services is keeping
you informed about things that may affect you as a...

Report a repair

The attitude of workers

Did the tradesperson show proof of identity?

000204060810121416 1820




Repairs and maintenance

7.2 Reporting a repair

Two thirds (66%) of tenants said that they have had a repair to their home in the last 12
months. Of those that have had a repair, 95% found it easy to report the repair, whilst 84%
found it easy to get the repair completed. Over four fifths (83%) said that the worker showed
them their proof of identity.

Figure 24: Q17. Have you had any repairs to your home in the last 12 months? (Valid
response) Q19. Did the tradesperson show proof of identity? Q20/1.0Overall, how easy
was it to...? : Report a repair Q20/2.Overall, how easy was it to...? : Get your repair
completed (Had a repair in the last 12 months)

Worker show proof

of identity?
= Yes Yes: 83%
No: 17%
mNo

95%
Report a repair (621)

Get your repair completed
(598)

0% 20% 40% 60% 80% 100%
M Easy H Neither Difficult

Unweighted sample base: 959
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7.3 Repairs perceptions

Those who have had a repair in the last 12 months were asked about their perceptions of
the repair process. In general, tenants are satisfied with the customer journey from
organising the repair to be done up to the repair being completed. Tenants were most
satisfied with the attitude shown by the workers completing the repair (94%), whilst
perceptions were lowest with being able to make an appointment (85%).

Results are relatively in line with the 2015 result findings.
Figure 25: Q18. Thinking about the LAST time you had a repairs or maintenance

carried out, how satisfied or dissatisfied were you with the repairs and maintenance
service? (Valid responses)
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8 Community engagement

8.1 Opportunity to make views known

Seven in ten (71%) tenants expressed satisfaction toward the housing services giving them
the opportunity to make their views known, with three in ten (31%) very satisfied. Just 6%
are dissatisfied with this measure.

Overall satisfaction has seen a significant decrease compared to the 2015 survey (71% cf.
76%) whilst seeing dissatisfaction remained relatively stable.

Figure 26: Q21. How satisfied or dissatisfied are you that Housing Services gives you
the opportunity to make your views known (Valid responses)

71%

&
&
&
&
&
&

- 5%
Satisfied Sig.
4333333332
23433333332
3333333332
3333333332 6%
Ve aisficd (s1) Flrly satstied (40 1%

Very dissatisfied (3%)

dissatisfied

80%

60%
50%
40%
30%
20%
10%

0%

5% 5% 6%
2012 2015 2018

Unweighted sample base: 954




Community engagement

8.2 Listening to views and acting upon them

Just under two thirds (63%) of tenants are satisfied with their views being listened to and
acted upon by the housing services, with a third very satisfied (35%). This measure has
seen the biggest drop in satisfaction compared to the 2015 results, falling significantly by 16-
percentage points (63% cf. 79%). This is also the only measure that falls into the lower
quartile when compared to other organisations in the BMG benchmark.

Whilst satisfaction has seen a big decrease, overall dissatisfaction has remained relatively
stable. The biggest change is in regards to the proportion of those who are neutral on this
measure. A quarter (26%) said they were neither satisfied nor dissatisfied with views being
listened to and acted upon, a 13% increase compared 2015 (26% cf. 13%).

Figure 27: Q22. How satisfied or dissatisfied are you that the Housing Service listens
to your views and acts upon them? (Valid responses)
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As with previous measures, general needs tenants are significantly less satisfied with their
views being listened to and acted upon compared to sheltered tenants (68% cf. 61%).

In regards to age, tenants aged 35-34 (48%) or 35-44 (45%) are significantly less likely
compared to the total to be satisfied with this measure (63%). Conversely, tenants aged 75-
84 (73%) and 85+ (71%) are significantly more likely to be satisfied.

Tenants who are satisfied with being kept informed by housing services are significantly
more likely than the total average to be satisfied with their views being listened to ands acted
upon (79% cf. 63%). The same can be said for those satisfied with their opportunity to
participate (85% cf. 63%).

Tenants who have contacted the council in the last 12 months are significantly less satisfied
with their views being listened to and acted upon compared to those who have not contacted
the council in this time frame (58% cf. 67%). This is a common finding in these satisfaction
surveys however so is not unique to SDDC.




