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Executive Summary

1. Context
In 2008 London Borough ofBarking & DagenhanfLBBD) commissioned the National
Housing Federationds Feedback Asamplevofresedlentso c ar 1
(general needs tenants atehseholderswas undertakerbetween Septemberand October
2008 split into eighteenward subgroups

Postal surveys are an important way of gauging how satitfieans are with service

delivery. They provide a snapshotmnans 6 vi ews at a particular t
using the STATUS questionnaire used by the Feedback servibatishe survey can be

repeated and results compared over a period of time. Tenant satisfactioBagting &
Dagenhantan also be compared with satisfaction levels at other landlords that have used

the STATUS survey.

2. Overall Results ( general needs and independent living tenants)
On the whole Barking & DagenhardousingAuthority (Barking & Dagenhgna majority of
residentsare pleased with their homes and the seedcprovided by their landlord.5% of
general need&nantsand 26% _easeholdersesponded o the surveyprovidingthe following
key findings (*excluding no opinions/ candt r e

B 72% general needse satisfied with theervices provided by LBBD
B 74% general needse satisfied with thgualityof their homes

74% general needs tenantdo hada repair completed in the last 12 months rated all
aspects of the actual work as O0goodd6é or ove
73% general needsel they obtain good value for money from their rent

71% general needs are satisfied with the condition of their homes

70% general reglsfeel thatBarking & Dagenhakeeps them well informed

Leaseholdersre consistently less satisfied than other tenures in every area.

3. Comparison with other landlords
The results of key satisfaction questions in tBarking & Dagenharsurvey lave been
compared withthe sevenother social landlord¢hat have undertaken the STATUS survey in
the last three years. The landlords in the peer group were selected to mBatking &
Dagenhanas closely as possilileterms of size and location.

When the results of the survey were compared with the other landlords who have used
STATUS Barking & Dagenhains p e r f ooftem alose teavdrage in the peer group,
although a fewratingswere above average andsanall numbemere below averagén the

group.
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B Barking & Dagenhains p e r f o rabogeaverage ferasatisfaction wittate repair
work competed (+9%), quality of repair work (+8%), overall repairs & maintenance
(+6%), time before repair work st a+6bopd ( +679
ease of contact (+6%), outcome of contact (+5%), Landlord services overall (+4%), value
for money (+4%), being told when workers would call (+4%) and attitude of workers
(+4%) account taken of views (+3%), condition of property (+2%)

B Barking & Dgenhard s p e r fwagclosa o @werage (+/1%) for quality of home
and locally agreed Tenant Participation Compact.

B Barking & Dagenhains per f or mance wasighbdowhHoalv%)aang r age
keeping tenants informed4%).

Conclusion and recommendations

The results from the survey demonstrateetiaass believe th&arking & Dagenhamproviding

a fairhousing servic€ombined ratings of all tenants indicate that three quarters of tenants (72%)
were satisfied with the landlord seraicd ¢nantsare clearly impressedth the repairs and
maintenance service

When the ratings are compared with tenants at similar social, |Badlongs& Dagenhéns

tenants wergist assatisfiedstenants at other landloadsl several ratings wigrthe top two in

the groupdverall services, value for money, ease of contact, helpfulness of staff, able to del with
problems, repairs & maintenance, all aspects of repair work, account taken of views and locally
agreed Compact

Comparedvith theresults from previous surve2@8g, 2007 and 2008Barking & Dagenhéns
performanceshows a steady improvement in many areas since 2007 and is getting back to the
ratings recorded in 200articularly in respect of neighbourhood and condition tyfdobaler

up 5%.

Recommendations

It is clear that.tBBD are working hard to improve services, however treeasarend
opportunities where performance and service dededryurther attention and Barking &
Dagehamshould use the results of the guosendertake service improvements and promote the
Authority

B Customer contact

A high percentage ehants make contact each yea%f@hd tle majority do so by telephone
(82%). Whilethree quartersf tenants found staff helpful ¥@)6and able to selve their query
(71%), not as many found staff easy to cof&e) or were satisfied with the final outcome of
contact §0%). DisappointingB2% of tenants foursdaff difficult to contact and%8Qvere left
dissatisfied with the outcome.
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Tenantsvho visited the office fowtdffeasier to contact and méwend stafhelpful thardid
those who telephoned. Satisfaction with the final mftcomtactvas found to be a key driver
forall tenants

Barking & Dagenhaneeds ta@ontinue to improws customer service, using the survey findings
that give an insight into the areas of lower satisfa&tigrfuture review should invawsulting
tenants on further service enhancements and reflect the demographics of the tenant population.

B Repairs and maintenance service

71% of tenants were satisfied with the overall repairs and maintenance service and the rating was
the secondighesin the peer group. The repairs service is the key driver of overall datisfaction

all tenants and was consdeo be the moshportant service.

Ratings for actual aspects of the repair work were betwee@182%with the except of time
taken before work started (75%) Badking & Dagenhasmould consider promoting the survey
results to help to raise tengpinions of the overall ser{#i¢&)d which should arguably be higher
given the high ratings for the actual Barking & Dagenhashouldalsocontinue to monitor and
improve the time taken befdre work started which is rated less Hingimnyotheaspects of the
repairs service.

B Value for money

73% of tenants were satisfied with the value for m&aekiag & Dagenhamvhich is 2% higher

than in 206. Barking & Dagenhashould consider promoting its work, promoting the current high
satisfactiofevels imepairservice areas and compare value for money with other available tenures
in order tdurtherimprove tenant opinion.

B Tenant communication

Just over half tenantsvae satisfiedvi t h t he account (580 kThimhanof t er
qute an influencen overall satisfaction levels andyadkeer of overall satisfactigi®%o of

tenantsfelt informedwhich whilst not a key driver of satisfactiod%élow the peer group

average in the landlord comparison.group

The Authoritynmay need to review the work it carries out in these ateasurvey collected
information regarding how tenants would likerttobmed and consulted which shdatdh any
review.

