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Executive Summary

Arches Housingcommissionedhe National Housing FederatiofNHF) s F e sediibeata darry
out a STATUS surveyThe postalsurveytook place betweerFebruaryand March2011.

Tenant satisfaction aArches Housing

Just over two fifthsof tenans (43%) responded to the survey anthe levels of satisfactiomith

homes and serves are demonstrated in the following key findingsx cl udi ng no opi ni
remembel), with the figures from the 20Dsurvey given in brackets

e Allaspectsoftheactualr epai r wor k are rat ed 8#sornioggofodd or
tenants who had aepair completed in the last 12 montl{85%)

o 80% find staff helpfuBB%)

e 79% feel that Arches Housing keeps them informe2¥4B

o 77% feel they obtain good value for money from their rén2%)

o 77% are satisfied with the services provided by their land(@8%0)

e 76% are satisfied with the quality of their homes$z)

o 72% are satisfied with the neighbourhood as a place to li0&o§7

o 71% are satisfied with the overall repairs and maintenance service (73%)

e 71% are satisfied with the general condition of theioperty (72%)

e 6% think that their landlord takes account of their vie{v®%)

Arches Housing@&nants

The survey found:

e Over a third of households are family househol®%). Older tenants are found injust
under afifth properties (L8%). Adult housholds 6ingle tenants or couplesnder 60 years
old with no childrer) make up27% of the households.

e Half of the households hava member who has a lorgrm illness, health problem or
disability which limits their daily activitig50%) and % of tenats said that they hae
someone living in their household who uses a wheelchair.

e Half of Arches Housing &nants are White British households@®4, with 43% Blacland
Minority Ethnic tenants

e In terms of economic statugust over a quarter of principal tenants(28%) and partners
(29%) are in employment. Unemployment is runningl&o for principal tenants anti3%
for partners. Over a third of principal tenants are outside employment (21% permanently
sick or disabled and 14% at home looking aftemilg). A sixth of principal tenant$16%) and
partners (17%are retired

e Almost three quartersof households receive housing beneff3¥9 and he majority of
ArchesHo us i n g 6 s arb eanunsoenbsaihddr £300 per weeBPb6) Few households
have itomesover £500 per week 1%).
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e The majority oftenantsclassed their sexual orientation as heterosexué%y, although
some preferred not to say @0).

o 41%o0f tenantsare Christian while 32% are MuslinDnly a small percentage of tenartad
other religions 2%) while manytenantssaid that theyhave no religion (L9%).

Key performance indicators

When the results forArches Housingpr e compared with the Tenant S
national figures, satisfaction with overall services atAksociation(76.6%) is6.8%belowt he TSADG s
2010 average rating (83.2%). The result pladehes Housingn the fourth quartile (Quartile4),

some 2.2% below the cut off point for the third quartile, but 4% above the lowest 10% of registered

social provides.

Table 1. Satisfaction with services provided by % satisfied
landlord ¢ TSA performance indicator

TSA Top 10th centile (2010) 90.4%
TSA Pl Upper Quartile (2010) 87.4%
TSA PI Average (2010) 83.2%
TSA PI Lower Quartile (2010) 78.8%
Arches Housing 76.6%
TSA Bottom 10th centile (2010) 72.6%

Satisfaction with the overall repairs and maintenance servickreltes Housing(70.8% including
6donodt k n o)wsd7.6% belewptolnes e BSAG6s 2010 aver aghArches7 8. 4 %)
Housingis below theT S A6 s @ uuaaff paint 0€72.0% placing théssociationn Quartile 4.

Table 2. Overall satisfaction with repairs and % satisfied

maintenance servicg TSA performance indicator
OAYyOf dzZRAY3A R2Yy Qi 1y264a0

TSA Top 10th centile (2010) 86.8%
TSA PUpper Quartile (2010) 83.4%
TSA Pl Average (2010) 78.4%
TSA PI Lower Quartile (2010) 72.0%
| NOKS& | 2dzaAy3 6AyOf dzRA 70.8%
TSA Bottom 10th centile (2010) 66.0%

When the result forArches Housindor satisfaction with the account takesf views 62.1% including

@o opiniord r e s)pscexamieedArches Housin rating is2.000 bel ow t he TSAd6s 20
rating (64.1%) The rating is3.2%abovethe lowest quartile cut off (8.9%0) placing thé\ssociationin

the third quartile (Quartie 3).
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Table 3. Satisfaction that views are taken into % satisfied

account¢ TSA performance indicator (including no

opinions)

TSA Top 10th centile (2010) 74.2%

TSA PI Upper Quartile (2010) 70.0%

TSA PI Average (2010) 64.1%

Arches Housing (includg no opinions) 62.1%

TSA PI Lower Quartile (2010) 58.9%

TSA Bottom 10th centile (2010) 52.6%
Notes:

The latest performance figures available from the Tenant Service Authority (TSA) are for 2010 and are based on al
tenants. The figuresfoches Husing n Tabl e 2 i ncl ud ein Taed3indlude nkon oowpdi nrieosnpt
responsésn t he base to match the TSAO6s requirements.

