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EXECUTIVE SUMMARY:

The third Standard Tenant Satisfaction Survey (STATUS) was carried out in Autumn 2006 to satisfy the triennial statutory duty for Salford Council to measure the satisfaction of tenants in its properties. The survey also provides the method for reporting on the Best Value Performance Indicators (BVPIs) 74 and 75 as required by the Audit Commission.  

In brief the findings of STATUS 2006 indicates that tenants are satisfied with the housing services provided by New Prospect, and levels of satisfaction have risen since the previous survey in 2003. Overall satisfaction for most questions is typically 70% plus and improving. 

The improvement in BVPIs 74 and 75 was very encouraging, especially the dramatic increase for BVPI 75, which suggests the extensive housing options consultation, the Opening Doors Compact and general tenant involvement have been a great success.

Key findings:

A sample size of 3,500 (split equally over the 5 New Prospect housing groups) was agreed in order to ensure that the statutory 625 returns required was surpassed. A healthy 1,404 responses were received for analysis, equating to a response rate of just over 40%.  The BVPI findings were as follows:

· BVPI 74 tenant satisfaction with the overall service provided by New Prospect is 78.1%, an improvement on the 2003 figure of 72.2% in 2003.

· BVPI 75 tenant satisfaction with opportunities for participation in management and decision making in relation to housing services provided by New Prospect is 70.9%, which is well above the 45.4% recorded in the 2003 survey.  BME satisfaction was for this indicator above the overall level at 73.2%.

· It is required that these indicators are then split between BME and non-BME groups, and for BVPI 74 the BME satisfaction response was lower than the overall level at 68.8%.

Following the completion of the STATUS a full report which details all of the findings has been written and agreed for distribution by internal stakeholders in February 2007.
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DETAILS:

1. 0 Background
1.1 STATUS is a standard questionnaire used by Local Authorities and Housing Association to determine levels satisfaction amongst tenants who live in their housing stock.  This is the third survey for the authority of its kind, and is required every 3 years.  The Housing Consortium on behalf of Salford City Council carried out the first two studies in 2000 and 2003, the 2006 survey was conducted internally.
1.2  Findings from this survey enable us to:  

· Identify both good and poor areas of service delivery

· Highlight high and low levels of resident satisfaction

· Measure changes in tenant satisfaction over time and asses continuing trends from 2003 to 2006

· Identify priority service areas for improvement

1.3  The survey was conducted by post with the original questionnaires (see appendix E) being sent out with a covering explanation letter and pre-paid self addressed envelope in late September 2006.  Two reminders were sent out at two week intervals to non-respondents with further questionnaires in order to maximise the response rate, and all major holidays were avoided.  An incentive of a prize draw for shopping vouchers to the value of £125 was added to the survey.

1.4  A sample size of 3,500 was chosen, made up evenly of the five New Prospect housing groups of Salford (Eccles & Irlam, Worsley & Little Hulton, Salford North, Salford South and Swinton), and within these areas the sample was selected randomly.  The minimum overall target for responses needed was 625.  The response rate of 1,404 more than surpassed the required 625 and was just over 40% (21% in 2003 1,495/7,100).  

2.0 Detail

2.1  Housing Profiles

From the survey key housing profile related facts were gained such as the following:

· 3.5% of the respondents are from BME households;

· 37% of respondents have been a council tenant for 21 years or more, and 53.6% have been a council tenant for at least 11 years;

· 25.1% have been in their current home for at least 21 years with 43.1% having been resident for at least 11 years;

· 50.2% had at least one person aged 60 or over;

· 13% of respondents are 1 parent families, 5.5% are 2 parent families

2.2 Satisfaction with Accommodation

83.1% of tenants were satisfied with their accommodation compared to 81.6% 3 years ago.  However there were slight declines in both the people very satisfied and dissatisfied alike. 

Tenants from the Salford South housing group area were most satisfied with their accommodation at 87.8%, with Swinton tenants having the least proportion satisfied at 80.7%

The number of respondents who consider they have too few rooms has risen from 16.1% to 18.5% since 2003 (a 14.9% difference), however this was not reflected in the rise in household sizes recorded by the survey from 1.83 to 1.85 over the same period (1.6% difference).

The percentage of residents satisfied with the condition of their property fell between 2003 and 2006 from 78.6% to 75.9%, and there was a more significant fall in the number of people very satisfied with their property from 30.6% to 24.8%, which are findings that need further consideration.

2.3 Satisfaction with Neighbourhood

Satisfaction with neighbourhood remained constant with just over 7 out of 10 tenants satisfied (70.6%) with their neighbourhood, plus there was also an increase in the number of people very satisfied from 30.4% to 32.9%.

As with accommodation satisfaction, when neighbourhood satisfaction is looked at by housing group, Salford South had the highest proportion of satisfied residents at 74.7% with Swinton having the lowest at 68.8%.

All neighbourhood problems have significantly decreased since 2003 according to the percentage of tenants who rated them as such.  Litter and rubbish remained the highest-ranking problem with 70.8% of respondents considering it as such, and vandalism continued to rank second with 64.8% of tenants perceiving it as a problem. Just under half of the tenants think dogs, other crime, graffiti and noise from neighbours are problems, whilst between 3 and 4 out of ten believe noise from traffic, drug dealing and problems with neighbours are a nuisance.  Fewer than 2 in 10 people (17.8%) think vandalism to the home is a problem whilst only 10% see racial harassment as a problem.  Whilst all problems reduced there still remains a lot of work to do to reduce them further in the next 3 years.

2.4 Satisfaction with Landlord Services provided by New Prospect

78.2% of tenants indicated satisfaction with the overall Landlord Services New Prospect provides with 32.4% being very satisfied (28% in 2003).  Satisfaction with landlord services is highest in the Worsley & Little Hulton housing group area at 81.5% and lowest in Eccles & Irlam 73.2%.

73.9% consider their landlord services to be good value for money (71.4% in 2003), with 75.2% expressing satisfaction with repairs and maintenance (66.8% in 2003).  

Repairs remain to be the main reason 76.6% of tenants contacted New Prospect, and after contacting their landlord 66.6% of respondents were satisfied with the final outcome (53.9% 2003).

2.5 Communication and Participation

81.8% of respondents considered New Prospect to be good at keeping them informed of things which may affect them as a tenant (71.8% in 2003).  Over 3 in 10 tenants (60.1%) expressed satisfaction with opportunities provided by New Prospect for participation in management and decision making (45.4% in 2003).  

54.8% of tenants said they were aware of Tenant Participation Compacts, this was only 32.8% in 2003.  Of the tenants who are aware of the Compact 64.4% are satisfied with the agreement (60.2% in 2003).

2.6 Improving Services

When asked to rate their top 3 services (in no particular order) the top two services were Repairs and Maintenance with 28.5% and Overall Quality of Home with 21.7%.  However when tenants were asked to indicate which services needed the most improvement, Overall Quality of Home was considered the most in need service with 78.5% of tenants rating at least some improvement needed.  Repairs and Maintenance was rated the highest for ‘Much Improvement Needed’ category with 23.9% and third highest for any improvement needed with 68%.  Due to the high importance to tenants of these services, coupled with the high percentage of tenants who think there is need for improvement, the findings make these two service areas the clear priorities for future improvements.