B Subgroups

General Needs tenants were split into fourteen waydupsbandthere were a range of
satisfaction levelsth no one area giving the highesbwest ratings across the board although
Eastbrook, Longbridge, Valence and Whalebone wards gave some of the highegtlriagings,

ward some of the lowest. &hae a number of areas where service improvements may need to be
made however further investigations should be undertaken before policies are put i@ place as
response rates from these areas were not sufficient to fatastidelly reliable réspyeven at
subgroup levels.
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B Demographic differences

The survey shows that certain groups of tenants are more satisfied than other groups. Older tenants
retired tenants, new tenarlttngstanding tenants and unemployed temaeres often more

satistd than mediuterm tenants3(to 5 years), working tenants,angbarticulafamilies To a

certain extent this is an established national pattern, but a focus on measures to improve the
opinions of these groups could be a consideration in howsigdlamerhood management and

service delivery initiatives.
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Executive Summary Chart Comparison with other landlords Standard
satisfaction questions percentage of tenants saying they were
satisfied/good
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1. BACKGROUND INFORMON

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

The STATUS questionnaire is endorsed by the Communities and Local Government department
(CLG) and the Housing Corporation. The questionnaire has been evaluated and piloted by the Audit
Commission, and the Housing Inspectorate uses STATUS as part ofvimwef landlords. The

STATUS questionnaire collects information used for three of the Housing Corporatiiey
Performance Indicators (which correspond with th

The STATUS questionnaire was originally designduktased by social landlords to survey tenants in
general needs (and sheltered housing). It is designed to be a baseline survey, which can be repeated
after a number of years, and allows for the comparison of data between different social landlords, as
anintegral part of the best value regime and continuous improvement. In 2008, the questionnaire
was updated and individual questionnaires for leaseholders, Housing for Older People and supported
housing tenants were introduced.

1.2 Barking & Dagenham

The London Borough of Barking and Dagenhanwns, manages and maintains around 20,000 hpmes
which is around a third of the total accommodation in the borougfhe borough contains areas of
deprivation, with 3 wards in the 20 most deprived nationally. Fifjeer cent of the populatiotin the
boroughare from minority ethnic communities.

1.3 Aims of the survey
The aim of the survey was to generate a benchmark on tenant satisfaction, which would allow
Barking & Dagenhato:
A Update the demographic and sogoonomic profile ofBarking & Dagenhains t enant s
A Provide an up to date picture of tenantsdé sa
Barking & Dagenhaprovides
A Compare the performance dBarking & Dagenhams a landlord with other social landbs
who have used STATUS surveyrsd the Spectrum Housing Group
A Inform decisions regarding service reviews.

The Federationds Feedback service was chosen as
used by a number of housingssociationsand localauthorities, providing the opportunity for
benchmarking

1.4 Survey methodology

1.4.1 Planning the survey

Barking & Dagenhafhi r st contacted the Federationds Feedb:
satisfaction survey iduly2008. A project brief was subitted tot he Aut hori tyds Hous
Directorate and the National Housing Federation was commissioned to carry out the work.

Nati onal Housi ng Fed&MamRepartfvG s Feedback Page 2
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The survey used the latest versions of the STATUS questionnairesA(g@endix 1..1). The tenant

questionnaire(general needdpr example comprised of3lquestions in the following categories:

N5 N S S SN N N N

Information about the household (QQ9)
Housingand services (QQ- Q14)

Contact with landlord (Q5-Q21)

Repairs and maintenance (2224)
Communication and infonation (Q25-Q27)
Anti-social behaviour (28-Q32)

Tenant Participation Compac(333)
Recycling (Q3%236)

Additional comments (Q7)

Background information (@8-Q45)

The homeower questionnaire comprised of Ffuestions in the following categories

1.4.3

Informaton about the household (QQ7)
Home, Management and Service Provision-{Qi31)
Neighbourhood (Q15Q17)

Contact withLBBD(Q18-Q25)

Repairs and maintenance (QE®&8)
Communication and information (Q2Q35)
Anti-social behavioufQ36-Q40)
Household costs (Q2-Q43)

Future plans (Q44

Recycling (Q4%)46)

Reserve Fund (Q47)

Additional comments (Q8)

Background informatio (Q49-Q50).

Property information

Barking & Dagenharsupplied the Federation with background information, drawn frBarking &

Dagenhard database, on the properties in management. This information included 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 reliakilfitthe survey.

1.4.4

Sampling and subgroups

Planning for the survey took place Jnly2008. In July2008,Barking & Dagenhamwas established
that 18,495 of the 19601 accommodation units were currently tenanted by residents for vihem
STATUS survewould be appropriate A decision was made to undertake a samplgefieral needs
tenantsand leaseholdersslit into eighteenward subgroups Abbey, Alibon, Becontree, Chadwell
Heath, Eastbrook, Eastbury, Gascoigne, Goresbrook, Heath, Longbridgd) Bate, Mayesbrook,
Parsoloes, River, Thames, Valence, Village and Whalgb&aether information at this level can be
found in the data tables

Nati onal Housi ng Fed&MamRepartfvG s Feedback
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1.4.5 The survey process

The survey was planned to take place during ansdek period. Three individual miaigs took place.
Feedback carried out the administration of the first mailout, which was sent out7o®eptember

2008 andconsisted of a copy of the questionnaire, a covering letter written by Feedl#gugkendix

11.2) and a rephpaid envelope. All questnaires were returned to Feedback. After two weeks,
Feedback sent any tenant who had not responded a reminder postcard asking them to complete the
questionnaire. Feedback sent a second covering letter, questionnaire anepagplenvelope to
tenants whohad still not returned the questionnaire after a further two weeks. The survey period
was closed or80 October 2008 wherthe final questionnaires were sent for data entry.

1.4.6 Use of incentives and response rates

Incentives were used to boost the respsge rate. Questionnaires were drawn at random from those
returned andthree lucky winners worvouchers to the value of £100, £50 and £25he overall
response rate forgeneral needs tenants wa$% (1,120 out of 2,500 questionnaires returned);
shelteredtenants returned383 of the 605 questionnaies (636), whileLeaseholderseturned 334of
the 1,266 questionnaires (2§.

1.4.7 Sampling, response rate and statistical reliability

For the overall results, Feedback aims at4%6 accuracy at the 95% confide level. This means
that, for exampl e, if 35% of tenants answered,
out of 100 that the correct figure for all tenants will be between 31% and 39%. For the results when
the tenant data is analysed air fall general needsenants 1,503 responses were achieved. This
response was high enough to conclude that any figures quoted at this level are accurate within +/
2.2% accuracy for all tenantsor Leaseholder883 responses were achieved, which was endiogh
conclude that any figures quoted at this level are accurate to withid.6%.The responsefrom
tenants also meets the requirement of the local government performance framework national
indicator 160 which specifies that a minimum of 625 responsesldhm® received for reporting on
STATUS survey results. -#0% accuracy is considered acceptable atgobp level.