Throughout the report however 6dondt knowd, 6candt
presentation of the resultisThi s is to match the NHFO6s consistent
benchmarking over the last 10 years and is a format widely used and recognised by market research companies.

Conclusion

The results from the survey demnatrate that the majority of tenants believe thatches Housinds
providing a good housing service. Over@ll% of tenants were satisfied with landlord serviées
similar to thelevelfound in the previoussurveyin 2007 (78%) Tenant satisfaction ratgs for the
home (7846), value for money7{%), being kept informed79%)and thehelpfulness of staff (86)
were relativelyhigh while theindividual aspects of thepairs servic85%- 95%)were ratedeven
more higHy.

The similar ratingompared wth four years agdor landlord services is perhaps be expected given
the relativelysmall increases and decreases in satisfaction ratings found between the two surveys
Few, if anychangesre outside the margins of errorsvthen comparing the resultand therefore of
statistical significae. The latest survey found small risessatisfactiorsince 2007 with the quality of
the repair work, the neighbourhoodthe information given about when the workers would cdfie
ability of workers to minimise di and mess and value for mone3% to5% higher) The increase in
the rating for value for money is particuladycouraging given the low incomes of Arches Housing
tenants. The survey also found some areas where satisfaction hasfalistomer contat (ease of
contacting staffhelpfulness of staffability of staff to deal with problemand satisfaction after
contact) the overall repairs servicespeed of repair workers antheing kept informed2% to 5%
lower).

When Arches Housing satings are cmpared with a peer group of landlords andt he NHF 3 s
averagest h e A s s demantaratings wé&reen some occasios close to the average ratings

however on many occasions the ratings were below averaggh e ar eas wher e Arche
ratings were sigificantly below the NHE& averages included overall servicé® home, condition of

property, the overall repairs service, satisfaction after contact and the neighbourhood (9% to 12%
lower). Thisis perhaps to be expected as Arches Housipgrates in a inner city anchasa much
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younger tenant populatioranda higler percentage of BME tenantempared withmany other social
landlords

Mixed or static results can bedifficult to interpret for a landlordd especially if there has been
significant investant in homes and service delivery improvements implemented sinceréhgous

survey The latestsurvey found areas and opportunities where performance and service delivery can

be improved andArches Housingshould use the results of the survey timform any stock
investment programme anskervice improvements anshould be used tgromote the work of the
Association

Repairs and maintenance service

The repairs and maintenance service was identified as the most important servieadnis The
results d this survey show tha?1% of tenantswere satisfied with tis service Tenants awarded
high ratings formanyaspects of therepair work (85% - 95%). Arguably, given thes$egh ratings
(from tenants who have used the servige the last 12 months)the overall ratingfrom tenants
should be higheand it is diffialt to understand why 20% dénants are dissatisfied with the service
The high levels of satisfaction with the repairs servitgyneedto be communicagd to tenants as
the survey revealed thaenants who had used the service recently ratednibre highlythan those
who had not(5% higher.

When compared with other landlords in the peer grougne ratings for the aspects of the repair
work were close to average, with the exception of ti@erall performancewhich was considerably
below average. Satisfaction with theoverall repairs servicewas 2% lower than the level found in
2007, which isat odds with some of the increases in satisfactionaspects of the service although
satisfaction wih the speed of the workers has fallen (4% lowevgr the last four years

The survey found that satisfaction with the repairs service was afnhe main drivers of overall
satisfaction with the landlord.The Association should consider reviewingrtan aspects of the
repairs service and promoting the high satisfaction ratingsnany ofthe aspects of therepairs
service.

Quality of the home and property condition

Satisfactiorratings forthe home and condition of the property have remained at simiévels at
Arches Housingver the last four yearswith the quality of thehome (76%) rateanore higHy than
the condition of the property (71%). The latest survey found that the quality of theome is
becomingmore important to tenants withmore tenarts considering it to be one of théhree most
important servicesn 2011than in 20077% higher)

Customer contact

Arches Housings ratings for all f our falleresiacetheepsevioos
survey in2007 (2% to 5% lower). The hepfulness of stéfis now rated some 5%ower thanthe
rating fromfour years ag@ the largest decrease recorded in the survejhismessage withbviously
need sensitive handling internaythoughother factors such as changipcactices linked to déltery
of services may ba contributory factor. Arches Housings per f or mance fway
rated lower than averagein the peer groupand lower than the NHFO average rating$with the

cust

Cust
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exception of ease of contact)Key driver analysis founchat satisfaction with thdinal outcome,
followed by the ability of staff to deal with the enquiry wenaportant influence on overall
satisfaction forArches Housing s t & wilsich may help toidentify particularareas on which to
focus

Neighbourtvod and antisocial behaviour

The latest survey found thah 2011 moretenants fé positive about theimeighbourhoodd with a
smallincrease in satisfactioof 2% since2007. In terms of local problemsiubbish or litter was
clearly the mairnissue(identifiedas a problenby 42%of tenantg followed bycar parking disruptive
children/teenagers, drug use or dealary noisy neighbou@all reported by more than a quarteof
tenants Encouragingly though, the 2011 survey found that the percentagenahts reporting
problems had fallen for evergsue(2% to7% lower).