3.0  Conclusion and Recommendations
3.1  Overall the findings of STATUS 2006 are positive and indicate that tenants are satisfied with the housing services provided by New Prospect, and levels of satisfaction have risen since the previous survey in 2003. For some areas of services these gains in satisfaction levels have been considerable.  The only service that has not risen in terms of satisfaction is the physical accommodation, which has seen a very slight decline.  The quality of accommodation is rated as the second most important service by tenants, but is also the service with the most room for improvement.  This must be a, if not the, priority highlighted by this survey, and needs to be addressed.  The Decent Homes standard which is due to be met by 2010 has pre-empted improvements in the condition of council owned accommodation, and changes in the management and ownership of stock are in the process of being made in order to gain the extra funding needed to achieve and surpass the national standard.  With this work already in progress a marked improvement is hoped for regarding the question relating to satisfaction with accommodation in 2009.  

3.2  Maintenance and repairs is the most important service in the opinion of tenants and is the main reason why the majority of respondents have any contact with their landlord.  Although satisfaction levels for this service are high and have improved well since 2003, there is still considerable room for improvement according to the respondents, and due to its importance, must also be of high priority to improve standards in this area.

3.3  The improvement in both overall BVPIs was very encouraging, especially the dramatic increase for BVPI 75 which suggests the housing options consultation, the Opening Doors Compact and the range of other opportunities for tenant involvement have been a great success.  As well as satisfaction with landlord services rising, so did value for money, and it was also clear to see that tenants in receipt of no Housing Benefit were likely to be less satisfied litter/rubbish on the street and vandalism continued to be the two standout neighbourhood problems, but again there are drastic decreases in the numbers of people who think these to be serious problems.  There was a marginal increase in satisfaction with neighbourhood, and when various aspects of satisfaction were looked at and broken down by area and housing group, it was clear tenants were more satisfied in the ‘Central Salford’ area, Salford South in particular, and less satisfied in the ‘West Salford’ area, especially Swinton.

3.4 Overall satisfaction for most questions is typically 70% plus and improving since the previous survey in 2003, and there is no reason this can not improve even further whoever may provide the landlord services in the future.  The two major priorities of accommodation quality and repairs & maintenance have the opportunity to be addressed straight away with the pending change in stock management/ownership to meet the Decent Homes Standard and presents a challenge for the proposed new housing organisations.  It may be possible that more customer involvement has led to higher satisfaction in certain locations as opposed to others, and this must be looked into to enable good practice to be transferred between areas allowing the lowest areas of satisfaction to be raised up to the highest.  

Unfortunatley it was not possible to measure the improvement in satisfaction by area after this survey as there was no data available at area/group levels from the previous surveys, however changes in satisfaction by area/group will be measurable in 2009. The whole STATUS exercise was consistent with the two previous surveys, and all things being equal the changes are mainly positive.  When asked about every service a large majority of tenants are satisfied, but when asked about improvements to services the majority still indicate that improvements are needed.  Therefore improvements are needed on top of the sustained good work, the affects of which will be measurable in 2009.  
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STATUS Report 2006

1 Introduction

This report has been prepared by Salford City Council and New Prospect
Housing Limited, who carried out the survey to establish the levels of tenant
satisfaction with housing and landlord services provided in its 25,992
properties. This is the third survey of its kind for local authority homes in the
city. The methodology is described first, following which the results, analysis
and findings are explained, and recommendations made. This is the first
STATUS project which will allow results to be analysed by local areas which
should add value to this report and its recommendations.

1.1 Survey Aims

The aims of the 2006 STATUS were as follows:

e To measure changes in tenant satisfaction over time, with particular
emphasis on the results obtained from the authority’s 2003 survey;

e To identify and prioritise improvements necessary in service areas;

e To enable the comparison of levels of satisfaction, including BVPIs, with
other local authorities especially Greater Manchester and “nearest neighbour”
councils (when comparison figures become available).

e To quantify tenant satisfaction with the housing services for New Prospect
Housing Limited, the current Arms Length Management Organisation for all
Salford City Council’s social housing stock, inline with STATUS guidelines
and using the standard STATUS questions (no supplementary questions were
added).

1.2 Survey Method

The survey was conducted by post with the original questionnaires (see
appendix E) being sent out with a covering explanation letter and pre-paid self
addressed envelope in late September 2006. Two reminders were sent out at
two week intervals to non-respondents with further questionnaires in order to
maximise the response rate, and all major holidays were avoided. An
incentive of a prize draw for shopping vouchers to the value of £125 was
added to the survey.

A sample size of 3,500 was chosen, made up evenly of the five New Prospect
housing groups of Salford (Eccles & Irlam, Worsley & Little Hulton, Salford
North, Salford South and Swinton), and within these areas the sample was
selected randomly. The minimum overall target for responses needed was





625, which is an Audit Commission requirement, in order to ensure the results
are accurate to within a +/- 4% sampling error at the 95% confidence limit.
1.3 Survey Response Rate and Accuracy

The response rate of 1,404 more than surpassed the required 625 and was
just over 40% (21% in 2003 1,495/7,100). Therefore the sample size is more
than double the required size to produce results within a +/- 4% sampling
error at the 95% confidence limit.

1.4 Figures explained

All percentages are rounded to one decimal place, and therefore due to the
nature of rounding they may not all sum exactly to 100.

Many tenants left gaps in the questionnaires, but all filled out the majority of
guestions. Also, all the questions are not relevant to all respondents so the
base number used to calculate the percentages in many of charts used varies
below 1,404. And similarly questions where more than one response is
permitted, all responses are counted and the base number will be above
1,404.

BVPI 75 was calculated using all ‘no opinion’ responses in 2003, but
according to current guidance the ‘no opinion’ responses were omitted for this
survey. Therefore allowances must be made when comparing the results for
this indicator between the 2003 and 2006 surveys.

The Black Minority and Ethnic (BME) population of Salford is relatively small
and so is the number of BME tenants in council stock. Only 3.5% or 48 of the
respondents indicated that they were from BME backgrounds and this small
sample size would have a large margin of error, so the results of BVPI 74b &
75b, which measure the satisfaction of the ethnic population, are not
necessarily accurate and should be interpreted as a guide only. However, a
wider understand of the views of BME residents should be available in the
BME and Faith Strategy for housing and the report from the Strategic Housing
Market Assessment which are both pending.





2. Key Indicators

In order to comply with the Best Value requirements, and to enable the
measurement of the continuous improvement of services, two Best Value
Performance Indicators (BVPI) were produced from the results. The findings
for these indicators can be seen in the two tables below (2.1 and 2.2).

The responses for BVPI 74 show that in total 78.1% are satisfied with the
overall service provided by New Prospect as a landlord. This is a significant
improvement of 5.9% over the 2003 results when 72.2% of replies indicated
they were satisfied.

BVPI 75 indicates a much stronger positive increase in satisfaction with
70.9% of respondents indicating they are satisfied with opportunities to
participate in management and decision making, an impressive 25.5%
improvement over the 45.4% achieved in 2003.

Table 2.1:

Taking everything into account, how satisfied or dissatisfied are you
with the overall service provided by your landlord? (BVPI 74)

SATISFACTION LEVELS Non-BME BME All
% % %
Very satisfied 32.4 25.0 32.4
Fairly satisfied 46.0 43.8 45.8
Neither satisfied nor dissatisfied 12.2 16.7 12.3
Fairly dissatisfied 5.3 4.2 5.2
Very dissatisfied 4.2 10.4 4.4
TOTAL = (100%) 1323 48 1377

Table 2.2:

Thinking about the housing service that your Landlord Provides, how
satisfied or dissatisfied are you with opportunities for participation in

management decision - making? (BVPI 75)

SATISFACTION LEVELS Non-BME BME All
% % %
Very satisfied 27.8 26.8 27.3
Fairly satisfied 43.2 46.3 43.5
Neither satisfied nor dissatisfied 21.8 14.6 22.2
Fairly dissatisfied 4.5 4.9 4.4
Very dissatisfied 2.8 7.3 2.6
TOTAL = (100%) 1160 41 1104

The first STATUS project was carried out in 2000, and in Figure 2.1 the trend
of the BVPIs are illustrated. The graph shows a slight decrease in satisfaction
for both from 2000 to 2003, but then steady and drastic increases in BVPIs 74
and 75 respectively in 2006. Therefore as far as the key housing indicators
are concerned for STATUS 2006 the trends show the management of council





stock has either starting moving in the right direction (BVPI 74) or excelling

(BVPI 75).