. : UG9S Sample | Number | Response | Samplin
Fleurz LA Clert g o sizg returned raR[e errorp(%?
tenants

673 91 32 35% +14.0%
1253 169 76 45% +8.5%
998 135 57 42% +9.7%
964 130 55 42% +9.9%
594 80 36 45% +11.9%
1280 173 83 48% +7.8%
2376 321 158 49% +5.6%
1209 163 78 48% +8.0%
1655 224 104 46% +7.0%
400 54 23 43% +15.8%4
1303 176 71 40% +9.0%
1179 159 78 49% +8.0%
729 99 45 45% +11.00

Nati onal Housi ng Fed&MamRepartfvG s Feedback Page 4
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1201 162 79 49% +8.0%

1213 164 68 41% +9.0%

1192 161 60 379 +10.0%

276 39 17 4% +16.8%

18,495 | 2,500 1,120 45% +2.20%

TOTAL LEASEHOLDERS 3,137 | 1,266 334 26% +4.6%

1.4.8 Weighting and representativeness

The raw data has beerheckedto take into account any differences between the responses and the

total tenant population. The number of bedrooms was used to check the similarity between the
returned questionnaires and the property stock |
of the response).Further informationcan be found in the appédix to the data tables.

15 Guide to the survey reports

This report forms part of a series of reports based on the surveyBafking & Dagenhains t enant s.
This report is the survey report, and is based on the data found in the other reports.
B Survey report(written report)
Part 1: Standard analysis of responses (data tables)
Part 2: Individual comments (text comments)
Part 3: Analysis of responses by management subgroups (data tables)
Part 3: ad b etc.: Response for management subgroups (data tables)
Part4: Comparative Data Analysis (data tables)
Part 5: Response by ethnicity (data tables)

Please note that throughout this report some data tables and results displayed may not

add up to 100%; this is the result of rounding up or down. This can also happen wh en
two percentages are added together; the percentages in the text can differ from the
percentages in the charts by 1%.

Nati onal Housi ng Fed&MamRepartfvG s Feedback Page 5
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2. BARKING & DAGENH&M ¢ 9b! b ¢ {

The following chapter examines the different household demographicsBafking & Dagenhains
residens.

2.1 Length of tenancy

Only a small numbeof Barking & Dagenhaingeneral needtenants are new tenants, who have not
been with theAuthority for any great length of timeround 36 general needs tenanjsined in the
last 12 monthswhile slightly mog have been tenants for between 1 and 2 ye@%) Justunder
two thirds of general needsenants (646) are longstanding tenants having been witarking &
Dagenhantor over 11 yearswith 44% having been with the Authority for over 21 years.

Figure 2.1 Length of tenanc

1% Don't know/ can't
remember

m 11-20 years
15%
6-10 years
11%
6% 3-5years

. 3% 1-2 years

2.2 Ho usehold composition

Barking & Dagenhaimas a mixed tenant populatioiwith regards to general needs tenamigofile is

split almost evenly into thirds, with 34% adults under 60, 36% adults 60 or over and 29% family
households, with 18% single parent fasiland 11%wo parent families. The largest group of
Leaseholdersare adults under 60 (4%) with around a quarter (22%) over 60. A quarter of
Leaseholdersre families and the majority of those are tyarent households (16%).

Nati onal Housing Fed&MamReapattvlys Feedback Page 6
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Figure 2.2 Household compositiol

m Adults under 60 = Older adults = Families = Other

Leaseholders (Base31¢ 22% 24% 4%

General needs (Base 111! 36% 29% 1%

2.3 Age of tenants
The mix of household types is also reflected in the age of the principal ten@®% ofLeaseholders
are under 60 years old, much higher thgeneral needs tenan{62%).

Figure 2.3 Age of principal resider

Leaseholders (Base 30° 85+ years
75-84 years

65-74 years

26%
26%
H 60-64 years

m 5559 years
m 4554 years
m 3544 years
m 2534 years

General needs (Base 106: m 17-24 years

2.4 Ethnic origin

LBBD Leaseholdemccommodation has the highest ethnic minorigpresentation (44%) with those

of African descent being the majority group (16%). 78% of general needs tenants are White British.
According to the Housing Corporationds defini
tenants,22% ofgeneral neediouseholdsare Minority Ethnic households.

Nati onal Housing Fed&MamReapattvlys Feedback Page 7
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Figure 2.4 Ethnic origin of householc

L hol B ( 9

Asian © Black mMixed = Other mWhite

2.5 Economic status

In terms of economic statusairound a thirdof general needgrincipal tenants are in employment
(21% in fultime employment,9% in parttime employment and®% seHemployed), whileslighly
more partners or spouses are workin@%6).2%% of principal tenants are retired, as a26% of
partners. Unemployment is running & for principal tenants and% for partners. A quarter of
principal tenants are outside employmerit5¢o permanently isk or disabled andl3% at home
looking after family).Almost three quarters ofLeaseholdersre in employment (72%) and 66% of
partners, with18% principal owners retired.

Nati onal Housing Fed&MamReapattvlys Feedback Page 8
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Figure 2.5 Work status of principal tenan

1% 3%
Other

15%

Permanently sick /disablec

4% = At home/ looking after family

- H Fulktime student

9%

m Retired

Unemployed and available fo
work

1% u Seltemployed

9% In employment:part time

m In employment:full time

General needs (Base 98! Leaseholders (Base 30!

2.6 Income levels and sources of income

The graph below (Figure 2.6) shows tHistribution of the total net weekly household inconfer
tenants The majority ofBarking & Dagenhaingeneral need$fiouseholds are on incomes under
£300 per week 79%).13% of households have higher incomes, étlv over£500 per week(6%)

Figure 2.6 Household net income (Base 8¢

21%

o o ) o Q o J J
& & o & o o & o
O v oV oV oV oV v S
R N > X o S ® A°

% 2 L% & & & L%
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Figure 2.7 Homeowners gross
income (Base 262)

Homeowner income is measutldn gross figures up to £10,399
and as the charttows the 84% of households have £10.400 up to £20,79¢ 28%

anincome below £31,200 per year. £20,800 up to £31,19¢ 24%
£31,200 up to £41,59¢

£41,600 up to £51,99¢
£52,000 up to £57,99¢
£58,000 up to £64,99¢

2.7 Sexual orientation

The majority of general needs tenantand leaseholdersclassed their sexual orientation as
heterosexal (79%- 81%9, with between 14% 16% preferring not to say.