Community engagement

Figure 28: Q22. How satisfied or dissatisfied are you that the Housing Service listens
to your views and acts upon them? — By sub group (Valid responses)

Tenure General Needs (502)
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8.3 Keeping tenants informed

Three quarters of tenants (75%) feel that the housing services are good at keeping them
informed about things that may affect them as a resident, with a third saying they are very
good (33%). This is a significant drop compared to the 2015 survey (75% cf. 81%). Just
under one in ten say they feel housing services are poor in this regard.

Figure 29: Q23. How good or poor do you feel Housing Services is at keeping you
informed about things that may affect you as a resident? (Valid responses)
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When asked which methods tenants would like to be kept informed, seven in ten (70%) said
telephone would be their preferred method of communication. In writing was the second
most mentioned method, with 39% saying this is their desired method of communication.

Just 22% mention email as the proffered method of communication; however this rises
amongst younger tenants, 43% of 25-34 years old and 66% for those aged 35-44 say they
are happy to be informed about things affecting them via email.

Figure 30: Q37. Which of the following methods of being kept informed and getting in
touch with Housing Services are you happy to use? (Valid responses)

Telephone 70%
In writing
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8.4 Opportunities to participate

Three fifths (59%) of tenants are satisfied with the opportunities given to them to participate
in housing services decision making process, with a quarter (24%) very satisfied. Just 6%
are dissatisfied with this measure.

A third (33%) said they are neither satisfied nor dissatisfied with this measure, telling us that
perhaps tenants are unaware about what opportunities to participate are available to them.
Increasing awareness on tenant opportunities available may aid in increasing perceptions for
this measure.

Figure 31: Q24. How satisfied or dissatisfied are you with the opportunities given to
you to participate in Housing Services decision making process? (Valid responses)
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When looking at these two measures by age group, we can see that tenants aged 35-44
(62%), 45-54 (66%) and 55-64 (69%) are significantly less likely than the total average to
feel that SDDC are good at keeping them informed compared to the total average (75%).
Conversely, tenants aged 65-74 (82%) and 75-84 (83%) are significantly more likely than the
total to have positive perceptions towards this measure.

In regards to opportunities to take part in decision making, just 42% of tenants aged 35-44
are satisfied, significantly lower than the total average (59%). However, tenants aged 65-74
are significantly more likely than the total average to be satisfied in this regards (65% cf.
59%).

Table 9: Being kept informed and opportunities to take part in decision making by age
group (Valid responses)

25-34 35-44 45-54‘55-64‘65-74 75-84 85+

Being kept informed about thing
that may affect tenants (% good) 63% | 62% % | 66% % | 69% ¥ | 82%Y | 83%Y | 80%

Opportunity to take part in housing

service decision making process 58% | 42% %X | 56% 58% | 65%v | 63% | 50%
(% satisfied)
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Tenants were asked which of the following opportunities available tenants were aware of. A
third of tenants (35%) did not given an answer to this question, implying that there is a
significant amount of tenants unaware of any of the ways to get involved with the Housing
Service. Of those that answered, under half (47%) of are aware of being able to complete
surveys, whilst 43% were aware about being able to attend meetings. However after these
two opportunities, 16% or less of tenants was aware of the rest. Under a fifth of tenants were
aware of opportunities involving online/ email (16%) whilst just 4% were aware of the
scrutiny panel.

Figure 32: Q25. There are a number of ways in which you can get involved with South
Derbyshire District Council's Housing Service. How many of the following
opportunities to get involved are you aware of? (All responses)
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When asked about tenant involvement with the housing services, the majority of tenants
(70%) said that they would like to know what the services are doing, but are happy to let
them get on with it. This implies that most tenants would like to be kept informed but are less
interested in getting involved with the housing services. 23% say they are not interested in
even being kept informed on what the service is doing as long as the service is good. Just
1% said they would like to get actively involved with what the housing service does.

Figure 33: Q26. Which of the following statements do you agree with? (Valid
responses)
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their job
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When breaking this down by age, those aged 55-64 are significantly more likely than the
total to say they want to know what housing services are doing but happy to let them get on
with it (77% cf. 70%). Those aged 35-44 are significantly more likely than the total to say
they would like to get actively involved with what the service does (6% cf. 1%).