Figure 2.1
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It is an Audit Commission requirement that the BVPIs are reported both by
white and BME ethnic groups. The results measured up well as can be seen
below in Table 2.3.

Table 2.3

Comparison of 2006 BVPI results achieved compared to targets set
Indicator Target 2006 Achieved 2006 | Variance +/-
BVPI 74a — All 75% 78.1% +3.1%
BVPI 74b — BME 75% 68.8% -6.2%
BVPI 74c — Non BME 75% 78.4% +3.4%
BVPI 75a — All 60% 70.9% +10.9%
BVPI 75b — BME 60% 73.2% +13.2%
BVPI 75¢ — Non BME 60% 70.7% +10.7%

The targets are achieved in all categories except one, however as already
explained the BME response to this question was very low, only 48 people.
Therefore with such a small sample size any slight change in opinion
recorded may be due to the sample being easily skewed rather than a
genuine case of dissatisfaction with the landlord by ethnic communities (but
BME housing issues will be looked at further in other documents as
mentioned in Section 1). The rest of the targets were successfully met, with
all of the BVPI 75s achieving at least 10% above the set target.






3. Household Profiles

The survey asked the respondents to state their ethnic origin of the tenant or
household using the same standard groupings as the Census. Of the total
1404 respondents 1385 chose to answer this question. Figure 3.1 below
shows the answers aggregated up to the broad ethnic groupings.

Figure 3.1: Ethnic origin of household
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The three tenant satisfaction surveys show a trend of a slight decline in the
proportion of white respondent households living in council stock to 96.5%, a
figure similar to the total white population indicated by the 2001 Census of
96.1%. The only significant rise is in the proportion of Black respondent
households, which offset the decline in the percentage of White respondent
households. The number of black respondent households was 1.8%
compared to 0.8% of the population in the 2001 Census, but numbers of
Black and other BME groups within Salford are expected to have risen
significantly since the last Census. The change in non-BME/total BME
population is illustrated below in figure 3.2.

Figure 3.2: BME
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Figure 3.3:
How would you describe the composition of your household?

Other
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The most frequent household type indicated remains to be one adult 60 or
over (31.5%) and over half of the responses were from single occupant
tenancies (53.8%). There were minor changes in response rates between
household types, except for two adults, at least one over 60 category, which
saw a decline of almost a third. The fall in responses from two parent families
was matched by the rise in one parent families which suggests a movement
to smaller household sizes, however this should not affect the results of the
survey.

Figure 3.4: Length of time as a council tenant/Length of time in current home
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Figure 3.4 shows that over 90% of tenants have been in their current home as
well as having the same landlord for over a year. The most frequent
response recorded was 21+ years for both questions, 37% for council tenant
and 25.1% for current home. Over half the respondents (53.6%) have been a
council tenant for over 10 years and almost 7 out of 10 (68%) had passed five
years as a tenant.





4 Landlord Services

Those surveyed were asked questions relating to how satisfied/dissatisfied
they are with the overall service provided by their landlord including; repairs
and maintenance, dealing with customer enquiries and issues, managing
tenancies and rent administration. In total 1,377 customers gave valid
responses to this question and the results are illustrated below.

Figure 4.1
Taking everything into account, how satisfied or dissatisfied are you
with the overall service provided by your landlord?

Very satisfied
32.4%
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Very dissatisfied

Base = 1377 respondents

As shown in the key findings for BVPI 74 the general trend of satisfaction with
overall landlord services has risen between this and the 2003 survey. The
above chart illustrates the different broken down levels of satisfaction (as
opposed to the BVPI which uses very and fairly satisfied combined). It can be
seen that the major area of improvement is in the top category very satisfied
category from 28% to 32.4%, with the fairly satisfied category having a small
rise 44.2% to 45.8%. These increases are offset by falls in the bottom three
categories. For this question the increase in the BVPI does not do justice to
the actual rise in people who are not just satisfied but very satisfied.

Almost three quarters (74%) of the respondents were satisfied with the value
for money they received for their rent, which was 3% above the previous
survey’s figure. This rise was seen in both categories of satisfaction, with the
number of people very satisfied rising to almost three in ten (29.5%). The two
lower categories both decreased and in total the number of tenants who were
dissatisfied was less than one in ten (9.2% previously 11.5%). The
percentage of people neither satisfied nor dissatisfied remained stable at
17%.





Figure 4.2

Taking into account your home and the services your landlord provides,
do you think the rent for this property represents good value for
money?
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Figure 4.3 Value for money perception compared to rent payment method
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Figure 4.3 clearly suggests that there is a connection between perceived
value for rent money and whether or nor this is paid for by housing benefit.
Tenants who receive no housing benefit are less than half as likely to be very
satisfied and twice as likely to be fairly dissatisfied. This also makes it appear
that on the whole tenants who do not receive housing benefit to assist their
rent are more likely to expect a better service for their money.

Looking at landlord services in more detail in figure 4.4, an increase is
indicated in satisfaction with the way New Prospect deals with repairs and
maintenance to over 3 in 4 people (75.2%) now being satisfied, an 8.4%
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increase over the figure in 2003 (66.8%). The major increase was in the
percentage of very satisfied clients with very dissatisfied clients showing the
largest decrease.

Figure 4.4 Generally, how satisfied or dissatisfied are you with the way
your landlord deals with repairs and maintenance?
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Satisfaction with repairs and maintenance is improving and seems high at
over 3 out of 4 people. In figure 4.5 which details the ratings, it is shown that
five out of the six categories all rated higher than 80%. All ratings improved
on the 2003 scores when the lead-time for jobs also scored lowest, and
attitude of workers rated highest with an impressive 90.6% considering it to
be good.

Figure 4.5 Thinking about your last completed repair, how would it rate in

terms of...?
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Base: varies between rating
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The vast majority of tenants who contacted their landlord in the last 12 months did
so about repairs 76.6% (see figure 4.6), and after contact with New Prospect an
improving two thirds (66.6%) of respondents were satisfied compared to just over
half (53.9%) three years ago (see figure 4.7).

Figure 4.6: What did you last have contact (with New Prospect) about?

Repairs 76.6%
Rent/housing benefit 6.8%
Transfer/exchange 4.1%
Neighbours 5.3%
Other 7.2%

Base: 950 respondents (only those contacted in the last year are counted)

Figure 4.7: Satisfaction with the final outcome of contacting NPHL
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5. Accommodation

Satisfaction with accommodation is generally judged on the tangible aspects
of the customers’ homes such as; kitchen, bathroom, decoration, ability to
withstand the elements, noise and dampness, insulation, fixtures and fittings,
general state of repair, number of rooms/bedrooms, aids and adaptations,
appearance of outside walls and windows, length of time since fitted items
replaced and garden/yard facilities provided.

Figure 5.1: Overall how satisfied or dissatisfied are you with your
accommodation?

Very satisfied
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45.5%
43.3%

Base: 1,374 respondents

There are slight changes to satisfaction levels with accommodation. In
contrast to most questions there has been a slight decrease in the amount of
respondents who were totally satisfied but this was counteracted by a drop in
the number of people very dissatisfied and a rise in tenants who were fairly
satisfied. With the above taken into account there is no significant difference
in accommodation satisfaction from 3 years ago.