The survey found that3% oftenants had reported ansocial behaviour téArches Housingn the

last 12 months. fie latest survey found that tenats r a t aspegts ofhe eporting and handling

of their report of antisocial behaviour differed quite considerably in some respects from those in
2007 (15%lower to 18% higher).

Communications and tenant involvement

Taking tenant s dvasiound tw beadrimer af overadl satstactian af\rches Housing
and in this area performance waslose to average in the peer group. The survey collected
information as to which methods tenants prefer their landlord to use to inform, consult or involve
them. These findings can beedsto develop further tenant involvement arches Housing

Geographical subgroups

The results fromtenants were split into six geographical areas and the survey did find some
differences, some of which may require further investigation once tenant dexploigs, property
type, stock condition and neighbourhood/environmental issues are taken into account.
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Services provided by landlor

Quality of home

General condition of property

Value for money of rent

Neighbourhood

Ease of contact

Staff Helpful

Deal with problem

Satisfied with outcome

Repairs overall

Told when workers would cal

Time taken before work startec

Speed at which completec

Attitude of workers

Quality of repair work

Keeping mess to a minimur

Taking account of tenants view

Being kept informed

2011 = 2007 = 2004 = 2001

Executive Summary Chart-Changes over time for standard satisfaction questions
percentage of general needs and sheltered tenants saying they were satisfied/good
(Note: all figures exclude don't know, can't remember and no opinion)
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Executive Summary Chart-ZZomparison with other landlords Standard satisfaction
questions- percentage of general needs and sheltered tenants saying they were
satisfied/good (Note: all figures exclude don't know, can't remember and no opinion)
m Arches Housing Peer Group Average m NHF Average
) i 77%
Services provided by landlor 83%
85%
Quality of home 76%5320/
uali 0
86%
- 71%
General condition of property 80%
83%
7%
Value for money of rent 78%
83%
) 72%
Neighbourhood 79%
84%
77%
Ease of contact " 76%
76%
80%
Staff Helpful 84%
86%
. 73%
Deal with problem 78%
80%
- . 60%
Satisfied with outcome 69%
71%
. 71%
Repairs overall 79%
81%
82%
Told when workers would cal 84%
87%
i 79%
Time taken before work startec 80%
82%
. 85%
Speed at which completec 86%
89%
. 95%
Attitude of workers " 94%
94%
Quality of repair work r 88670;/0
uali irw
yorrep 87%
. . 89%
Keeping mess to a minimur 89%
91%
. . 69%
Taking account of tenants view 70%
71%
i i 79%
Being kept informed 82%
83%

Federati onds OofFExeeutivb sumrkarySer vi c e Page 7
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1. Introduction

The National Housi ng Fede msdoned to Gnslertétke an thtbepeadent s e r v i
survey ofAr ¢ h e s Hemants torcaldctdata ontheir opinionsof and attitudes towards their

landlord and the services provide The STATUS questionnaire collects information used for three

ofthe TenantServes Aut horityds Key Performance I ndicator

1.1 About STATUS

The survey usedhe STATUS questionnaire, based on a standardised resident satisfaction survey
developed by the National Housing FederatidtHF) funded by an Innovation and Good Practice
Grant from the Housing Corporation.

The original STATUS questionnaire was designed to be used by social landlords to survey residents.
It was designed to be a baseline survey, which can be repeated after a number of years, and allows
for the comparison of datadiween different social landlordsSince then the Housing Corporation

has ceased to exist and its regulatory role has passed tdrdreantServices Athority (TSA). The

TSA is an independent regulator charged with promoting and championing the intefestsidents

in social housing in England.

In 2009 the TSA carried out a national conversation to inform the new regulatory framework and
the standards by which landlord performance will be juddéte new approach to regulation saw a
greater emphasislaced on the relationship between landlords and their residents at the local-level
one where residents are at the heart of shaping, influencing and monitoring the services they receive.
The standards focus on six areas: resident involvement and empamerithe home (including
repairs and maintenance), the tenancy (including allocations and rent), neighbourhood and
community (including ansiocial behaviour), value for money, and governance and financial viability.

For residents this means a greater fiscon issues that matter the most to them (such as repairs,
tackling antisocial behaviour and affordable rents), more opportunities to have their say, get involved
and hold their landlord to account, and more feedback from the landlord, including anlaapag
setting out just how well the landlord is doing against local standards that have been set to
complement the national standards.

Seeking to embed a customer focus in the way social landlords prioritise investment, shape services
and make decighs is not a new concept. Increasingly, many landlords are seeing this kind of
approach as good business sefiseway to differentiate their services from those of other providers

by ensuring resources are focused on the right things and that the seriegsprovide are what
residents want.

Meaningful involvement places a focus on the resident as an empowered consumer and delivers
better services by ensuring that residents are able to influence service design and hold their landlord
to account for perfemance. Undertaking STATUS surveys is just one of many different methods of
involvement which landlords use to engage with their residents as part of a wider and coordinated
customer engagement strategy.