Table 10: Q26. Which of the following statements do you agree with? — By age (Valid
responses)

I'm not interested in what

Housing Services does as long 18% 13% 29%, 17% 21% 28% 30%
as they do their job x

| like to know what Housing

Services are doing, but I'm 77%

happy to let them get on with 68%# 74% 66% v 1% 68% 70%
their job

| would like to have more of a

say in what Housing Services 10% 7% 29, 6% 7% 20, % 0% %

does

I would like to be actively

involved in what Housing 4% 6% v 20 0% 1% *oy 0%
Services does

| am already actively involved
with what the Council does as a 0% 0% 0% 0% 1% 20, v 0%
landlord
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9 Contact with Housing Services

9.1 Contact in the last 12 months

Just under half (46%) of tenants have contacted the housing service in the last 12 months
with a query other than to pay their rent. Of those that did contact the housing service, 83%
did so by telephone.

Tenants were asked about various aspects of their contact with SDDC. 75% said that they
found it easy to get hold of the right person, whilst 86% said they found the staff member
they spoke to helpful. 85% said that their query was answered within a reasonable time.

Figure 34: Q28. Have you contacted SDDC’s Housing Service in the last 12 months
with a query other than to pay your rent? Q29. How did you last make contact with

South Derbyshire District Council's Housing Service? Q30. Was getting hold of the
right person easy or difficult? Q31. Did you find the staff helpful or unhelpful? Q32.
Was the query answered within a reasonable time? (Valid responses)

Method of contact:
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Text/SMS: 1%
®No Letter: 2%
Website: 1%
. Easy
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right person (430) Difficult
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Find staff helpful (429) Unhelpful
Neither
Query answered in a Yes 85%
reasonable time (421) No
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Over four fifths (83%) were satisfied with the ability of the staff member to deal with their
query quickly and efficiently. Three quarters (74%) were satisfied with the final outcome of
their query.

Tenants aged 45-54 were significantly less likely than those aged 75-84 to be satisfied with
the final outcome of their query (54% cf. 89%).

Figure 35: Q33. How satisfied or dissatisfied were you with the following? (Valid
responses)

The ability of staff to deal with your
query quickly and efficiently (422)

The final outcome of your query (394)

0% 20% 40% 60% 80% 100%
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Contact with Housing Services

Three quarters (73%) of those who have contacted SDDC in the last 12 months said that it
was easy to get their query resolved; with a quarter saying it was extremely easy (24%).
When subtracting the proportion of those who find it difficult (19%) from those who find it
either extremely or very easy (53%) gives us a net score of +34. Similar to other measures
regarding the last contact with SDDC, tenants aged 45-54 were significantly less likely than
those aged 75-84 to have found it easy getting their query resolved (58% cf. 84%).

Figure 36: Q34. Overall, how easy was it to get your query resolved? (Valid
responses)

Extremely easy 24%
Very easy 29%
Fairly easy
Neither

Fairly difficult

Very difficult

Extremely difficult

Summary: Easy 73%

Summiary: Difficult 19%
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9.2 Out of hours service

17% of tenants said that they have used the Housing Services out-of-hours service in the
last 12 months. This rises significantly amongst general needs tenants (20%) but falls
significantly amongst sheltered tenants (9%). Of those who had used the out-of-hours
service in the last 12 months, nine in ten (89%) said they were satisfied with it, with two
thirds (65%) very satisfied.

Figure 37: Q35. Have you used the Housing Services out-of-hours service in the last
12 months? (Valid responses)

Very satisfied 65%
Fairly satisfied
Neither

Fairly dissatisfied

Very dissatisfied

Summary: Satisfied 89%

Summary: Dissatisfied 7%
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9.3 Housing Services website

Just over one in ten (11%) tenants say they have access the Housing Service website in the
last 12 months for any of the online services available to tenants. This significantly rises to
33% for tenants aged 25-34 and 30% for those aged 35-44. However this significantly
decreases to just 5% for those aged 65-74, 3% for those aged 75-84 and 0% for those aged
85+.

When asked why they hadn’t used the website in the last 12 months, those most popular
reasons were due to preferring to talk to a real person (39%), haven’t had the need to (36%),
don’t have internet access (33%) or don’t know how to use the internet (24%).

Figure 38: Q38. Have you used the Housing Services website in the last 12 months for
any online services? (Valid responses)
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10 Supported Housing

Tenants who have the services of a Careline Support Coordinator or an alarm system which
enables them to contact the Careline Team were asked how they feel about various aspects
of the support service. 89% were satisfied with the safety and security of their home whilst
86% were satisfied with the call centre/ emergency system and how easy it is to access all
areas of their home and scheme. Just under eight in ten are satisfied with the safety and
security of their home (77%) and the frequency of contact with their coordinator (77%). The
lowest perception was in regards to satisfaction with the facilities with tenants’ scheme, with
51% saying they are satisfied in this regard.