The proportion of respondents who thought that the number of rooms in their
property was too few has seen a slight increase from 16.1% in 2003 to 18.5%
in 2006. This is likely to be due in some part to the rise in the household size
of the survey from 1.82 people in 2003 to 1.85 people currently.

Figure 5.2 Do you think the number of homes in your room is...?

About right

Too many

Too few

78.8%

81.6%

Base: 1,377 respondents
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As can be seen from figure 5.3 the perception of the stock condition has
decreased in the highest category from a significant 30.6% to 24.8% in the
last three years. There is a rise is the number of tenants who considered
their property to be in fairly good condition but this was only around half the
decrease in very good, and there was also a slight increase stock perceived
as fairly poor. Overall there is a small but concerning decrease in the
perception of stock condition from 2003 to 2006, but this may be the result of
customers being better informed through the stock options consultation
process which focuses on stock condition and the achievement of Decent
Homes for all council owned property

Figure 5.3: How would you describe the general condition of your
property?

- 30.6%
Very good condition

. . 48.0%
Fairly good condition
51.1%

Neither good nor poor
13.5%

W 2003

Fairly poor condition W 2006

Very poor condition

Base: 1,381 respondents
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6. Neighbourhood

Neighbourhood satisfaction is generally determined by social, aesthetic and
practical elements of where the customers live e.g. crime levels, anti-social
behaviour, amenities, infrastructure and cleanliness. These factors will be
influenced by the all the agencies in Salford who make up the Local Strategic
Partnership and contribute towards the Community Plan. The results of
satisfaction with neighbourhood are displayed below.

Figure 6.1: How satisfied or dissatisfied are you with this
neighbourhood as a place to live?

Very satisfied 32.9%

40.2%

Fairly satisfied 38.7%

11.5%
10.4%

Neither
W 2003

10.0%

Fairly dissatisfied 10.8%

W 2006

Very dissatisfied

Base: 1,378 respondents

There is little significant change in satisfaction with neighbourhood as can be
seen in figure 6.1. The slight growth in tenants very satisfied and decline in
very dissatisfied is encouraging, with almost a third of respondents (32.9%)
indicating the top satisfaction level, and the bottom satisfaction level declining
to 7.1%. These small changes however are countered by the decline in fairly
satisfied and rise in fairly dissatisfied, and overall there is a modest
improvement in the perception of neighbourhood.

All neighbourhood problems have decreased in the opinion of tenants since
2003 and this can be seen in figures 6.2 & 6.3. Figure 6.2 shows the
percentage of tenants who thought an issue was a serious problem and 6.3
shows the combined percentages who considered an issue to be a serious or
slight problem.

According to respondents the most frequent problem remains to be litter and
rubbish in the street, but only 28.4% of people rated it as serious compared to
37.9% in 2003, which is a considerable reduction, and overall the problem fell
from 75.3% to 70.8. Vandalism remained the second highest rated problem
and also saw a significant decrease as a serious problem from 34.9% in 2003
to 23.6% in 2006, with the overall problem percentage falling from 73.3 to
64.8% over the same period.

The other prominent problems such as graffiti, dogs, drug dealing and other
crime also fell but at varying rates, with graffiti almost falling in half from
21.7% to 11.4% as a serious problem, drug dealing also so a fall from 22.7%
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to 13.5%. The least frequent problem continued to be racial harassment
which fell from 4.4% to 3% as a serious problem (although it may be a bigger
problem than first perceived due Salford’s small BME population and will be
looked at further in the BME and Faith Housing Strategy). In spite of the
proportion of tenants who perceive these issues as problems falling, they still
remain as problems, and the good work by all partners working towards the
priorities of the Community Action Plans must continue to reduce these
problems in order to further improve the neighbourhoods.

Figure 6.2: Serious neighbourhood problems

] 24.6%
Other crime

i 22.7%
Drug dealing

People causing
damage to your home

) ] 13.4% W2003
Noise from traffic

10.5%
1 W 2006

17.3%

Noise from people

. 4.4%
Racial harassment
3.0%

Problems with
neighbours 10.5%

13.8%

14.1%

Litter and rubbish in the
street 28.4%

21.1%
Dogs

17.0%

” 21.7%
Graffiti

] 34.9%
Vandalism
23.6%

Base: Varies
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Figure 6.3: Problems at both levels (slight and serious combined)

60.1%
Other crime
46.8%
5 deali 44.3%
rug dealin
9 9 31.6%
People causing 22.1%
damage to your home 17.7%
) _ 41.6% W 2003
Noise from traffic
36.7%
W 2006
_ 47.4%
Noise from people
45.6%
) 12.5%
Racial harassment
10.0%
Problems with 35.4%
neighbours 30.9%
Litter and rubbish in the
street 70.8%
5 59.3%
ogs
9 49.2%
62.3%
Graffiti
73.3%
Vandalism
64.8%
Base: Varies
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7. Communication and Participation

Tenant participation in how housing services are managed and provided is
important for two main reasons. Firstly it is an important extension of
democracy beyond the ballot box, allowing people who will be affected by
particular decisions to have a say when they are made. Secondly, all
organisations function better if they are able to provide their customers with
what they want, and housing services is no different. Therefore tenant
participation and consultation when managing their homes is imperative to
improving both the housing services provided and the community as a whole.

Figure 7.1: Generally, how good or poor do you feel your landlord is at
keeping you informed about things that may affect you as a tenant?

vV q 315%
ery goo
ya 40.9%

I d 42.3%
Fairly goo
vy 40.9%

) 16.1%
Neither good nor poor

1.8%
] m 2003

6.3%

Fairly poor m 2006

Very poor

Base: 1,378 respondents

There was a rise of around a third from 31.5% to 40.9% (see figure 7.1) of
tenants who thought that New Prospect was very good at keeping them
informed about things that might affect them. Around 4 out of 5 (81.8)
thought New Prospect was good at keeping them informed which improved
on less than 3 out of four (73.8%) who considered the same in 2003.

There was an increase of around a fifth of the proportion of tenants who
believed New Prospect listened a lot to the views when making a decision,
from 20.6% in 2003 to 28.2% in 2006 (see figure 7.2). There was also a 40%
reduction in the number of respondents who thought New Prospect did not
listen to them when making decisions from 20.7% to the current 12.5%.

Satisfaction in opportunities for participation in management decision making
is used to calculate BVPI 75 as mentioned earlier in this report, and a broken
down chart of the question can be seen in figure 7.3. Following Audit
Commission guidance the base for BVPI 75 excluded ‘no opinion’ responses
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for the 2006 figure, however all responses can be seen in figure 7.3. The
largest increase can be seen in the very satisfied category with a increase of
over 50% from 15% in 2003 to 23.5%. The amount of respondents quite
satisfied has risen by over 20% from 30.4% to 36.6%, with all other
categories falling.

Figure 7.2: How much account do you feel your landlord takes of
tenant’s view when making decisions?

m 2003
A lot

W 2006

39.4%
A little
412%

20.7%
None at all
2.5%

19.3%
No opinion
18.0%

Base: 1,364 respondents

7.3 Thinking about the housing services that your landlord provides,
how satisfied or dissatisfied are you with opportunities for participation
in management and decision-making?