Nati onal Housing Fed@&MamRepatn 6 s Feedback Page 10
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In October 2010 the coalition government announcttht the TSA will be abolished from April
2012 with reduced regulatory functions moving to the Home and Communities Agency, however it
recognised many of the strengths of the new standards.

1.2 Aims of the survey

The aim of the survey was to provide data eesident satisfaction, which would allowrches
Housingto:
e Present an up to date demographic and seeimnomic profile ofArches Housing t®nants
e Provide an up to date picture of e s i dsatisfact®o®d with their homes and with the
servicesArches Hausingprovides
e Compare the performance ofirches Housingas a landlord with that of other social
landlords who have undertaken STATUS surveys
o Compare thecurrent performance againgirevioussurveys where possible
¢ Inform decisions regarding service reviews

1.3 How the findings are presented

This report presents the findings of the survey fdttenants. The report focuses on the key findings
of the survey and the results are analysed by

e geographicamanagemendrea

e key strands of diversity

e comparison wih previous STATUS surveys, and

e comparison with the resultfrom other landlords.

Key driver analysis is used to explore and highlight which elements of the service or customer care
drive overall satistdion. A comparisonis made with the previous survey also conducted by
Feedbackn 2007, 2004 and 2001 The report includes topline findings for quick refererioethe
appendiceand accompanying this report is a full set of data tables.

1.4 Survey methodology

Planning

Planning for the survey took plade January2011. A postal methodology was adopted for the
research as this provides a cost effective way of surveyamans and follows the TSAs
recommendations for STATUS surveysArches Housingsupplied Feedbackwith background
information on the proprties in management drawn frorArches Housing slatabasg including
information on property type and management area. This information was used for the
administration of the survey, to control the mailing process and to ensure the statistical reliability
the survey.

Sampling and sgtoups
A decision was made to undertal@census of altenants the results were then further broken
down into six geographicatubgroups

Nati onal Housing Fed@&MamRepatn 6 s Feedback Page 11
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Fieldwork

The survey was planned to take place during ansek period. Three indidual mailings took place.
Feedback carried out the administration of the first mailout, which was sent out4mFebruary
2011. This consisted of a copy of the questionnaire, a covering letter written by Feedlaek (
Appendk 1) and a replypaid envelpe. All questionnaires were returned to Feedback. After two
weeks, Feedback sent angsidentwho had not responded a reminder postcard asking them to
complete the questionnaire. Feedback sent a second covering letter, questionnaire angaidply
envelo to residentswho had still not returned the questionnaire after a further two weeks. The
survey closd on 4t April andthe final questionnaires were then sent for data entry.

Incentives
Incentives were used to boost the response ratEhree questiomaires were drawn at random from
those returned andhe lucky winnes won Meadowhalkhopping vouchers df150, £100 or £50.

1.5 Questionnaire design

One of the four STATUS questionnaires (4N&\the general needs questionngingasused in the
survey. Theguestionnaire comprised3iquestions on eight pages. A copy of the questionnaire can
be found in Appendix 2.

1.6 Response rates

The overall response rate for tenants wéd3%, returning360 of the 836 questionnaires just below
the 2007 response rate (45%)The response from tenants walightly lower tharthe return rates
found at other landlords who have undertaken STATUS surveys in the last @@ .Figure 1.1
below for thefull figures andeturns rates

1.7 Accuracy

For the overall results, Feedbackres at +£/4% accuracy at the 95% confidence level whainplies

with both the TSAS and the CLGO secommendations. This means that, for example, if 35% of
tetnans answered OYes6 to a particular question,
figure for alltenans d including those who did not respond and those who were not included in the
survey- would be between 31% and 39%.

For Arches Housingwhen the data is analysed faifl tenants 360 responseswere achieved. This
response was higanough to conclude that any figures quoted at this level are accurate to within +/
3.9%. The raw data has been checked to take into account any differences between thediagpon
tenantsand the total tenant population. As the data was representatisgghtings were not applied.

Nati onal Housing Fed@&MamRepatn 6 s Feedback Page 12
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Figure 1.1 Client group Number Number Response Sampling
of returned rate error (%)
tenants
Brightside/Wincobank
Ellesmere/Burngreave

Firvale/Page Hall/Grimesthorpe/RirPark
Rotherham

Tinsley/Darnall/Attercliffe

Other districts

All tenants

1.8 Notes to figures

Throughout this report, the figures show the nalés as percentages and base numbers are also
shown where appropriate.

Rounding

Throughout this report, the vast majority of figures show the results as percentages. The
percentages are rounded ugp down from one decimal plact® the nearest whole numdr, and for

this reason may not in all cases add exactly to 100%. Rounding can also cause percentages described
in the supporting text to differ from the percentages in the charts bywBen two percentages are

added together. In some parts of the repgrercentages are expressed to one decimal place.

Multiple response questions

In some figures, totals do not add to 100 because they are based on responses to a number of
guestions orbecauserespondents were invited to make more than one response toirgls
question.