Figure 2.8 Sexual orientatior

Leaseholders (Base 27- .
General needs (Base 89i 59
%

m Heterosexual © Gay man m Bisexual =~ Other m Prefer notto say
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2.8 Religion

Around two thirds general needs tenants (64%) drehseholderg62%)are of Christian faith 7% of
general needsenantsand 9% leaseholdeese of the Muslim faith 20%gereral needs tenantsaid
they had no religion, as did 21%lafaseholders

Figure 2.9 Household religior

Leaseholders (Base 30 . 5%

General needs (Bas
1017) 0 6%
m None m Christian (All denominations
= Buddhist Hindu
m Jewish ® Muslim
= Sikh Any other religion

Prefer not to say

*Please note that where no label is shown the percentage is 1% or below.
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3.BARKING & DAGENHAM { ! ¢L{ CNGSX Lhb w! ¢L

The following analysis of results can be taken to repneéshe views ofBarking & Dagenhains
tenantsand leaseholderdlease note that the percentages quoted in the text and graphics may not
always add up to 100% because of rounding.

3.1 Overall satisfactionand keyservices

The majority of Barking & Dagerdamb s t enants were satisfied with
Authority. Tenants were asked, 0Taking everything int
with the services provided by yodandlord? @2% ofgeneral needsenants said they were sfied

with their landlord Clearlyleaseholderdeel a little differently (6@60 satisfied) and a quarter are
dissatisfied24%)0 far higher than tenants (9%14%).

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

General needs (Base 109 14% 14%

Leaseholders (Base 28 16% 24%

m Satisfied = Neither © Dissatisfied

Satisfaction with key services

Around three quartersof general needs tenants asatisfied with the quality of their home74%)

value for money for rent paid (73%) and the condition of their property%Jl1Only 12% were
actively dissatisfied with value for money, whereas 20% were dissatisfied with the condition of the
property and 16%with the quality of the home. Ratheilewer general need$enantsexpressed
satisfactiorwith the neighbourhood in which they live (84 where dissatisfaction was 23%.
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Figure 3.2 Satisfaction with key service

A0l

Value for money Neighbourhood General condition Overall quality of
of property home

General Needs (Base 971076)

Satisfaction with support and advice

Whilst around three quarters ofenantswere satisfied with advice given on rent payments (78%) and
how their enquiries were dealt with (70%), less than half were satisfied with the amount of support
offered or with advice given in respect of moving home (4388%).

Figure 3.3 Satisfaction with support and advice (excluding "ni
opinion")

Advice on rent payments 78%

|

70%

How enquiries are dealt with generall

Support provided to new tenant _ 48%
Support provided to vulnerable tenant _ 47%
Advice on moving home_ 43%

Important of servicesto tenants
Tenants were asked to pick whighree services from a list of standard services they felt were most
important. Clearly the repairs and maintenance service is the most important sefeiceenants

with 80% placing it in their top three.

The oveall quality of the home iplaced second for general needs tenants% and dealing with
antisocial behaviour wasonsideredhe third most important service provided by LBBD (42%).
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Over a third of general needs tenants thought that thalue for mory (3446) andbeing kept
informed (B%) was also important

Figure 3.4 Most important services to LBBD tenar

Repairs & maintenanc- 80%
Overall quality of home- 47%
Dealing with antsocial behaviour- 42%
Value for money for rent- 34%
Keeping tenants informe(- 33%
Neighbourhood as a place to Iiv- 31%
Taking tenants' views into accour- 27%

General needs (Base 109

3.2 Neighbourhood and local problems

Neither general needs tenants nteaseholdersre very satisfied with the neighbourhood in which
they live (65% and 54% respectively), witloLeaseholdes considering that the neighbourhood has
declined in the last three years. These ratings are reflected in the maigeues causing problems in
the neighbourhood.

As the chart clearly shows below car parking is by far the biggest problegeferaineeds tenarg

(46%) whereas ér Leaseholderdy far the biggest problenwas rubbish/litter (51%), followed by
disruptive children/teenagers (43%) and car parking (41%). Rubbish/litter and disruptive
children/teenagers was also a problem for general nésasnts (39% and 33% respectiyely

Encouraginglyn most caseshowever less than athird or fewer residentsthought any of the
problems listed were avery big or fairlybig problem. More Leaseholderexperienced problems
with other crime (30%), people ainaging their property (29% and pets and animals (2B8&)
general needs

Nati onal Housing Fed&MamRepatfvd s Feedback Page 14
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Figure 3.5 Local problems (% very big or fairly big proble

Car parking | 41%
Rubbish or litter |GG 51%
Disruptive children / teenager: | NS 43%
Vandalism and graffiti | N 40%

Noisy neighbours [ G 37%
Drug use or dealinc || NG 23%

Drunk or rowdy behaviour | EEESGEEN 23%

Noise from traffic | EGEENGEIN 23%

Other crime |GGG 30%
People damaging your propert | ENEGIN 29%

Pets and animals [NISHEN ~ 22%

Racial or other harassmen - 15%

Abandoned or burnt out vehicle: |l 18%

m General needs Leaseholders

Anti-social behaviour; general needs tenants
Leaseholderg25%) reported more instances of astbcial behaviour to Barking & Dagenham than
general needs

Figure 3.6

Have you experienced any anti social behaviour in Yes No
past 12 months?

General Needs (Base 1100) 14% 86%
Leaseholder¢Base 149) 25% 75%

For thosegeneral needsenants andLeaseholdersvho had reported the problem to their landlord
around two thirds (boh 38%)found it easy to contact the right persoi®3%), while aalf found it

difficult (50% & 4% respectively. 53% general needs tenants and 4lzéaseholderdound staff
helpful. Less than a thiraf general needgenants(29%) and_easeholder§14%)found staff able to
deal with their problem andnore than a halfound them unale to deal with their problem (5%

general needs and 71%aseholdens
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While around half (46% 54%) vere satisfied with the advice provided by stdifft fewer were
satsfiedwith other aspects of how their report was dealt witissatisfaction was highest amongst
Leaseholdersin respect of being kept informed (58% dissatisfied) and the final outcome (70%
dissatisfied). General needs tenants were least satisfied sptexl with which the report was dealt

with (61% dissatisfied).