Figure 39: Q41. Thinking about where you live, how satisfied or dissatisfied are you
with the following...? (Sheltered responses)

The safety and security of your home, in
terms of the support system installed in 89%
your home (326)

Your Support Plan (296)
The frequency of contagt with your 7%
Careline Support Coordinator (307)
Careline Support Coordinator (325)
The call centre / emergency system (294)
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home and scheme (294)

The facilities at your scheme for example
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green spaces (240)
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Supported Housing

92% of tenants living in supported housing said that they feel safe within their community.
Tenants living in patch 2 are significantly more likely than the total average to feel safe (95%
cf. 87%). Under one in ten (5%) of tenants say they feel unsafe in their community.

Figure 40: Q42. How safe do you feel within your community? (Sheltered responses)

Very safe 46%

Fairly safe 46%

Neither 3%

Fairly unsafe 3%

Very unsafe 2%

Summary: Safe 92%

Summary: Unsafe 5%
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Supported Housing

Tenants were asked to give their views on how they feel SDDC can improve the supported
housing services. 31% of those who answered this question said nothing as they are happy
with the services as they are, whilst 10% said they don’t know.

16% said that regular visits or calls from their support coordinator would improve the support
services, whilst 11% said providing a safe place or more secure areas would improve
perceptions of the service amongst tenants.

Figure 41: Q43. How do you feel that the Council could improve its Supported
Housing services? (Sheltered responses)

Regular visits/calls from
warden/support coordinator
Provide a safe place/more
secure area

16%

Improve communication/listen
to tenants

Act on our complaints/fix
problems

Improve parking
Carry out repairs

Other

Nothing/happy with current

- 31%
services

Don't know 10%
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11 Unweighted sample base

Table 11: Unweighted sample base

Age % Number ‘
16-24 1% 12
25-34 3% 32
35-44 5% 47
45-54 10% 95
55-64 17% 164
65-74 27% 262
75-84 25% 234
85+ 10% 100
oender |
Male 40% 388
Female 59% 564
Prefer to self-describe >1% 2
House 38% 388
Bungalow 33% 333
Flat 29% 293
Poteh |
Patch 1 20% 205
Patch 2 22% 228
Patch 3 25% 251
Patch 4 17% 168
Patch 5 16% 162

Tenure
General needs 52% 526
Sheltered 48% 488
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12 Questionnaire and Cover letter
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Tenant Satisfaction Survey 2018

BMG Research are conducting a survey on behalf of South Derbyshire District Council. South Derbyshire
District Council would like your help in understanding your satisfacion with them as a landlord and what
you think about the services they provide.

The survey will take around 10 minutes to complete.

To help us process your completed questionnaire, please follow the guidelines below
1) The questionnaire should be completed by the tenant at this address, or their carer.
2) Please use black or blue ink & mark your answer with a cross in the box (x).

3) Completely ‘colour in’ any boxes crossed in error.

4) Please do not write outside the boxes provided.

This survey can also be completed online by going to www.SDDCTenantSurvey.co.uk

All of the responses you provide will be treated in the strictest confidence and you won't be identified In any information we
pass on to South Derbyshire District Coundl uniess your permission is granted. BMG Ressarch abides by the Market Research
Society Code of Conduct at all imes. You can also find out more information about our surveys and what we do with the
information we collect in our Privacy Notice which s on our website ww brmgresearch.co,uk/privacy or you can visit

www . south-derbys.gov. uk fabout-us/data-privacy-and-cockies/privacy-notice adwvising members of the public of what to expect
when the South Derbyshire District Council collects personal information.

By completing and returning this questionnaire to us, we will take this as your consent for us to process
and analyse the data you have provided.

Section 1: Housing Services

Taking everything into account, how satisfied or dissatisfied are you with the overall service
provided by South Derbyshire District Council's Housing Service?
Please put a crass [x) in one box only
Very satisfied Fairly satisfied Meither Fairly dissatisfied Very dissatisfied

[] [ [ [ [

2. How likely would you be to recommend South Derbyshire District Council's Housing Service to
~ family or friends on a scale of 0 to 10, where 0 is not at all likely and 10 is extremely likely?
Please put a cross (x) in one box only
Not at all Extremely
likely likely
0 10
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'3 How satisfied or dissatisfied are you that your rent provides value for money?
Please put a cross (x) in ane box only
Very satisfied Fairly satisfied Neither Fairly dissatisfied Wery dissatisfied