Very satisfied
23.5%

. - 30.4%
Fairly satisfied >

36.6%

Neither

Fairly dissatisfied

Very dissatisfied

No opinion

Base: 1,370 respondents
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There was a dramatic increase in the number of respondents who are aware
of the tenant participation compact, as seen in figure 7.4, this has risen from
less than a third (32.4%) to the majority of tenants (54.8%) in 3 years, but
ideally this figure would be a lot higher. Of the tenants who knew of the
Tenant Compact there were reasonable increases in the proportion who were
satisfied as seen in figure 7.5, taking the total satisfied from 60.2% to 64.4%.
This is coupled with the fact that more customers are now aware of the
Tenant Compact

Figure 7.4: Have you heard of Tenant Participation Compacts -
agreements between local councils and their tenants — which set out
how tenants will be involved in shaping local decisions about housing?

2003

Yes

2006

67.2%
No

Base: 1322 respondents

Figure 7.5 How satisfied or dissatisfied are your locally-agreed Tenant
Participation Compact?

22.5%

Very satisfied 24.9%

37.7%

Fairly satisfied 39.5%

22.0%

Neither 12%

m 2003

2.6%

Fairly dissatisfied 2.4% 2006

2.7%

Very dissatisfied 0%

-

12.6%

Don't know %

I:I

Base: 712 (answers only counted if the respondent is aware of the Compact)
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8 Satisfaction by Area

New Prospect manages the council stock with five different housing groups
for the different geographical areas; Eccles and Irlam, Swinton, Worsley and
Little Hulton, Salford North and Salford South. Salford is also split into two
main areas when it comes to regeneration, Central Salford, which has been
the focus of most of the regeneration activity and includes Salford North and
South Housing Groups, and West Salford which includes the other three
groups. The following section examines levels of satisfaction according to the
housing group and area the tenants live in.

Figure 8.1 Satisfaction with overall landlord services by housing group
and area

Eccles & Irlam 73.2%

Sw inton

Worsley & L.Hulton 815%
Salford North 80.8%

Salford South

All West Salford 77.1%

All Central Salford 80.0%

Total Salford 78.1%

60.0% 65.0% 70.0% 75.0% 80.0% 85.0% 90.0%

Base: 1,377

Central Salford tenants were slightly more satisfied with their landlord
services as a whole than West Salford tenants (see figure 8.1). Both Central
Salford housing groups were within 1% point of 80% satisfaction, but they
were still less satisfied respondents as a percentage than Worsley and Little
Hulton. The West Salford rating is lower as a result of Swinton and Eccles &
Irlam groups which rated below the Salford average of 78.1%.

In figure 8.2 it can be seen, when rounded to one decimal place, the
respondents’ satisfaction with their area as a place to live is level between
both West and Central Salford at 71.6%. Salford South residents said they
were most satisfied with the neighbourhood, with Eccles & Irlam also being
above average. Worsley and Little Hulton is close to the average with Salford
North and Swinton falling below. Overall satisfaction of accommodation by
area indicates that Central Salford tenants are marginally more satisfied than
in the West. This is mainly due to Salford South’s rating which at 87.8% is
significantly above the City average of 83.1% with all other groups falling near
of below the average (see figure 8.3).
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Figure 8.2: Satisfaction with neighbourhood by housing group and area

Eccles & Irlam 73.9%

Swinton

Worsley & L.Hulton
Salford North
74.7%

Salford South

All West Salford

All Central Salford 716%
Total Salford 716%
60.‘0% 65.‘0% 70.‘0% 75.‘0% 80.0%
Base: 1,378
Figure 8.3: Satisfaction with accommodation by housing group and area
Eccles & Irlam 82.1%
Swinton 80.7%
Worsley & L.Hulton 83.6%
Salford North 822%
Salford South 87.8%
All West Salford 82.2%
All Central Salford 84.7%
Total Salford 83.1%
60.‘0% 65.0% 70.6% 75.0% 80.‘0% 85.‘0% 90.0% 95.0%

Base: 1,374

Central Salford residents are far more satisfied than in West Salford when it
comes to opportunities to participate in the management and decision making
regarding housing and landlord services. As illustrated in Figure 8.4 Central
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Salford has a 75.8% satisfaction rating with West Salford only rating 68.1%.
Both South and North Salford rate the highest with 76.7% and 75%
respectively, well above the Salford average of 70.9%. Only Worsley and
Little Hulton were just above the average in West Salford with Swinton falling
considerably below. From the results to this question it appears that
satisfaction may be higher in areas which have had more regeneration activity
and therefore more community consultation and involvement, as well as
areas where Tenant and Residents’ Associations are most established
historically.

Figure 8.4: Satisfaction with opportunities for involvement with
management and decision making by housing group and area

Eccles & Irlam 67.7%

Swinton 64.8%

Worsley & L.Hulton 71.3%

Salford North 75.0%

All West Salford 68.1%

All Central Salford 75.8%

Total Salford 70.9%

Salford South 76.7%

50.0% 55.0% 60.0% 65.0% 70.0% 75.0%

80.0%

Base: 1,160

Overall satisfaction by area is noticeably higher in Central Salford than in
West Salford, with Salford South being the stand out area for resident
satisfaction and Swinton rating consistently poorly in relation to the others.
Following Salford South, are the Worsley & Little Hulton and Swinton North
locations which were above the Salford average overall, whereas Eccles &
Irlam were below average.
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9 Improving Services

The improving services section is new to the 2006 survey. Tenants were
asked to rate up to three services they considered to be most important to
them, after all the responses were totalled it is clear to see (figure 9.1) that it
is the physical and tangible services that they rate as the most important.
Repairs and maintenance was indicated most frequently as important, with
almost 3 out of 10 of all ratings (28.5%) and as respondents could indicate 3
choices each it is likely that a large majority of tenants chose this service.
Quality of home achieved the second highest response rate with over a fifth of
total responses (21.7%), and all three of keeping tenants informed, value for
money and taking tenants views into account also scored quite strongly as
can be seen on the chart.

Figure 9.1: Of the following services, which do you consider to be the
three most important?

Repairs and maintenance 28.5%

21.7%

Overall quality of home

17.6%

Keeping tenants informed

Value for money for your rent 14.7% B Important

Services
] 2006

Taking tenants views into
account

13.8%

Involving tenants in the

. . 3.7%
management of their housing

1

Base: 3,768 responses

Respondents were also asked how they viewed the services in terms of need
for improvement. As illustrated in figure 9.2, all of the services were rated as
needing at least some improvement by the majority of respondents. The
most concerning service is the quality of home as this was the highest with
78.5% in terms of needed improvement and it was also rated as the second
most important service by tenants. The most important service, repairs and
maintenance, was indicated as needing improvement by over two thirds
(69%) of respondents, although this is concerning it was about the average
for all services. Keeping tenants informed and value for money were rated in
the middle in terms of importance but faired the best with 44.2% and 38.7% of
respondents respectively rating the services as not needing improvement.
Taking tenants views into account was rated the second least important, and
also rated second worst needing improvement with only 25.7% of people
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considering that no improvement was needed. Even though involving tenants
in the management of their housing rated the least important by far, around
two thirds of respondents (66%) still considered that improvement was
needed.

Therefore when considering importance measured against the perception of
room for improvement, the priority should be the quality of the home. This is
being addressed as the authority delivers its Decent Housing Investment
Strategy, and changes are in process to the way council stock is managed
(as well as owned) which will generate the extra funding needed to make
improvements. The second priority would be repairs and maintenance as it is
considered as the most important service but there is still reasonable room for
improvement. From a tenant interaction point of view, the information they
receive has relatively small room for improvement, but the problem is when it
comes to being listened to.

Figure 9.2: How much do you think the following services need improving?