Figure 3.7 How antsocial behaviour reports were dealt with for
general needs tenants and home owners
(excluding "can't remember")

= qé Leaseholders (Base 3° _ 16% 70%
c O
= O
- 3  General needs (Base 13! _ 15% 55%
g c
B = Leaseholders (Base 3¢ _ 11% 61%
2 < =
28  General needs (Base 129_ 24% 40%
g c
> g = Leaseholders (Base 32_ 18% 55%
% g%‘ ( 0 0,
o o General needs (Base 12¢ 19% 43%
5 § 5 Leaseholders (Base 3t _ 19% 53%
Q.= ‘0)"
£3 > .
n 5o General needs (Base 12 27% 37%
o
g g Leaseholders (Base 3¢ _ 22% 58%
@ —
€5
&€  General needs (Base 127 _ 24% 41%
8 @ T Leaseholders (Base 3: — 14% 41%
>SS ®
ie]
< 28  General needs (Base 13: 20% 26%
o

3.3 Customer Care

m Satisfied = Neither

Not satisfied

Two thirds of general needtenants(67%) had contacted their landlord in the last 12 montimre

thanLeaseholder$48%)

Method of contact

When communicating withitheir landlord the vast majority ofesidentstelephoned Barking &
Dagenham(74%- 82%) General needs (14%) are more likely to visit the office thaaseholders
(5%), who use e mail (13%) to a greater extent teneral needs (2%)
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Figure 3.8 Hw residents last General | Leaseholders

contacted their housing Authority needs

tenants

Phoned 82%
Visited Office 14%
Wrote 1%
Email 2%
Other 1%
Can't remember 0%
Responses 687

Reason for contact
The principal reason for cdact for all residentswas in respetc of repairing issues (49%67%).
Leaseholderanade more contact in respect adervice charge/rent information (20%) and about
neighbourhood issues (10%) than general needs (11% & 5%l.edgéholderalso contacted BBD

to make a complaint. 10% of general needs contacted for other reasons, which were either closely
connected with repairs & maintenance or concerned damage or refuse collection aspects.

Figure 3.9 Reason for last contact Leaseholders
needs

Repars (includes defects fokeaseholders 67%
Rent or housing benefit (includes service

. . 11%
charge/rent information for Leaseholders
Transfer or exchange 3%
Neighbours or Neighbourhood issues 5%
Garden or Communal areas 3%
Make a compaint 0%
Staircasing or renortgaging 0%
Buying or selling your home 0%
Other 10%
2%
Responses 661

Quality of contact
When Barking & Dagenhainsesidents contacted their landlord,leaseholderswere the least
satigied, expressly with the final outcome of their enquiry (35%). Two thirds and more of general

needs tenants expressed satisfaction with aspects of customer contact.

Nat i

onal

74%
5%
5%

13%
2%
1%

138

49%
20%

0%
10%
0%
17%
1%
2%
0%
2%
124
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Figure 3.10 Satisfaction with customer contac
35%

. 61%

46%
B— 72%

56%

P 77%

43%
P 67%

Satisfaction with the final outcome |

Could staff deal with the problen

Helpfulness of staff

Getting hold of the right persor

Leaseholders (Base 1487) m General needs (Base 6898)

3.4 Repairs and maintenance service

Around three quartersof general need$73%)had a repair completed in the last twelve months,
much higher thah.easeholder$34%).

73% ofgeneral needsenants (who had an opinion) were satisfied with the repairs and maintenance
service Only 504 ofLeaseholdersvere satisfied with the overall refya service and they awarded
lower ratings than tenants foall aspects of the service (35%61%) and especially the time taken
before the work was started (3%).

Tenants were particularly impressed witte attitude of the workers (91% 97%) and theiabilty to
minimise dirt and mess (88%®©7%). Tenants awardedhe lowest rating for the time @aken before
the work started (75%and overall satisfaction (73%

Figure 3.11 Satisfaction with repairs & maintenance
(excluding "no opinion™)
50%
A 73%
46%
I 8290
35%
A 75%
49%
A 86%
47%
A 91%
57%
I 84%
61%
i

Overall satisfaction |

Being told when workers would ca

Time taken before work startec

Speed at which work complete:

Attitude of workers

Quality of repair

Ability to minimise dirt and mes:

Leaseholders (Base-B83) = General needs (Base 5686)
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3.5 Resident communication and information

Residentswere asked to show which method$iey prefer Barking & Dagenhano use to inform
them or consult them about issues which may affect them. The vast majorigsmfentssaid that
one of the preferred methods is by letteB8%- 88%9 & particularly general needs tenantBetween
12%- 18% leaseholders woulfind telephone calls or attending meetingsceptable, whereasare
than a quarter of general needs tenamtsuld be happy with these approaches.

Figure 3.12 Preferred methods for landlord to use to
inform/consult residents about issues that may affect them

By project staff

20 = Onsite staff
= m Scheme manage!
25% & House meetings
- - Other
15% Ontline forums

31%

m Open meetings or AGN
13%

m By email
swSadARSyidac
forums
Personal visit

m Magazine or newsletter

Telephone call
General needs (Base 108! Leaseholders (Base 31
m By letter

Barking & Dagenhars doing agood job in keeping itsgeneral needsenants (70%) informed.

However fewerLeaseholderg60%) felt inbrmed. 2®% ofLeaseholdersaid that the way in which

the Authority keeps them informed is poorWhen asked, OHow satisfied or
your views are taken into account by your housigthority? @ess than twethirds of general needs
(61%)were satisfied61%) and even fewdreaseholder$45%) Significant nundss of general needs

tenants (1%)and especiallyeaseholder$30%)were dissatisfieth this respect
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Figure 3.13 Satisfaction with information and consultatio

60%
I

45%

— e

Keeping tenants informec

Account taken of views

|
Leaseholders (Base 314/27- m General needs (Base 1099/98

3.6 Tenant Participaibn

Tenant Participation Compact
Very fewgeneral needs tenants (15%3em to be aware of Tenant Participation Compadiasg

1069.

Figure 3.14 Have you heard about Tenant Participatiol
Compacts?