Excluding 6dondt knowd and O6no opiniond

In general, in line with the convention for satisfaction surveys, only valid responses to questiens

been includednd all norvalid responses (for example, where a response to a question hdseen

stated) have been excludedRe sponses such as ©6no opiniond, 06 c.
(where these were possible responses to questican® also excluded from the base in this report.

W here these results are excluded thisnisted in the witten comments and charts.

1.9 Acknowledgements

Our thanks go first to thetenans of Arches Housingvho took part in the survey. We would also
like to thank the staff ofArches Housindor their assistance with the project, and our particular
thanks go toJamie Taylofor hishelp throughout the project.
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2. Arches Housimgtenants

The following chapter examines the household den

2.1 Length of tenancy

A fifth of tenants have been witArches Housindor less han two years Z1%) while over a third of
have been tenants for between 2 and 10 yeg@%%) Even moretenants have been withrches
Housing for more than 1@ears 41%) includingl6% who have been with the same landlord for
more than 21 years

Figure 2.1 Length of tenancy (Base 356 tenan

Don't know/ can't
. remember
1% m 21+ years

16%

m 11-20 years
25%

H 6-10 years
20%

17% m 3-5 years

12% H1-2 years

9% m Under 1 year

2.2 Household composition

A large proportionof households are family househol®¥%6), withmore oneparent familiesZ2%)
than two-parent families 5%). Adult household$ couples or single tenants aged under 60 and
living in a household without childrénmake up27% of the households.

Older tenants are found ifjust under afifth of the properties 18%),with more single households
(10%) than older couples (8%A number of households contain three or more adul®4) andL0%
have other household congsitions.

Two thirds of tenants who completed the questionnaire (classed as the principal tenant) were female
(67%).

2.3 Age of tenantand disability

The mix of household types is also reflected in the age of the principal te#ahtgh percentag of

tenants areunder 60 years old(78%)d with 21% under 34 years aldJust over a fifth ofenants
were over 60 years old32%), with5% aged between 75 and 84 years old @arst 1% aged 85 or
over.
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Figure 2.2 Age of principal tenan

1% 85+ years
75-84 years
65-74 years

m 60-64 years

m 5559 years

H 4554 years

I 25 " 0544 vears

I 17 s
m 1624

- redvears

Despite the relatively young tenant poputatj ahigh percentage of tenant§(0%) said that there
wasa member of the householdith a longterm illness, health problem or disability which limits
their daily activities5% of tenants said that they have someone living in their household who uses a
wheelchair.

2.4 Ethnic origin

Half o f Arches Housingds tenant®) are AWkiorei Bgi t iosl
definition, which includes White Irish and White Other tenan%3% of tenants are Black and

Minority Ethnic(BME)households.Someof the largest groups of tenants are Pakistani (12%), African

(10%) and Caribbean (6%nants 6% of tenants refused to answer the question.

Figure 2.3 Ethnic origin of principal tenant (Base 360 tenan

.2n White & Asian,. White-Irish,
Other,g/&a 0.3% Indian, 0.3%
. 0 .

Refused/ Not
answered, 6.4%

Other mixed
1.7%

] Other Blac
White & Black 1.9%

Caribbean, 1.9%
Other White

1.9%
° Bangladeshi
2.5%

Other-Other,
4.2%

White-British,
50.3%

African,
Caribbean, 4.29%
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2.5 Economic status

In terms of economic statugust overa quarter of principal tenants are in employmen8%d in fuH
time employment11% in parttime employment and% seHemployed),and a similar percentage of
partners or spouses are workin@9%). Unemployment is running &t6% for principal tenants and
13% for partners. A third of principal tenants amutside employment41% permanently sick or
disabled and 4% at home looking after familyjround one in sixprincipal tenant@nd partnersare
retired (16%- 17%).

Figure 2.4 Work status of principal tenants (Base 319 tenan

In
employment:pa

Other, 1%
X rt time, 11%

Selfemployed,
4%
Permanently Government
sick /disabled, training, 1%
21% ’

At home/ Unemployed
looking after. and available
family, 14% for work, 16%

Retired, 16%
Fulttime

student, 2%

2.6 Income levels and sources of income

Almost three quartersof households receivlousing benefit13%). The table below (Figure 2.5
shows the sources of household incomes for tenants.

Figure 2.5Sources of income All tenants
(Base331)

Child benefit

Income support

Tax credits

Earnings from employment or sedfnployment

Other state benefits

State pension

Pension from a former employer

Other source®.g.rent

Other kinds of regular allowance from outside the household
Interest from savings, etc.

No source of income
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Thevastmajority of Ar ches Housingds househol d9%). Bawe on
households have higher incomes, although some are over £500 per W&k (

Figure 2.7 Household net income (Base 2€

1% m £500£599

3% m £400£499

7% £300£399
= £200£299
39% m £100£199

m Up to £99

2.7 Sexual orientation

The majority of tenants classed their sexual orientation as heteroal {8%), although some
preferred not to say {6%.

Figure 2.7 Sexual orientatior

General needs tenants (Base 27
m Heterosexual 78.1%
m Gay man 0.0%
m Gay woman 0.0%
m Bisexual 2.2%
m Other 4.0%
m Prefer not to say 15.7%
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2.8 Religion

Two fifths of tenants 41%) are Christiarand 32% of tenants are MuslinfFew households were of
any other religion 299, while some tenants preferred not to say (6%).