B No improvement needed B Some improvement needed
O Much improvement needed
Repairs and maintenance 23.9%
Overall quality of home 22.2%
Keeping tenants informed 11.9%
Value for money for your rent 18.4%
Taking tenants views into : 0
account 23.8%
Involving tenants in the
. . 33.9% 12.8%
management of their housing 0

Base: Varies





10. Recommendations and Conclusions

Overall the findings of STATUS 2006 indicates that tenants are satisfied with
the housing services provided by New Prospect, and levels of satisfaction
have risen since the previous survey in 2003. For some areas of services
these gains in satisfaction levels have been considerable. The only service
that has not risen in terms of satisfaction is the physical accommodation,
which has seen a very slight decline. The quality of accommodation is rated
as the second most important service by tenants, but the service which has
the most room for improvement. This must be a, if not the, priority highlighted
by this survey, and must be addressed. The Decent Homes standard which
must be met by 2010 has pre-empted improvements in the condition of
council owned accommodation, and changes in the management and
ownership of stock are in the process of being made in order to gain the extra
funding needed to achieve and surpass the national standard. With this work
in process a marked improvement is hoped for the question relating to
satisfaction with accommodation in 2009.

As well as its quality, the size of property may also influence how tenants felt
about their home. Although there was a small increase in the number of
respondents who thought they had too few rooms, this was not fully reflected
by the very slight increase in household size, and the decline in property
satisfaction is likely to have been more affected by the decline in the
perception of property condition. Maintenance and repairs is the most
important service in the opinion of New Prospect tenants and is the reason
why the majority of respondents have any contact with their landlord.
Although satisfaction levels for this service are high and have improved well
since 2003, there is still considerable room for improvement according to the
respondents, and due to its importance, must also be of high priority to
improve standards in this area.

The improvement in both overall BVPIs was very encouraging, especially the
dramatic increase for BVPI 75 which suggests the housing options
consultation, the Opening Doors Compact and general tenant involvement
have been a great success. As well as satisfaction with landlord services
rising, so did value for money, and it was also clear to see that tenants in
receipt of no Housing Benefit were likely to be less satisfied. Litter/rubbish on
the street and vandalism continued to be the two standout neighbourhood
problems, but there are drastic decreases in the numbers of people who think
these are serious problems. There was a marginal increase in satisfaction
with neighbourhood, and when various aspects of satisfaction were looked at
and broken down by area and housing group, it was clear tenants were more
satisfied in the ‘Central Salford’ area, Salford South in particular, and less
satisfied in the ‘West Salford’ area, especially Swinton.

Overall satisfaction for most questions is typically 70% plus and improving
since the previous survey in 2003, and there is no reason this can not
improve even further whoever may provide the landlord services in the future.
The two major priorities of accommodation quality and repairs & maintenance
have the opportunity to be addressed straight away with the pending change
in stock management/ownership to meet the Decent Homes Standard and
presents a challenge for the proposed new housing companies. It may be
possible that more customer involvement has led to higher satisfaction in
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certain locations as opposed to others, and this must be looked into to enable
good practice to be transferred between areas allowing the lowest areas of
satisfaction to be raised up to the highest. The improvement in satisfaction by
area was impossible to be measure after this survey as there was no data
available at area/group levels from previous surveys, but changes in
satisfaction by area/group will be measurable in 2009. The whole STATUS
exercise was consistent with the two previous surveys, and all things being
equal the changes are mainly positive. When asked about every service a
large majority of tenants are satisfied, but when asked about improvements to
services the majority still indicate that improvements are needed. Therefore
improvements are needed on top of the sustained good work, and the affects
of this will be measurable in 2009.
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Appendix A

Further Considerations

The project has now been concluded. It was mobilised at pace and it has
demonstrated that we have the skills, ability and knowledge to complete this
type of activity, internally. The findings and the data are available for use by
colleagues and partners. These findings may well generate further thoughts
on how services, policies and activities need to be enhanced and shaped in
the future. To start with here are a selection issues that the survey and report
raise:

e Quality of accommodation was a significant issue with the respondents.
This could be used /cascaded (within appropriate communication strategies)
to support (along with many other issues) the need to deliver additional
resources/improvements via our mixed investment strategy.

e A change in the proportion of one parent families with children needs to be
considered as part of the Housing Market Needs and Demand Study as well
as the new organisations that emerge with future development opportunity.
Equally further analysis could be carried out to understand the reasons and
rationale for this, by measuring the impact of Right to Buy and any issues
relating to the current and future allocations policies.

e The report must be used to help develop the new organisations and to
plan and deliver service improvements by New Prospect and the new
providers. Equally the findings could be used to target service evaluation, i.e.
evaluate the reasons behind the services that appear to have most improved.
This would help providers and policy developers to generate examples of
good practice.

e There is a need to be mindful that the new organisations need to build in
capacity and ability to complete or commission these types of surveys, and
the methodology and analysis should be compatible. The Housing
Connections Partnership or the current Strategic Housing function are in the
best position to coordinate this, and it is a possibility that all RSL and licensed
landlords could be included in a future survey if they are willing to cooperate.

e With the organisational changes likely to occur in Spring 2007, there is
need to agree the arrangements for owning, reporting and monitoring the
findings of the next tenant satisfaction survey due in 2009.
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Appendix B —
Covering Letter

‘ Salford City Council ‘

Salford City Council, m‘l

Housing and Planning Directorate,

Swinton Civic Centre, New Prospect
Chorley Road, fo—— e
Swinton, =L S’

Salford

M27 5BY

25th September 2004

Dear Tenant
Win £125 high street shopping vouchers!

You have been selected from over 25 000 custormers to have the opportunity to win £125 High
Street shopping vouchers. Every completed survey returned to us will be entered into
our prize draw.

As part of our commitment to listening te our tenants, we are carrying out a postal survey to
find out how satisfied you are with your home and the services you receive from us.

Your views are essential if we are to successfully improve our service to you so please complete
the enclosed questionnaire and send it back to us in the pre-paid envelope supplied as soon as
you can,

Please be assured that all your answers will be treated in the strictest confidence and used for
rasearch purposes only.

If you have any questions or concerns about this survey please contact Emma Cohen an
0141 793 3450 who will be happy to help you.

We hope that you will take part and would like to thank you in advance for all your
help and support.

Yours sincerely,

Barbara Spicer
Chief Executive
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Appendix C —
Reminder Letter

Salford City Council

Salford City Council, N-[
Housing and Planning Directorate, g
Swinton Civic Centre, New Prospect

Chorley Road, beter homes S,/ stronger communities
Swinton, i i

Salford
M27 5BY

October 2006

Dear Tenant
Don’t miss your chance to win £125 high street shopping vouchers!

We recently selected you from over 25 000 customers to have the opportunity to win £125 High
Street shopping vouchers by completing the enclosed survey.

The survey was sent out as part of our commitment to listening to our tenants, to find out how
satisfied you are with your home and the services you receive from us.

We have not yet registered any response from you and your views are essential if we are to
successfully improve our service to you. We would therefore be grateful if you would complete
the enclosed questionnaire and send it back to us in the pre-paid envelope supplied as soon as
you can. If you have sent your questionnaire back in the last few days please accept our
apologies for this reminder.

Please be assured that all your answers will be treated in the strictest confidence and used for
research purposes only.

If you have any questions or concerns about this survey please contact Emma Cohen on
0161 793 3450 who will be happy to help you.

We hope that you will take part and would like to thank you in advance for all your
help and support.

Yours sincerely,

Barbara Spicer
Chief Executive
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Appendix D —
Translation Panel (on reverse of appendices

sl daa 850 el By oy i ela B kil 028 agd 330 Lol Ciadal 13

0161793 3536 A8 —iila

L N A SR T Salford £ 16717 Equalitics [/

0161 793 3536

& gus fem Stzde § mive few Aorfear ©f #ga3 3, 3t fagur F9d AEdes
&A% (Salford council) few feafset 2 (Equalities Team) 575 & 509
01617933536 '3 AUTE T

1120161793 3536 Atk Ue

This document can also be provided in large print,
audio, electronic and braille formats. Please contact
the Strategy and Partnership Team at Salford City
Council, telephone number 0800 328 4599.