85%

15%

Yes No

Of those that did know about TPCs, more than three quarters wareat i sf i ed with LBB
agrea compact (790)with 15% neither satisfied nor dissatisfizhse 134)

Figure 3.15 Satisfaction with localggreed Compact

43%
36%
15%
204 5%
Very Fairly Neither Fairly Very
satisfied satisfied dissatisfied dissatisfied
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3.7 Recycling
Barking & Dagenham asked an additional question of tenantgeaseholdersn respect of
their views on recyclingAround three quarters of general needs tenants &mdseholders

had a very positive approach to recycling. Very few in either tenure did not recycle at all
(5%Leaseholders 8% general needs).

Figure 3.16 Attitudes to recycling

22%
17%
8% gy
I recycle even if it require$ recycle only if it does not | do not recycle
extra effort require extra effort

General Needs (Base 41¢ Leaseholders (Base 15-

When asked what, in particulamight encourage residents to start recycling or recycle mibrgas
clear tha offering financial incentives would make a differefespecially td_easeholder$61%).
Between 24% 44% consider a better collection service would be helpful, as would collection of a
wider range of materials (34%#0%).

Figure 3.17 What would encourage you to recycle mor

61%
48%
429644% 40% ’
34% 29% 70
0
24% 004 19% 23%
12% 11%
Better More 'bring Collection  More More Financial Different
collection banks' of wider informationinformation incentives type of
service range of  about about container

materials service benefits of
provided recycling

General Needs (Base 371 Home owner (Base 140

Residents suggestionsciudedusing bins rather thabhags and recommendedatt he bl ue o0gl as:
bins shoulchave a lid anthatt her e shoul d be more | ocal Obri
be more recycling provision for people living in flats.
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4. LEASEHOLDERS

4.1 Features of the home

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

Satisfaction was Higst in respect of the design (80%) and sizé4B5f the home Just undethree
quarters ofLeaseholdersvere satisfied with theheating system (74%) amgliality of construction
(72%). dust over halfwere satisfied wh security measures (56%) astbrage spaceb56%). Half
were satisfied with the amount of garden/outside spacé4pODissatisfaction was highest in these
latter areasd garden/outside space (31%) and storage space (26%).

Figure 4.1 Satisfaction with the different aspects of the home
(Base 278B13)

The design of your home 80%

Size of home 85%

Heating system 74%

The construction quality of your hom: _ 72%
Security measures _ 56%

Storage 56%

Your garden/outside spact 50%
4.2 Service standards

Services received

The type of services owners receive depends on the specifications in the lease and the type of
property they own. Leaseholdersvere therefore asked how they rated thelrandlordin respect of
specific services offeredUp to around half ofthe Leaseholdersvho had an opinion were satisfied

with the rent/service charge informatiod$%) andwith the external repairs and maintenance service
(42%)while fewerLeaseholdersvere satisfiedvith the upkeep of the communal areas (39%).

In respectof these services providedeaseholdersvere asked if they considered these to be good
value for money. Two fifths of Leaseholderghought the charge they paid for cleaning of the
communal areas4(%)was good value for money while rather less felt tmegeived good value for
money in respect of rent/service charge information (37%) or external building repairs and
maintenance (34%).

Paying a higher service charge for more services

The serviced.easeholderseceive are limited to those specified ingtease, however there was no
great desire to pay a higher service charge in order to obtain extra sendcé®% would not be
preparedto pay a higher charge. Only4/said that they would be prepared to pay more.
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Reserve Fund

Leaseholdersvere askeddr their views about the reserve fund arrangements. Half (50% felt it was
a good idea, helping to save money for future work. Around a third (31%) did not have a view on
the matter and 19% would rather make their own arrangements.

Figure 4.2 Home owners views on the Reserve Fund

I T T 1

Reserve Fund is a Rather make own Not sure either
good idea arrangements way

Aware ness of service standards

Leaseholdersvere asked if they were aware of their housiAgthorityd s publ i shed servic
for customer service. OnlY4% of Leaseholdersvere aware of the standardsyith twice as many

not aware of the standard$g%) ad21% di dndt Kknow.

35% ofLeaseholderselt that the level of consultation they had regarding the way in whBBDsets
the servicecharge was about right, while 2felt that there was too littleA third of Leaseholders
said that there had been no ceultation 31%).

4.3 Homeowner communication

Leaseholdersvere also asked a number of questions on how satisfied they were with different types

of communications received ranging from theaseholde® handbook, i nformati o
newsletters, comglints procedure and website informationThe newsletter was the most well

received communication overall (54%). The clarity of the service charge statement received a higher
satisfaction rating (57%jowever this aspect also received the highest dis&atiton rating (23%).

Almost half ofLeaseholdersvere satisfied with the handboold%%) andhe information provided on

budgets and accountd§%), with 19% dissatisfied in respect of the latiexo fifths of Leaseholders

were satisfied with theAuthorityd s compl ai n #d0) hpveverc laltl asr neany (were
dissatisfied (20%). 40% were satisfied withinformation provided via thevebsite (40%6).
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Figure 4.2 Satisfaction with communication and information
(Base 272294)

¢KS +aazoxrt dazy G 36%  10%
Clarity of service charge statemer [ G 20%  23%
Information provided on budgets/account |G 36%  19%
The home owner/residents handboo SN 47% 8%
¢KS Faaz20Al Gazyoa | IIINIEEEN 40% - 20%
Website information || EEEGCGEEENEN 51% 9%

m Satisfied Neither Dissatisfied

The majority ofLeaseholdergrefer to get information from their housinguthority by letter (83%0),

while somewould be happyeceiving information via e mail (18%) or from a magazine or newsletter
(17%),or with a personal visit (15%). 13% would be happy with a telephone call and 12% would
attend open meetings or AGM. There was less interest idinaforums (4%).

When looking at the best method for obtainingaseholde® vi ews, two thirds opt
a questionnaire (B%), while somd_easeholdersvould be interestedimppar t i ci pating i n
groups/forums (20%), completing an-lame suvey or being on an email panel (18%ifending open
days/conferences (¥8), taking part in small discussion groups (138&f)taking part in telephone

surveys (10%)11%stated that they do ot want to get involved at all

4.4 Household costs

Two thirds of Leaseholderq35%) statedthey had experienced any financial difficulties in paying
regular paymets/bills in the last 12 months, most of wim (62%) felt that this weabecause the costs

of owning their own home had been higher than they expect284{ no higher and13% did not
know). Nearly half ofLeaseholderstated that if they were to get into financial difficulties they
would seek help from family/friends (%) or would try to resolvefinancial matters themselves
(34%). Over a quarterof Leasehtderswould consider contactig the Citizens Advice Bureau &3,

or their lender (286) for assistance 22% would contact LBBDFar fewer would contact an
independent advice agend#4) andlL1% ofLeaseholdersvould not know who to contact.
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Figure 4.4 Where would you be most likely to seek
help if experiencing financial difficulties?