] L] ] [] [l

4. To what extent do you agree or disagree that Housing Services...? Please put a cross (x) in one box
anly

Strongly Stronglhy

agree Meither Disagree disagree

Provides an effective and efficient service

Provides the service | expect from my
landlord

Treats its residents fairly

Has a good reputation in my area
Has friendly and approachable staff
Is trustworthy

0000 0 O
OooOo oo
OOOO0 OO
OO0 0O
OO0 OO

5. How satisfied or dissatisfied are you with the way Housing Services deals with the following?
Please put a cross (%) in one box only
Very Fairly Fairly Very
satisfied satisfied Meither  dissatisfied dissatisfied

Anti-social behaviour D |:| D D I:‘
Complaints D I:‘ |:| l:' I:‘

5 Are you aware that South Derbyshire District Council has a formal complaints procedure?

Please put a cross (x) in ane box anly
Yes No

[ [

7 Have you made a formal complaint in the last 12 months? Please put a cross (x) in one box only
Yes No

[] L]
Section 2: Estate Services

How satisfied or dissatisfied are you with your neighbourhood as a place to live?

Please put a cross (x) in ane box only
Very satisfied Fairly satisfied Neither Fairly dissatisfied Wery dissatisfied

[ L] L] [ L]

9 How satisfied or dissatished are you with each of the folilowing?'
| Please put a crass (x) in one box for each of the following

Very Fairly Fairly Very Not
satisfied  satisfied  Neither dissatisfied dissatisfied applicable
| The overall appearance of your D

neighbourhood

Grounds maintenance, such as grass D

cutiing, in your area

Cleaning of internal communal areas D
[l

[ 10
OO O

Cleaning of external communal areas

Uo 0 O
] i i
) i
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10 How do you feel Housing Services could improve its estates services? Please write in the box below

Section 3: Advice and Support

1 ' Which of the following advice and support services South Derbyshire District Council offers are you
-~ aware of? Please put a cross (%) in all that apply

Managing money and budgeting ..o vieiee

[]

Accessing trust funds and grants .......eens |:|

| Maximising income and claiming entitied Making referrals to specialist services (e.g.
BENBINTE: Ly nsisamnmmintbl kbl ssingos oA CA e Adult Care, P3 Mental Health) ...........cooceenes

| Getting you ready for Universal Credit.......... Help getting low cost furniture ...,

| Digital InCIUSION oo ceevicsns s ansss s Support in applying for discretionary

. . it . PAYIMIBITES 1 ieeesecniesimsssis s remasss it emns e s nmmaas
Setting up ULTY SEIVICES .ocoeveesiccsimnisesenes

. Referrals to others for debt counselling .......
Understanding your tenancy ... e

Setting up back accounts and credit union
BOCESS ouvemncinmsssemss cosess s sibeassbs st ss srdsstasss sbmsass

AN NN

Accessing affordable l0ans. ... e

O O OQd

Section 4: Your home

2 How satisfied or dissatisfied are you with the overall quality of your home?
Please put a cross (x) in one box only
Very satisfied Fairly satisfied Meither Fairly dissatisfied Very dissatisfied

How s-aﬂsﬁed or dissatisfied are you with the overall mnd’ﬂun of your... ? .
13.
| Please put a cross (x) in one box for each of the following

Very satisfied  Fairly satisfied Meither Fairly diss- Very diss: Mot applicable
aticfied atisfied

Bathroom I:I I:I D l:I I:I I:I
Kitchen |:| |:| D D |:| |:|
Windows I:' I:' D l:' I:' I:'

H

#== O O O O O O
Homes

interior |:| |:| D I:I I:I I:I

|
[
|
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14 If you are dissatisfied with the condition of an area of your home, why do you think this?
Please write in the box below

15 T'hiﬁldng about when you mowved in, how saﬁsﬁ ed or tiissatisii ed were you with the standard of
your home? Please put a cress (x) in one box only
\Very satisfied Fairly satisfied Neither Fairly dissatisfied Very dissatisfied

[ L] [ L] L]

Section 5: Repairs and Maintenance

How satisifed or dissatisfied are you with the way Housing Services deals with repairs and
maintenance? Please put a cross (x) in one box only
\Very satisfied Fairly satisfied Neither Fairly dissatisfied Very dissatisfied

L] L] L] [l L]