C&D
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Appendix E —

Questionnaire Template (8 pages)

ISSUE: 3NB

THE STANDARDISED
TENANT SATISFACTION
SURVEY

P
New Prospect

Crasting betler homes v stonger communities

Salford City Council

Please read these instructions carefully before completing the questionnaire

F

HOW TO COMPLETE THE QUESTIONNAIRE

are for office use only

|. The questionnaire should be completed by the 3. Ignore the numbers beside each question - they
tenant at this address, or their partner/spouse

2. Please read the instructions for answering each 4. Please check you have answered all the

question carefully. Most questions ask you to

“TICK ONE BOX ONLY"

questions that you should have answered

5. Please return the completed questionnaire in

the envelope provided
]
INFORMATION ABOUT YOUR HOUSEHOLD
QI How long have you/your household Q3 How many people usually live here in

been a tenant of this landlord?

total?
- WRITE NUMBER IN BOX |:|

How many people living in your
household are aged under |67

WRITE NUMBER IN BOX D
Please enter™0” if none in household

How many people living in your
household are aged 60 or over?
WRITE NUMBER IN BOX

Please enter”0"”if none in household

TICK ONE BOX ONLY v*
Under | year DI Q‘
| -2 years Dz
3-5years Qs
6- 10 years Q.
I -20 years . P Qs
21+ years [ P
Don't know/can't remember (7
: /
Q2 And how long have you/your Q6

household lived in this home?

How would you describe the
composition of your household?

TICK ONE BOX ONLY v TICK ONE BQX ONLY v*

One adult under 60 1

Under | year Q. One adult aged 60 or over 2

|- 2 years Q. Two adults both under 60 s

3-5years D; Two adults, at least one 60 or over D4

6 - 10 years . Three or more adults, 16 orover (s
I-parent family with child/ren,

;: ;i:’:n 8: atpl‘east one ulr’:der 16 Ds

Don’t know/can’t remember D? iﬁg:gaem:zd:id::hlldlren. O,
Other Ds

All the information you give will be kept completely confidential. It will only be used to monitor
your Landlord's performance. The anonymous results may be passed to the relevant government
department so they can compare your Landlord’s performance with that of other Landlords.
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Q7 To which of these groups do you consider you belong?
White TICK ONE BOX ONLY v/
British I
Irish Dz

Any other White background (please tick and write in) 0

Mixed

White and Black Caribbean D4
White and Black African 5
White and Asian : Ds

Any other mixed background (please tick and write in) D? ............................................
Asian or Asian British

Indian Ds
Q

Pakistani 9

Bangladeshi D 10

Any other Asian background (please tick and write in) N S
Black or Black British

Caribbean D 12

African

13
Any other Black background (please tick and write in) D 14 eeeeeeaesnsesesssnas e

Chinese D 15
Other (please tick and write in) D 16

QB8 Do you have any longstanding illness, disability or infirmity? ‘Longstanding’ means anything thag
has troubled you over a period of time or that is likely to affect you over a period of time

TICK ONE BOX ONLY v*

Yes Uicoroos ©
No :60m0010 0
Don't know D3GOTU Qlo )

Q9  If you have such an iliness or disability does this limit your activities in any way?
TICK ONE BOX ONLY v'

Yes |
No 2

QI0 Does anyone in your household use a wheelchair?

TICK ONE BOX ONLY v*
Yes |
No 2

INFORMATION ABOUT YOUR HOUSING AND NEIGHBOURHOOD

QI | Taking everything into account, how satisfied or dissatisfied are you with the overall service

provided by your landlord?

TICK ONE BOX ONLY v*
Very satisfied Di
Fairly satisfied A
Neither satisfied nor dissatisfied D3
Fairly dissatisfied D4
Very dissatisfied Qs
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Q2 Taking into account your home and the services your landlord provides, do you think
that the rent for this property represer s good or poor value for money?
TICK ONE 50X ONLY v
Very good value I
Fairly good value 2
Neither good nor poor 3
Fairly poor value 4
Very poor value 5

QI3 Overall, how satisfied or dissatisfied are you with your accommodation?
TICK ONE BOX ONLY v
Very satisfied I

Fairly satisfied 2
Neither satisfied nor dissatisfied D3
Fairly dissatisfied D4
Very dissatisfied Qs

Q14 Do you think the number of rooms you have in your home is....?
TICK ONE BOX ONLY v

Too few ; 1
Too many 2
About right Da

Q15 How would you describe the general condition of this property?
TICK ONE BOX ONLY v/
Very good condition I
Fairly good condition 2
Neither good nor poor Dz
Fairly poor condition 4
Very poor condition 5

Q16 How satisfied or dissatisfied are you with this neighbourhood as a place to live?
TICK ONE BOX ONLY v
Very satisfied I
Fairly satisfied 2
Neither satisfied nor dissatisfied Dz
Fairly dissatisfied 4
Very dissatisfied 5

Q17 Do you think that each of these is a serious, slight or not a problem in your neighbourhood?

TICK ONE BOX ONLY FOR EACH OF THE FOLLOWING v
Not a Slight Serious
problem problem problem

a) Vandalism I 3

2
b)  Graffiti Q. . (B
c) Dogs O (. s
d) Litter and rubbish in the street DI Dz D:
e) Problems with neighbours Q. 0. . B

f) Racial harassment Dl [ s
g Noise from people Dl (I s
h) Noise from traffic DI . s
i) People causing damage to your home DI Dz D3
)] Drug dealing  J Dz D:!
k) Other crime o O (B
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Q26 Have ycu requested any repairs to your home in the last |2 months?
‘ TICK ONE BOX ONLY v*

Yes i
No D?
Can’t remember D!

Q27 And have you had any repairs completed in the last 12 months?
TICK ONE BOX ONLY v/

Yes P GOTO Q28 )
No Dz GOTO Q29 (§)
Can't remember DJ GOTO Q29 (4]

ONLY ANSWER Q28 IF YOU ANSWERED “YES” TO Q27

O

Q28 Thinking about your last completed repair, how would you rate it in terms of...2

TICK ONE BOX ONLY FOR EACH OF THE FOLLOWING v
Very Fairly Neither good Fairly Very No
good good  nor poor poor poor opinion

a)  Being told when workers would call B Dz D3 A Ds Ds
b)  Time taken before work started O, Q. O Q. Os Qe
c) Speed with which work was completed D I Dl DB D4 DS E:l 6
d)  Attitude of workers . I D3 . DS [:I 6
e) Overall quality of repair work D] Dl G} D4 Ds Ds
f)  Keeping dirt and mess to a minimum (B O O () Ds Ds

I
COMMUNICATING WITH YOUR LANDLORD

(4]
Q29 Generally, how good or poor do you feel your landlord is at keeping you informed about
things that might affect you as a tenant?

TICK ONE BOX ONLY v*

Very good I
Fairly good 2
Neither good nor poor 3
Fairly poor 54
Very poor 5

Q30 How much account do you feel your landlord takes of tenants’ views when making decisions?
TICK ONE BOX ONLY v/
A lot I
A little 2
None at all 3
No opinion 4

Q31| Thinking about the housing services that your landlord provides, how satisfied or dissatisfied
are you with the opportunities for participation in management and decision- making?
TICK ONE BOX ONLY v/
Very satisfied
Fairly satisfied
Neither satisfied nor dissatisfied
Fairly dissatisfied
Very dissatisfied
No opinion

& o B W N —
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Q32 Have you heard of Tenant Participation Compacts -
their tenants

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied
Fairly dissatisfied

Very dissatisfied

Don't know

which set out how tenants wil be invelved in shaping local decisions about

housing?