Family/friends

Citizens Advice Bureat 28%

Mortgage Lender/bank/Building Socie=
Landlord

Would not know who to contact 11%

Independent Advice Agenc
Other W1%

4.5 Future plans
Leaseholderavere asked to indicate their future plar& whether they would be likely to move
within the next few years

Figure 4.5 Homeowners who are considering a move in th
nex few years (Base 320)

Yes, within the
next year

52y Qi 7%

23%_\

Yes,inlto2
years time
15%

Yes,in3to4
. years time
9%

Yes, in more
than 5 years

time
N
o plans t 4%
move
42%

Two fifths of those responding had no plans to move in the next few yed®4), whilesome
Leaseholderslid not know (23%). A third of Leaseholdersare considering moving in the next few
yearsd either in the next year %), in the next 1 to 2 yearslp%), in 3 to 4 years timedfo) or in
more than 5 years time4@s).
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5. GENERAL NEEDS TENSGWFLUENCESND SUBGROUPS

The Feedback database contains data for more tf@n0®0 social housing tenants. Analysis of this
data shows that some types of households tend to have higher levels of satisfaction with their
housing services than other types of households andBagking & Dagenharsurvey proved to be

no exception. This chapter is based on general needs tenants only.

5.1 Type of Household

Barking & Dagenhains t enants generally followed the patte
tenants were more satisfied witbverall landlord services86) t han t he Oo/24)asr ageo
were households with three or more adults (76%$atisfactions lowestamongstcouples under 60

yrs (61%) andne-parentfamilies (636) Two parent families were also below the aver#§6%).

Figure 5.1 Satisfaction with overall landlord service by household type (% v
or fairly satisfied)

All households
One adult under 60

One aged 60 or ove 83%
Two adults both under 6C
Two adults, at least one over 6 83%

Three or more adults 17 or ove 76%

1-adult family with child/ren

2-adult family with child/ren

5.2 Age of tenant

As already indicated by the analysis by household type, satisfaction levels are likely to increase with
the age of the tenant. Older tenants (over 60 years old) recorded above average levels of satisfaction
for all aspectsof the service provided byBarking & Dagenharmompared with younger tenants.
Tenants under 35 years old generally recorded lower levels of satisfaction for service aspects
compared with those aged between 35 and 60. The only exceptions were that theselia
difference between tenants under 60 with regardsdatisfaction with outcome of contact (where
tenants under 35yrs were more satisfied than those between 359kss), neighbourhood and value

for moneyoverall servicesvith both agegroups awardig similar ratings.
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Figure 5.2 Difference in satisfaction ratings by a

. 81%
Kee;pmg tenants 64%
informed 60%
71%
Accou_nt taken of 5706
views 54%
. 83%
Repaws & 69%
maintenance 61%
Satisfaction with 55%
outcome of contact 56%
71%
Ease of contact 68%
55%
86%
Value for money 66%
64%
) 78%
Neighbourhood 57%
58%
N 86%
General condition 64%
60%
) 87%
Quality of home 69%
59%
. . 84%
Services providec 67%
59%
Over 60 years old (Base 40 m 35 to 59 years old (Base 46.

m Up to 34 years old (Base 17.

5.3 Length of tenancy

Barking & Dagenhains t enants generally followed the patt
satisfaction and length of tenancy. At the majority of other landlords, new tenants are either more

or less sasfied than averagand at Barking & Dagenhamew tenants (under one yeadid vary

between the two extremesSatisfaction appears to fall after the first year reaching the lowest levels

of satisfaction in tenants of between 3 ahgear tenants. Long stding tenantgover 21 yearyare

typically the most satisfied group whants.
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Figure 5.3 Difference in satisfaction ratings by time with landlo

649 75%
Keeping tenants informec §/8°
75%
0
1 %
%63 ()
Account taken of views 66%
| 76%
669 81%
. . 0,
| 7%
o 70%
Satisfaction with outcome of contac g/g 0
60%
i 4 o0
5 082%
| 4%
71% 80%
Value for money % %

Neighbourhood

General condition

Quality of home

21+ years (Base 31¢ 11-20 years (Base 20¢
6-10 years (Base 20z I 3-5 years (Base 173
m 1-2 years (Base 107 m Under 1 year (Base 57

54 Economic status

Working householdsawarded ratings well below thaverageas did the unemployed and those at
home looking after family Retired tenants were well abevaverage (12%7% higher) and tenants
permanently sick/disabled were usually just above or matching the average satisfactiord rating
except in the case of value for money where they were 9% above the average.
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Figure 5.4 Difference in satsifaction ratings by economic status

%

Keeping tenants informe

WA
67% 83%

Account taken of views

Repairs & maintenanc

i

Satisfaction with outcome of contac

S

[
62% 74%

Ease of contact

i
ot

58%
82%

Value for money

71%
64% ’ 87%

576%%

Neighbourhood

0,
62%2 o
63%

il

79%

General condition

73%
0,
59% 88%

62%
59%66%
79%

Quality of home

63%

620/%7%

89%

== 70%
74%

Services providec

0,
71% 85%
s§§96
%

m Permanently sick /disabled (Basel:
Retired (Base 283

In employment:part time (Base 8¢

At home/ looking after family (Base 12!

Unemployed and available for work (Base 2¢

m In employment:full time (Base 20:

55 Tenants with long -term illnesses or disabilities and wheelchair users

The results of the survey were analysed to see if there were any differences between tenants with
longterm ilinesses or disabilities and wheelchair users and those withouttéong illness or
disability and nomvheelch& users. The results show that tenants with lofigrm illnesses or
disabilities aremore satisfied than tenants without lorigrm illnesses or disabilitier4%- 10%)

The resultsalsoshow that wheelchair users are generatipre satisfiedhannon-wheelchair users

awarding ratingg0%- 25% higher.
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Figure 5.5 Difference in satisfaction between general needs tenants with
and without longterm illnesses and disability and wheelchair and non
wheelchair users

Kegping tenants 223 86%
informed | 73%

60%

Account taken of views 72%
0,
I 59 A)65%

72%
R DarS & M N A C € e ——— 7 2 89%
ook

Satisfaction with 59% 84%
outcome of Contact__ 56%. oot
66%
Ease 0f CoNtaC! p—— 5, 07
69%