Figure 2.8 Household religior

18.9% 40.9% (]

General needs tenants (Base 32
m None 18.9%
m Christian (All denominations 40.9%
m Muslim 32.0%
B Any other religion 1.8%
m Buddhist 0.3%
m Prefer not to say 6.1%
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3.Archesl 2 dza &afisiafXian ratings

The followinganalysis of results includése views ofArches Housing nants. Commentary is also
given in tls chapter where there is a noticeable differeripesatisfaction between thdifferent areas
identified as sugroups in the survey full detailscan be found imAppendk 3. Please note that the
percentages quoted in the text and graphics may not always add up to 100% because of rounding.

3.1 Overall satisfactiomvith services

Tenants wer e awgthing imhtp acéoling Row sagisfiesl wraissatisfied are you with the
services provi ded Heymajority of ArchésaHousihgotsrnan8 wereasatisfiedt
(77™%6) The survey found thatonsiderablymore tenantswere 0 f a satisfiegp (45%)thano v er y
s at i 62%) eAdndmber oftenantswere dissatisfied with the overall services providedtbg
Association(14%)d although only 6% were very dissatisfied.

Figure 3.1 Taking everything into account how satisfied or dissatisfied tenan
are with services provided by their landlord (Base 355 tenants)

m Very satisfied m Fairly satisfied = Neither = Fairly dissatisfied = Very dissatisfied

9%

Satisfaction at district leveThere wasa smalldifference in overall satisfagti at the subgroup level
with more tenants inRotherham(100%9 satisfiedwith landlord servicesompared withtenants living
in other areaq75%- 81%) & especially those i@ther districts (65%) andEllesmere and Burngreave
(69%)

As the chart below Bows (Figure 2), overall satisfaction with landlord servicamongst tenants
variedonly slightly by some of the key diversity strandlethnicityandgender- while the results for
satisfaction by age reveaower level of satisfactioamongstenans under 35 years old

Note: throughout this chapter some of the results when analysed by key strands of diversity have to
be treated with caution due to the small number of tenants in some groupealysis by sexual
orientation is not possible dut the low numbers of tenants with a stated sexual orientation other
than heterosexual
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Figure 3.2 Satisfaction with with overall services by key diversit

strands
m % Satisfied = % Dissatisfied

All tenants (355)

White British (181)
BME (154)

Under 35 (69)
3559 (188)
Over 60 (71)

Disability (172)
No disability (170)

Female (217)
Male (108)

No religion (61)
Christian all denominations (134
Other religion (110)

14% I ——aer

13% N ——aerra
159% I — s

16% N —rderza
13% [ — el
10% N E—e

13% N —
159% I —— AT

16% . ———rer
9% I — VL7

13% [ —
13% [ —aer
11% | i)

32 Other key services

Just overthree quartersof tenantswere satisfied withthe quality of the home (76%) anglue for
money (77%).Satisfaction withthe condtion of the property (71%) and the@eighbourhood 712%)
was slightly lowerwith dissatisfactiomt its highest with the condition of the property (19%)

Figure 3.3 Satisfaction in other key areas (Base 3282 tenants)
m Satisfied = Neither = Dissatisfied

Overall quality of home
General condition of property

Satisfaction at district levél Tenants inRotherhamawarded100% satisfaction ratindsr the
condition of the property quality of the homeneighbourhoodand value for money

In the other areas, satisfaction with tlggiality of the homewvas its highest ifinsley, Darnall and
Attercliffe (86%)3 much higher than iEllesmere and BurngregJe&rvde, Page Hall, Grimesthorpe
and Firth ParlandOther districts (68%0 71%). Thecondition of the propertyandvalue for money
were rated higher irOther districts (76% and 89% respectively) afidsley, Darnall and Attercliffe
(76%and 82% respectivgly Tenants irBrightside and Wincobangave the lowst satiséction rating
for the condition of the property(62%). Theneighbourhoodwvas very popular iOther districts
(100%) andmuchless so irFirvale, Page Hall, Grimesthorpe and Firth R&8%%0)
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As the chart below shows, satisfaction with the quality of the home vaaimdngst tenantto some
degree bysomeof the key diversity strand8 ethnicity,ageandgenderof the principal tenant.