TICK ONE BOX ONLY v/
Yes |  GOTOQ33 (1]
No 2 GOTO Q34 (1]

ONLY ANSWER Q33 IF YOU ANSWERED YESTO Q32

Q33 How satisfied or dissatisfied are you with your locally-agreed Tenant Participation Compact!
TICK ONE BOX ONLY v*

agreements between local councils and

o o A W R —

[ae ]
IMPROVING SERVICES

Q34 Of the following services, which do you consider to

TICK NO MORE THAN 3 BOXES v

be the three most important?

a) Keeping tenants informed I
b) Overall quality of your home I
<) Taking tenants’ views into account I
d) Repairs and maintenance I
e) Involving tenants in the management of their housing I
f) Value for money for your rent |
Q35 How much do you think the following services need improving!
TICK ONE BOX ONLY FOR EACH OF THE FOLLOWING v*
No Some Much No
improvement  improvement improvement opinion
needed needed needed

a) Keeping tenants informed B 2 s s
b) Overall quality of your home B 2 s 4
<) Taking tenants’ views into account I 2 Ds 4
d) Repairs and maintenance I 2 D3 4
e) Involving tenants in the management

of their housing B I Bz Bs 84
f) Value for money for your rent I 2 3 4

|

ANY OTHER COMMENTS?

Q36 s there anything else you would like to say about your home and/or the services your
landlord provides?
PLEASEWRITE IN BELOW
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BACKGROUND INFORMATION
Please complete these questions which will help us to see if there are differences between the views of

different tenants. All the information you give will be kept completely confidential.

Q37

Which of these are you?

TICK ONE BOX ONLY v~

Tenant of this home
Tenant’s partner/spouse
Other household member

3
0.

Q38

TICK ONE BOX ONLY FOR EACH v*

AGE

16-24

25-34

35-44

45-54

55-59

60-64

65-74

75+

Not applicable

TENANT PARTNER/SPOUSE

Q39

TICK ONE BOX ONLY FOR EACH v
GENDER
Male
Female
Not applicable

TENANT PARTNER/SPOUSE

Q.

Q.

Q.
Q.

Q40

TICK ONE BOX ONLY FOR EACH v*
WORK STATUS

Employee in full time job (30 hours or more per week)
Employee in part time job (Less than 30 hours per week)
Self employed - full or part time

Government supported training

Unemployed and available for work

Wholly retired from work

Full-time education at school, college or university
Looking after family/home

Permanently sick/disabled

Doing something else

Not applicable

TENANT PARTNER/SPOUSE

Q

Q4l

What is or was your occupation! please write in:
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Q42 What kinds of income do you (and your partner) receivel
TICK AS MANY BOXES AS APPLY v/

a) Earnings from employment or self-employment (B
b) Pension from a former employer ([}
) State pension DI
d) Pension tax credit D I
e) Child benefit ]
f) Job Seeker’s Allowance Dl
£) Income support DI
h)  Disabled Living Allowance/Attendance Allowance ([
i) Other state benefits DI
)] Interest from savings, etc. DI
k) Other kinds of regular allowance from outside the household . J
) Working tax credit |
m)  Child tax credit (. ]
n) Other sources D [

Q43 Which group represents you (and your partner’s) total net income from all these
sources after deductions for income tax and national insurance?

IF UNSURE, PLEASE ESTIMATE. TICK ONE BOX ONLY v~ -
WEEKLY OR ’ ANNUAL

Under £60 Less than £3,120 Q.
£60-£99 £3,120-£5,199 ([
£100-£159 £5,200-£8,319 Qs
£160-£199 £8,320-£10,399 Q.
£200-£299 £10,400-£15,599 s
£300-£399 £15,600-£20,799 e
£400 or more £20,800 or more [ PO

Q44 Which of these statements best describes you (and your partner’s) income?
TICK ONE BOX ONLY v
Wholly from state benefits/state pensions I
Partly from state benefits/state pensions Dz
No state benefits/state pensions (apart from child benefit) B

Q45 Does your household currently receive housing benefit (either paid to you, or directly to
your landlord)?

TICK ONE BOX ONLY v*

Yes I
No Dz
Don’t know Da

Q46 Does housing benefit pay for all the rent or just part of it?
TICK ONE BOX ONLY v

All I
Part Q.
Don’t know D 3
Don't receive housing benefit D4

Thank you for completing this Questionnaire. Please return it as requested in the
envelope provided.
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Appendix F

Glossary

Anti-social behavior - Any activity that causes alarm, harassment or distress
to an individual, a community or group of households.

Arms Length Management Organisation (ALMO) - A company set up by a
local authority to manage and improve all or part of its housing stock.

Audit Commission - The independent public body responsible for ensuring
that public money is spent economically, efficiently, and effectively in the
areas of local government, housing, health, criminal justice and fire and
rescue services.

BME - Black and minority ethnic.

Confidence Interval - A confidence interval gives an estimated range of
values which is likely to include an unknown population parameter, the
estimated range being calculated from a given set of sample data.

Decent Homes Standard - A Government standard that all social housing
(both housing association and local authority) has to reach by 2010. A decent
home will pass four tests:

1. It must meet the current statutory minimum standard for housing (it must
not be unfit);

2. it must be in a reasonable state of repair;

3. it must have reasonably modern facilities and services; and

4. it must provide a reasonable degree of thermal comfort.

This target was widened in 2002 to include — improving the housing
conditions of vulnerable people living in private accommodation

Department of Communities and Local Government (DCLG) - the
government department with responsibility for local government including
housing, homelessness, planning and sustainable communities, formally
known as the Office of the Deputy Prime Minister (ODPM

Household - One person living alone or a group of people who share
common housekeeping or a living room.

Housing Associations - Also known as RSLs. A not for profit organisation to
provide social housing for people in need.

Housing Connections Partnership — The new Common Service Provider
that is proposed to begin operations in April 2007 taking on many of the
services provided by New Prospect (so economies of scale can be achieved
with the proposed new housing organisations) as well as annexing related
services now provided by the Housing and Planning directorate of Salford
City Council.

Housing Corporation - The Non Departmental Public Body, which funds and
regulates housing associations in England.
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Local Strategic Partnership (LSP) - a single non-statutory, multi-agency
body, which matches local authority boundaries, and aims to bring together at
a local level the different parts of the public, private, community and voluntary
sectors.

New Prospect Housing Limited (NPHL) - NPHL manages homes on behalf
of Salford City Council. It is a non-profit making company that is a partnership
between the tenants and the Council.

Office of the Deputy Prime Minister (ODPM) - the government department
with responsibility for local government including housing, homelessness,
planning and sustainable communities, now changed to the Department of
Communities and Local Government (DCLG).

Partners IN Salford (Previously known as Local Strategic Partnership or
LSP) - Involves all the main agencies in the area to develop and deliver a
vision for Salford. Partners IN Salford is a multi-agency, multi sector, strategic
partnership. It co-ordinates local services, agencies and bodies to ensure
coherence and effective working at the local level.

Public Sector Stock Condition Survey - A survey of Local Authority stock in
order to ascertain factors such as decency, fitness and energy efficiency

Social housing - A general term for rented and shared ownership housing
not provided for profit, e.g. local authorities, housing associations etc.

STATUS - Standardised Tenant Satisfaction Survey developed by the

National Housing Federation, designed to be utilised by social landlords to
survey their tenants and determine satisfaction with the services delivered.
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