-1? Have yoﬁ had any repairs td '.mﬁr home in the last '12 months? Pleasé put a cross (x) in cr.ne Er.m only
Yes Mo
I:l Goto Q138 I:‘ Go to 21,

13 Thinking about the LAST time you had a repairs or maintenance carried out, how satisfied or
dissatisfied were you with the repairs and maintenance service?
Please put a cross (%) in one box Tor each of the following

Very Fairly Fairly Very
satisfied satisfied Meither dissatisfied dissatisfied

Being toid when the workers would call
Being able to make an appointment
Time taken before work started

The attitude of workers

The overall quality of work

Cleaning up when the repair was finished

LDoodoon
Hin{EinE
I
OOoodoon
OOOdo0n

The repair being done 'right first time'

19 Did the tradesperson show proof of identity? Please put a cross (x) in one box only
Yes No

[] []

20 Overall, how easy was it to...? Please put a cross (x) in one box for each of the ntIDw]rlg

Meither easy  Fairly
Very easy Fairly easy nor difficult  difficult  Very difficult

Repaort a repair D l:l D I:‘ D
Get your repair completed |:| l:l D D D
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Section 6: Community Engagement

21‘ How satisfied or dissatisfied are you that Housing Services gives you the opportunity to make your
views known? Please put a cross (x) in one box only

Very satisfied Fairly satisfied Meither Fairly dissatisfied Very dissatisfied

[ [ [ [ [

zz - How satisfied or dissaﬂsﬁed are you that 'the Housing Service listens to your vi'ews and acts upon
them? Please put a crass (%) in one box only
Very satisfied Fairly satisfied Maither Fairly dissatisfied Very dissatisfied

[ L] [ [ [

23 How good or poor do you feel Houslng Services is l.teeping you informed about things that may
affect you as a resident? Please putl a cross (k) in one box only
Very good Fairly good Meither Fairly poor Very poor

[ [ [ [ [

24 How satisfied or dissaﬂsﬁed are you with fhe upportuniti es given r.b you t;a parﬁéipate in Housing
" Services decision making process? Please put a cross (x) in one box only
Very satisfied Fairly satisfied Maither Fairly dissatisfied Very dissatisfied

] ] L] [] []

25 There are a number of wan.-;s in which you can get involved with South I:l'erhyshi}e District Coundil's
Housing Service. How many of the following opportunities to get involved are you aware of?
Please put a cross (x) in all that apply

Attend MEetiNES. ..o miieiissammsns CUSTOMET FOTUMS ..oy imiiinsassomsiimssiianice

| COMPIEtNG SUNVEYS ..o risiiimsi reensssrasssmmses Estate Walkabouts . i msiesiisssisii

| Task-and Finish Groups . o it eeieesomiois Onlinef email s memnsdiaiiimin

oo
OOo0od

Young People FOrum ... ity Molanteering i
Scrutimy Panek sy Dreamscheme (Community Youth

¥ involvement SChemIB i e
Mystery ShOPPINE /it i easubinis s sinass

25 Which of the following statements do you agree with? Please put a cross (x) in one box only

' I'm not interested in what Housing Services does as long as they do their jobr. .. i et
I like to know what Housing Services are doing, but I'm happy to let them get on with their job............
| would like to have more-of a say in what HOUSINg Semvites dOBS ..o b e e asaemai e
| would like to be actively involved in what HoUSINE SEIVICES D085 ..o i i e e e

|'am already actively involved with what the Council does as @ [andlord .........oeveeciinmiecscss e iess crnsssmnssses

Dooon
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-27_ If you have stated above that you wish to be involved in shaping the services provided by
Housing Services, South Derbyshire District Council would like to send you further information
on how to do so. For South Derbyshire District Council to send you information, we will need
to pass on your contact details to them. The contact details you provide below will enly be
used for this purpose and all other responses you have given will remain anonymous. Please
put a cross in the box below to confirm you are happy for us to pass on your contact details to
South Derbyshire District Council

MName

Email address

Section 7: Contact with Housing Services

Have you contacted South Derbyshire District Council's Housing Service in the last 12 months with
a query other than to pay your rent? Please put a cross {x) in one box only
Yes No

D Goto 29. l:‘ Go to 35.