Figure 3.4 Satisfaction with quality of the home by key diversity

strands
m % Satisfied = % Dissatisfied

All tenants (342) 16% N —— e

White British (173) 129% e
BME (150) 19% N E—eTa

Under 35 (68) 21% N —cTez
35-59 (183) 169% N —ee
Over 60 (65) 5% HI—c

Disability (165) 16% | —— AT
No disability (165) 159% [ — e

Female (210) 18% N —e
Male (102) 10% I —ce

No religion (59) 20% e
Christian all denominations (12¢ 13% [ —TeL
Other religion (107) 11% R

Satisfaction with the condition of the property varied sligramongst tenantslepending upon the
pri nci p a&thnicityandgemdér @lsle satisfaction varied considerabigpending on the age of
the principal tenant

Figure 3.5 Satisfaction with general condition of property by ke)
diversity strands

m % Satisfied = % Dissatisfied
All tenants (332) 19% s

White British (168) 169 [ 71
BME (146) 219 N =7

Under 35 (65) 31% N e
3559 (178) 20% N —eee
Over 60 (63) 3% I (7Y

Disability (159)  18% NN {071
No disability (163)  20% A7

Female (209) 22% N GEZ
Male (97) 11% e

No religion (57)  23% N GELZ

Christian all denominations (12¢€ 14% [ —Ee
Other religion (103) 18% NN e
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Satisfaction with value for mon@mongst tenantsaried bytwo of the key diversity stratls d age

and ethnicity

Figure 3.6 Satisfaction with value for money by key diversity

strands

m % Satisfied = % Dissatisfied

All tenants (323)

White British (164)
BME (144)

Under 35 (63)
3559 (175)
Over 60 (59)

Disability (156)
No disability (156)

Female (204)
Male (93)

No religion (57)
Christian all denominations (122
Other religion (97)

10% I —aer

9% I I—E
8% I —=Te

10% N —a
12% N —eee
3% I 1517

10% I —er
10% I ——ea

11% I —era
9% I—— e

11% I —ee
8% I I—e
6% H I - 1017

As the chart below shows, satisfaction with the neighbourhaatbngst tenantgsaried bytwo of the
key diversity strands for the principal tenahtgeandgender

Figure 3.7 Satisfaction with the neighbourhood by key diversity

strands

m % Satisfied = % Dissatisfied

All tenants (333)

White British (166)
BME (150)

Under 35 (65)
3559 (180)
Over 60 (62)

Disability (161)
No disability (161)

Female (211)
Male (95)

No religion (56)
Christian all denominations (12¢€
Other religion (103)

Nati onal Housi

ng

F e d &@Mam Repartn 6 s

16% [N —

16% NI
15% | — T

25% I T
16% N —e
8% [I—

16% N —e
169% N — e

19% N T
13% W —E

16% N T
169% [N — e
17% [ —e
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3.3 Satisfaction with support and advice

Tenants were asked hwo satisfied they were with a number of support and advice servi€hs.
majority of tenants (who had an opinionwere satisfied withhow their enquiries are dealt with
generally 72%) andhe advice on rent payment81%) Fewertenants were satisfied witthe advice

on moving homeg3%)or the support given to vulnerablé8% or new (63%)tenants A number of
tenants were dissatisfied with the advice on moving home, support to vulnerable tenants and how
enquires were dealt with (6 - 16%) The relatiely low levels of satisfaction for the gport
provided to new and vulnerablresidents and on moving honmeay be because many residents have
no personal experience of those services.

Figure 3.8 Satisfaction with advice and support services (excluding tenar
with no opinions)
m Satisfied = Neither Dissatisfied

Advice on rent payments |7
How enquiries are dealt with generall [N F2Z) T 16%
Support provided to new tenant: [ NELZ N D7 7%
Support provided to vulnerable tenant [IEEZ N 7 ' 13%
Advice on moving home [INEELZ N 77 | 13%

34 Important services to tenants

Tenants were asked to pick whicthree services from a list of standard services they felt were most
important. As Figure 3 shows, the repairs and maintenance service was the most important service
for tenant with 84% placing it in their top three. The overall quality of the homés also clearly
important to manytenants {ncluded in the top three services 5% of tenant3. Slightly more
tenants thoughthat value for money (30%) anlgeing kept informed (B%) were important than
dealing with antsocial behavioyrthe neighbourhod and taking e n aviewssinfo account (26%
28%)

Figure 3.9 The most important service areas for tenantghen asked to select

top three (Base 334 tenants)

84% m Repairs and maintenanci

65% Overall quality of your home
31% Keeping tenants informec
30% = Value for money for your rent
28% m Dealing with antsocial behaviour

27% = Neighbourhood as a place to liv

26% m¢l 1Ay GSylyiaQ

Nati onal Housing Fed&MamRepatn 6s Feedback Page 23



feec hack

35 Local problems

Tenantswere asked to what extent a range of issues were problems in their neighbourhded.
Figure 310 shows,rubbish and litterwas the biggest problenfor tenants(42%) followed by car
parking (32%)

Noise from traffic R1%), noisy neighbours 25%) drug use or dealing28%) and disruptive
children/teenager28%)were also gproblemfor more thanone infive tenants

Figure 3.10 Local problems (% very big or fairly big proble

Rubbish or litter 17%
Car parking 18%
Disruptive children / teenagers 17%
Drug use or dealing 14%

Noisy neighbours 14%
Noise from traffic 12%

Pets and animals 11%
Vandalism and graffiti 10%
Other crime 9%
Drunk or rowdy behaviour 7%
People damaging your propert 8%
Racial or other harassmen 5%

Abandoned or burnt out vehicle: 4%

m Very big problem = Fairly big problem

Satisfaction at district levél Tenants inOther districtsandRotherhamgenerally reported lower
levels of local problems compared with tenants living in otr@as Tenantseported the highest
levels of problemén Firvale, Page Hall, Grimesthorpe and Firth Park

Tenants living iEllesmere and BugneaveandFirvale, Page Hall, Grimesthorpe and Firth Park
reported higher levels of local problems withbbish or litter (43%- 59%, drug use or dealing 836
- 449, disruptive children (34%40%),vandalism and graffiti (19922%) and other crime (280
21%) than tenants in other areas.

