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TENANT SATISFACTION SURVEY 2010

Thank you to all tenants, randomly selected, who agreed to take part in our new Tenant
Satisfaction Survey. 283 households across the region participated. Figures along the
bottom of the chart indicate tenant numbers.

I. How many years have you/your household been a tenant of this home?
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3. Gender of respondent:

Did not Disclose
Female

Male
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4. Marital Status of Respondent:

Did not Disclose
Seperated
Widowed

Divorced
Unmarried

Married
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5. How would you describe the composition of your household?

Did not Disclose

Other

| Parent, at least one child under 16
Three or more adults

2 parents, at leastone child under 16
2 adults both over 60

2 adults both under 60

| adult aged over 60

| adult aged under 60
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6. Does the head of household have:

Did not Disclose

Personal responsibility for elderly person
Personal responsibility for disabled person
Personal responsibility for the care of a child

A disability as defined by the DDA
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7. Taking everything into account how satisfied or dissatisfied are you
with the services provided by Habinteg?

Did not Disclose

Very dissatisfied

Fairly dissatisfied

Neither satisfied/dissatisfied
Fairly Satisfied

Very satisfied

0 20 40 60 80 100 120 140

8. Taking into account your home and services Habinteg provide, do you
agree the rent for this property represents good value for money?

Did not Disclose
Strongly disagree
Disagree
Neither

Agree

Strongly agree
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9. Overall, how satisfied or dissatisfied are you with the following:

B This areaas a place to live in ™ The general condition of this property ™ Your accommodation

Did not Disclose

Very dissatisfied

Fairly dissatisfied

Neither satisfied/dissatisfied
Fairly Satisfied

Very satisfied
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10. To what degree are each of the following a problem in your neighbourhood?

B Did not disclose
® Not a problem

¥ Slight problem
Other crime

¥ Serious problem
Drug dealing
Criminal damage to your property
Untidy gardens
Noise from other residents

Racial harrasment

litter & rubbish in the street | |

Dogs fouling/nuisance
Verbal Abuse

Assault/physical abuse

Alcohol/drug abuse

Youth disorder

Vandalisim/grafitti

Intimidation ‘
T
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Il. To what degree do you think the following services need improving?

¥ Did not disclose . ) .
Community Assistant Services

™ No need to improve

B Improve a little Care & support services

¥ Improve a lot
Tackling anto-social behaviour
Value for homey of your rent
Involving you in the management of your home
Out of hours emergency repairs service
Repairs & maintenance
Taking your views into account

Overall quality of your home

Keeping you informed
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12. Rate the services, in the following list, according to their importance to you:

¥ Did not Disclose . .
Community Assistant

® Not important

¥ Fairly Unimportant

. Value for money of your rent

™ Neither yory

E Fairly Important

Tackling Anti-Social behaviour

¥ Most Important

Involving you in the management of your home

Keeping you informed

Overall quality of your home

Repairs & Maintenance
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13. Have you been in contact with Habinteg within the last 12 months?

Did not Disclose
Can't Remember
No

Yes
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14. If yes, what was the subject of your most recent contact?

Did not Disclose

Can't Remeber

Other

Garden/Communal areas
Neighbours/neighbourhood issues
Transfer/Exchange

Rent/Housing Benefit

Repairs
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15. When you had contact with the Association, how difficult was it, to
speak to the relevant member of staff?

Don't Recall
Neither
Difficult

Easy
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16. How helpful were the staff you spoke with?

Don't Recall
Neither
Unhelpful

Helpful
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17. How able were they to deal with your call/enquiry?

Don't Recall
Neither
Unable

Able
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18. How satisfied were you with the final outcome?

Don't Recall
Neither
Dissatisfied

Satisfied
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19. Habintegs Offices are open for business during the times advertised:

Don't Know
Disagree

Agree
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20. Generally, how satisfied or dissatisfied are you with the way the
Association deals with repairs & maintenance?

Very Dissatisfied
Fairly dissatisfied

Neither satisfied/dissatisfied

Fairly satisfied

Very satisfied
x ! ! ! !
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21. Have you had any repairs completed in the last 12 months?
Can't Remember
No
Yes
y ! ! !
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22. Thinking about your last completed repair, how would you rate the following?

® Did not Disclose . -
Keeping dirt & mess to a minimum

¥ Very poor
® Poor Overall quality of repair work
¥ Neither

Attitude of workers
™ Good
* Very Good Speed with which work was completed

Time taken before work started

Being told when workers would call

Frontline staff knowledge of repairs

Ease of reporting

General helpfulness of all staff
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23. What is your preferred method of contacting the Association?

Did not Disclose
Community Assistant
Habinteg Website
Email

Letter

Visit Office

Telephone

o
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24. Which methods do you prefer the Association to use to inform you
or consult you about issues that may affect you?

Did not Disclose
Other

Residents' Forum
Newsletter
Meetings/AGM
Email

Letter

Personal Visit

Telephone
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25. Generally, to what degree are you satisfied that your views are taken
into account by the Association?

Did not Disclose
Very dissatisfied
Fairly Dissatisfied
Neither

Fairly Satisfied

Very satisfied
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26. Generally how satisfied are you with how the Association is keeping
you informed about things that might affect you as a tenant?

Did not Disclose
Very dissatisfied

Fairly Dissatisfied

Neither

Fairly Satisfied

Very satisfied
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27. If your housing scheme did not have a residnet representative would
you be interested in this role and joining the Residents' Forum?

Did not Disclose
Would like more information
No

Yes
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28. Do you agree that the Associations Residents Newsletter is
informative and interesting?

Did not Disclose
No

Yes
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29. Are the Community Assistant office hours clearly displayed?
Didn't Disclose

Don't Know
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Yes
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30. Is the Community Assistant office open for business during these hours?

Didn't Disclose
Don't Know
No

Yes

o
N
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31. How satisfied are you with your Community Assistant service?

Did not Disclose
Very dissatisfied

Fairly Dissatisfied
Neither

Fairly Satisfied

Very satisfied
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32. How satisfied are you with the activities that are provided at the scheme?

Did not Disclose
Very dissatisfied
Fairly Dissatisfied
Neither
Fairly Satisfied
Very satisfied x x
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33. How satisfied are you with the Telecare service?

Did not Disclose
Very dissatisfied
Fairly Dissatisfied
Neither
Fairly Satisfied
Very satisfied : :
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34. Do you feel that Habinteg treats all tenants fairly with respect to the
following?

¥ Did not Disclose
Disability
® No
¥ Yes Caring Responsibilities
Marital Status
Sexual orientation
Respect to age
Gender
Racial Group

Political Opinion

Religious Belief
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35. Overall, how would you rate your satisfaction with the following
service areas?

™ Did not Disclose

™ Poor Eight Week Scheme Surgeries
™ Satisfactory

™ Good
Housing Management Service

Community Assistant Service
Repairs Service

Integrated Housing Approach
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