29 How did you last make contact with South Derbyshire District Council's Housing Service?
Please pul a cross (%) in one box only

Tl PO R s |:| 1 e T L e L Tt AL e TP D
D B B T A |:| R L G A R D
e |:| SOCEL MEIE s iiiisssiidintit i sprmsrsssprsassnsass D
TEIES SIS ettt e e sas s |:|
30_ Was getting hold of the right person easy or difficult? Please pul a cross (x) in one box only
Easy Difficult Neither

[ [l [

31 Did you find the staff helpful or unhelpful? Please put a cross (x) in one box only
- Helpful Unhelpful MNeither

[ [l [

32 Was the guery answered within a reasonable time? Please put a cross (x] in one box only
* Yes No

[] L]

3 U] How satisfied or dissatisfied were you with the following?
Please put a cross (x) in one box for gach of the following
Very Fairly Fairly Very
satisfied satisfied Meither dissatisfied dissatisfied

Thie ability of staff to deal with your query I:‘ l:l I:‘ I:l D

quickly and efficiently

The final outcome of your query |:| l:l |:| I:l D
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34 Overall, how easy was it to get your query resolved? Please put a cross (x} in one box only
5 Extremely
Extremely easy  Very easy Fairly easy MNeither Fairly difficult  Very difficult difficult

[l [ [ [] L] [l [

35 Have you used the Housing Services out-of-hours service in the last 12 months? Please putl a cross
(x} in one box only
Yes Mo Don't know

I:‘ Go to 36. D Goto 37. I:‘ Goto 37.

36 How satisfied were you with the services you received when using the out-of-hours service?
Please putl a cross (%) in one box only
Very satisfied Fairly satisfied Meither Fairly dissatisfied Very dissatisfied

[ [ [ [ [l

37 Which of the following methods of being kept informed and getting in touch with Housing Services
are you happy to use? Please pula cross (x) in all that apply

T — D VB e TR oo D
Telephone s i s e D Visit to your home by staff....... e D
Facebook s i D Open MeetiNES .. i i i D
it R o S |:| I b e D
O L 0 El Other (Please specify in the box below)....... D

33 Have you used the Housing Services website in the last 12 months for any online services?
* Please put a cross (x) in one box only
Yes Mo Can't remember
I:‘ Goto Q41 D Go to 39. I:‘ Goto Q41

39 If you haven't used the Housing Services website in the last 12 months could you tell us why this
is?Please put a cross (x) in all that apply

I didn't know | could oo, D Go to 041 There is no online option to do

the thing | want to do ......ceenene Go'to Q40,
| haven't needed to ... D Goto 041 & D
Cdonthing & i | don't know how to use the

DL LA 5 SR0UIR it D 040/ 0) IMERITIBE 1.vvvevscsemssesnsssenssssensrsmnsnns |:| Go to 041

The website ie diffichit to.use/ | | prefer to talk to a real person.. |:| Goto 041

can't find what | need ... D Go to 041

| do not have internet access..... Goto Q41
| am not confident it will work/ |:|
dowhat | need it to do.........ceee. D Go to 041 Other (Please specify below) ..... |:| Goto 041
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40 What did you want to do that you couldn't online? Please specify in the box below

Section 8: Supported Housing

Supported Housing schemes consist of flats, bedsits and bungalows which:

- have the services of a Careline Support Coordinator who does not live on site

- have an alarm system, which enables tenants and the Careline Team to speak to each other
If this does not apply to you then please go to 044

;'41‘ Thinking about where you live, how satisfied or dissatisfied are you with the following...?
Please pul a cross (x) in one box for each of the following
Very Fairly Fairty Very

satisfied  satisfied MNeither dissatisfied dissatsified
Your Support Plan
The frequency of contact with your Careline
Support Coordinator
The overall service provided by your Careline
Suppart Cpu(d__ir!a_lt.qr
The call centre / emergency system
The safety and security of your home, in terms of
the support system installed in your home
How easy it is to access all areas of your home
and scheme
The facilities at your scheme for example the
community room;, laundry area and green spaces

s il i i B i
LUy on
0o oodon
L LG B B B
G L 0 G T G I

42 How safe do you feel within your community? Please put a cross () in one box only
| Very safe Fairly safe Meither Fairly unsafe Very unsafe

[] [ [] [] [

; low do you feel that the Council could improve its Supported Housing services?
43H do you feel that the C il could imp its S d Housing ices?
" Please specify in the box below
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Section 9: You and Your Household
We need to ensure we get the views of all types of customers. in order for us to do this, we need to ask a few questions about

your household. We recognise that you might consider some of these guestions to be personal or sensitive, In which case you
mfrunmmamermun

“ | Do you have any dependents living at home with you (Including children and other family
- members)? Please put a cross (x) in one box anly
Yes Mo Prefer not to say