Tenants living ifellesmere and Burngreawsso reported high levels of problemsth noise from
traffic (5%)and people damaging property (23%), while those livikgruale, Page Hall,
Grimesthorpe and Firth P&rreported higher levels of local problems withunk or rowdy
behaviour 24%),pets and animals (33%) andisy neighbours4(1%) than other tenants.
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36 Anti-social behaviour

One in eighttenantshad reported antisocial behaviour tcArches Housingn the past 12 months
(13%) For those tenants who had reported the problem to their landlojdst under two thirds
found it easy to contact the right persort4%) and found staff helpful§3%). Many tenant§ound
staff able to deal with their problen60%; however a thirdfound staff unable to deal with their
problem (32%)

Around half of the tenants were satisfied withe support provided by staff {#6) the speed the
report was dealt with 47%) being kept informed50%) and how the report was dealt with (8%)
while almosttwo thirds of terants were satisfied with the advice provided by stéf£4). However
only 40% of tenants weresatisfied withthe final outcomeof the report and significant numberof
tenantswere dissatisfieavith all aspects of the servic&$%- 45%.

Figure 3.11 Tenant satisfaction with way in which asticial
behaviour report was dealt with (Base 3514)

The final outcome of your repor

Speed with which your report was deal

(0}
with | 16%]
How the report was dealt with

m Satisfied = Neither Dissatisfied

Satisfaction at district levélFar more tenants iicllesmere and BurngreaaedFirvale, Page Hall,
Grimesthorpe and Firth Parteported antisocial behaviou(18%- 20% compared withtenants
living in other area$4%- 15%)

3.7 Customer care

Method of contact

The majority of tenants 86%) had contacted their landlord in the last 12 month3Nhen
communicating with their landlord the majority telephonédches Housig (82%), while some
visited the office (4%).
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Figure 3.12 How tenants last

All tenants
contacted their landlord

Phoned 82%
Visited office 14%
Email 2%
Wrote 1%
Other 0%
Responses 278

Reason for contact
Four fifthsof tenants contacted their fadlord in the last 12 months in order to report a repair

(7999. A number oftenants(10%9 had made contact with a query regarding resgrvice charger
housing benefitwhilefewtenant® r efar soatact wasa neighbour or neighbourhood issy8%,

atransfer/exchange query (3%) a garden or communal area issu2/4g.

All tenants

Repairs 79%

Figure 3.13 Reason for last contact

| Figure 3.13 Reason for last contact |

| Repairs |

10%

3%

3%

2%

2%
: 1%

265

Quality of contact
When Arches Housing genant contacted their landlordaround three quarters otenants found

getting hold of the right person easy71%) anda slightlyhigher percentagefound staffhelpfu (80%).
Just under two thirdsound staff able to deal with their enquiry39, although fewemwere left
satisfied with the outcome of contact after contactidgches Housing(60%) and 27% were left

dissatisfied
Figure 3.14 Satisfaction with customer contac

m Easy/helpful/able/satisfied m Neither = Difficult/unhelpful/unable/dissatisfied

12%
109 189

Satisfaction with the final
outcome

Could staff deal with the
problem

Helpfulness of staft

Getting hold of the right
person
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Satisfaction at district levélNoticeablymore tenants inOther districts (89%)found it easy to
contact staff than other tenants §%- 80%). Tenants irBrightside and Wincoban84%)and
Rotherham (90%awarded the highest ratings for the helpfulness of;stdfile those inFirvale, Bge
Hall, Grimesthorpe and Firth Padivarded the lowest rating for #nhelpfulness of staff$%9. More
tenants found staff able to deal with their problenRatherham(90%), much higher than other
areas (67% 74%). More tenants ifiinsley, Darndland Attercliffe(68%) andRotherham(80%)were
satisfied with thdinaloutcomeof contactthan in other areasespeciallgompared withtenants in
Ellesmere and Burngrea(&1%).

As the chart below shows, satisfaction with the final outcome of consamebngst tenantsaried by
somekey diversity strand§ ethnicity,ageandgender

Figure 3.15 Satisfaction with the final outcome of contact by key diversit
strands

= % Satisfied = % Dissatisfied
All tenants (279)

White British (143)
BME (117)

Under 35 (60)
3559 (147)
Over 60 (48)

Disability (132)
No disability (135)

Female (175)
Male (80)

No religion (50)
Christian all denominations (11C
Other religion (87)

3.8 Repairs and maintenanservice

While the majority of tenants 71%) who had an opinion were satisfied with the repairs and
maintenance servicea fifth were dissasified with the service(20%) Tenantswho had used the
service in the last 12 months ratedniore highly(72%9 than those who had notg7%).
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