[ [ []

45 Are you...? Please pul a cross (x) in one box only
L -
Prefer not
16-24 25-34 35-44 45-54 55-54 65-74 75-84 85+ to say

[ [ [ L] [ [ [ [ [

45‘_ Are you....? Please put a cross (x) in one box only
R Prefer to self describe

(Please write in the box

Male Female below) Prefer not to say

[ il [ [

4 . What is your employment situation? Please put a cross (¥) in one box only

' Employed full-time (e.g. 35 hours or more Unemployed but not seeking paid
R OB i R employment (e.g. carer looking after home
L T

[]

 Employed part-time (e.g. less than 35

[]

hours per week) o e D Permanently sick or disabled ... D

| Employed zero-hours contract. ... |:| Rttt D
- Selt employed ot |:| Other [Please specify) . iiwciaiimiaings |:|
I:‘ Prefer ot 10/Say. .t i il i e |:|

Unemployed but ;n:t:'.reh,l seeking pald
Empluyment

Thank you for taking the time to complete this questionnaire. Please return it as requested in the
envelope provided as soon as possible or by Thursday 12th July to BMG Research
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South Derbyshire District Council,
Civic Dffices, GivicWay,
Swadlincote, Derbyshire DE11 DAH.

www.south-derbys.gov.uk
@ S0DC on Twitter

@seuthderbyshirede on Facebook

Firstname Last name
Mailing Address 1
Mailing Address2
Mailing Address3
Mailing Address4
PostCode

Don't miss out on your chance to be part of the 2018 Tenant Satisfaction Survey
Dear[Tenant Namej,

South Derbyshire District Council is committed o working closely with its tenants to deliver
excellent housing services.

As a result, the Council is carrying out a survey to help understand how satisfied you are
with theservices it offers as yourlandlord. Thefindings will be used to shape priorities and
further improve our services in the future.

The Council has asked BMG Research, an independent research company, to carry out a
tenant satisfaction survey on its behalf. You can complete the survey online following the
instructions below.

Gotothe ? Orscanthis QR codeusing a
A www SDDCT enantSurvey. co.uk S artohnG arlaeE %

Pleas e enter the following ID number when-asked to do so: 158430000

Alternatively, you can return yourcompleted survey to BMG, at no costto yourself, by using
the pre-paid envelope enclosed. Please return your completed survey as soon as possible
or by Thursday, July 12, 2018.

If you have any questions or concerns about the survey, you can contact the BMG
Research Helpline on 0800 358 0337. This number is free from landlines, although mahbiles
may be charged.

| hopeyouwilltake partinthe survey and would like to thank youwin advance for your help.

Yours sincerely,

7}%5.7?@; i

Allizon Thomas, Strategic Director — Service Delivery
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Appendix: Statement of Terms

Compliance with International Standards

BMG complies with the International Standard for Quality Management Systems requirements (ISO
9001:2015) and the International Standard for Market, opinion and social research service
requirements (1ISO 20252:2012) and The International Standard for Information Security Management
(ISO 27001:2013).

Interpretation and publication of results

The interpretation of the results as reported in this document pertain to the research problem and are
supported by the empirical findings of this research project and, where applicable, by other data.
These interpretations and recommendations are based on empirical findings and are distinguishable
from personal views and opinions.

BMG will not be publish any part of these results without the written and informed consent of the
client.

Ethical practice

BMG promotes ethical practice in research: We conduct our work responsibly and in light of the legal
and moral codes of society.

We have a responsibility to maintain high scientific standards in the methods employed in the
collection and dissemination of data, in the impartial assessment and dissemination of findings and in
the maintenance of standards commensurate with professional integrity.

We recognise we have a duty of care to all those undertaking and participating in research and strive
to protect subjects from undue harm arising as a consequence of their participation in research. This
requires that subjects’ participation should be as fully informed as possible and no group should be
disadvantaged by routinely being excluded from consideration. All adequate steps shall be taken by
both agency and client to ensure that the identity of each respondent participating in the research is
protected.




With more than 25 years’ experience, BMG Research has
established a strong reputation for delivering high quality
research and consultancy.

BMG serves both the public and the private sector,
providing market and customer insight which is vital in the
development of plans, the support of campaigns and the
evaluation of performance.

Innovation and development is very much at the heart of
our business, and considerable attention is paid to the
utilisation of the most up to date technologies and
information systems to ensure that market and customer
intelligence is widely shared.
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