1 72%

0,
VU FOT 10Ny o G006 7% 84%

64%

iGN OUrN 00 —— 620 o
62% c00

69%

General condition 84%
| 9
erka 76%

73%

QU O 1O ——— 710 89%
L1 7894

71%

Services providec 0
— 69% 76%

Nonwheelchair user (Base 96¢ Wheelchair user (Base 5¢
m No longterm iliness or disability (Base 53t Longterm illness or disability (Base 50«

83%

5.6 Ethnicity

The results of the survey were analysed to see if there was any difference in responses between
households made up dfom different ethnic backgrounds.The survey foundthat Minority ard

Ethnic tenants (ME tenants) welesssatisfiedn every respect than White British tenants, especially
with condition of property €20%), quality of home-{7%), landlord overaltl 5 %) , staff 0s
deal with problems-5%), repairs & maintenam¢14%), value for moneyl3%) and ease of getting

hold of the right person-{12%).
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Figure 5.6 Satisfaction amongst different tenant grouj
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The results of the survey were analysed to see if there was any difference in responses between
households made up of different genders. The survey falede were only minor differences.
Overall findings suggest thatixed householdsvere marginally more satisfied thdemaleonly and

male onlyhouseholdsexcept for repairs & maintenance, outcome of contact and value for méney
however the differencesare relatively small. Female only households wermgenerally the least

satisfiedexcept in respect of outcome of contact
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Figure 5.7 Difference in satisfaction between gender of general needs tene
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5.8 Property type
The results of the survey were analysed to see if there was any difference in responses between

tenants with dfferent living indifferent types of propertyd houses,flats/maisonettesand bedsits

The number of tenants responding from bedsits was very small so these results cannot be viewed as
representative of this tenant group. The differences between flatligns and those in houses are

quite small in respect of overall services provided, rep&irmaintenance, account taken of views and
being kept informed. This is not the case however when looking at the quality and condition of the
property or the neighburhood where those living in flats were 894.0% less satisfied than those in
houses. Flat dwellers were also 10% less satisfied than those in houses in respect of value for money
and with ease of contact and 8% less satisfied with outcome of contact.
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Figure 5.8 Difference in satisfaction by property typ
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5.9 Religion and sexual orientation

While the survey collected information on religion and sexual orientation, the numbers of
households with a religion other than none or Christian and with a sexual orientation other than
heterosexual were too small fahe data to be analysed.

5.10 Subgroups

General needs tenants were split inseventeendifferent subgroupsAbbey, Alibon, Becontree,
Chadwell Heath, Eastbrook, Eastbury, Gascoigne, Goresbrook, Heath, Longbridge, Mayesbrook,
Parsoloes, River, Thames, &fate, Village and Whalebdne It should be noted that although
included in the subgroup comparison chart the results for Abbey, Eastbrook, Longbridge, River and
Whalebone are outside the acceptable confidence levell(#6) and should therefore be treated

with caution.

As the table below shows generally tenants Bastbrook, Valence and Whalebonare more
satisfied than those inther areas, although top ratings in some specific service areas were also
recorded in Becontree, Chadwell Heath, Longbridlyiayesbrook, Parsloes and River wardBhe

lowest ratings for landlord services overall (61%), value for money (56%), ease of contact (50%) and
account taken of views (48%) were from Abbey ward. Tenants in Gascoigne district were least
satisfied in respeacof quality of home (61%) and condition of property (53%) and tenants in

Nati onal Housing Fed&MamRepattvGys Feedback Page 33



HOUSING
FEDERATION

Goresbrook were least satisfied with the repairs & maintenance service (61%). Thames ward were
the least satisfied with outcome of contact (46%) and Village ward with their neigidamii(53%).

Significant difference between subgroups can sometimes in part be explained by more satisfied
subgroups having a higher percentage of older tenants. This appears to be the case hammeith

of the highest ratings coming from Becontree (46Mder tenants), Eastbrook (39% older tenants),
Longbridge (44% older tenants), Mayesbrook (49% older tenants), Parsloes (46%eolaiet3,
Valence (48% older tenants) and Whalebone (53% odleeanty. However this is not the whole

story as some areawith low ratings such as Goresbrook had quite a high percentage of older
tenants as well(42%) and the differences are more likely linked to characteristics of each
area/neighbourhood.

Figure 5.9 © o ©
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Abbey Ward
0 0 0 0 0 0 0 0 0 0
61% 78% 78% 59% 56% 50% 59% 2% 48% 74%
Alibon Ward
71% 75% 71% 74% 79% 70% 57% 2% 67% 67%
Becontree Ward
7% 82% 80% 67% 74% 72% 71% 77% 60% 79%
Chadwell Heath
Ward 79% 73% 76% 67% 82% 76% 72% 73% 55% 72%
Eastbrook Ward
80% 83% 82% 82% 75% 55% 52% 76% 66% 77%
Eastbury Ward
74% 74% 67% 61% 72% 68% 68% 66% 62% 69%
Gascoigne
Ward 64% 61% 53% 47% 63% 61% 50% 68% 54% 62%
Goresbrook
Ward 63% 68% 64% 64% 79% 66% 57% 61% 60% 69%
Heath Ward
78% 81% 80% 71% 79% 66% 65% 81% 67% 75%
Longbridge
Ward 83% 91% 82% 82% 64% 67% 47% 73% 53% 48%
Mayesbrook
Ward 76% 81% 82% 69% 7% 78% 69% 84% 63% 70%
Parsloes Ward
71% 75% 75% 74% 75% 70% 75% 78% 57% 73%
River Ward
68% 76% 79% 74% 76% 75% 58% 80% 70% 78%
Thames Ward
68% 65% 57% 52% 63% 61% 46% 65% 63% 64%
Valence Ward
80% 80% 79% 88% 91% 7% 67% 76% 59% 73%
Village Ward
72% 81% 70% 53% 64% 56% 55% 74% 67% 68%
Whalebone
Ward 7% 82% 81% 56% 69% 62% 62% 94% 81% 82%
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6. KEY DRIVER ANAILS/SI

The report to date has examined the survey results using very simple analysis, and the results simply
show how satisfied tenants are with various aspects of the service they receive. In order to
understand fully whichsevi ces are key to tenantsd overall S a
Key Driver Analysis is used to examine the relationship between the different variables (the
questions asked in the survey) and to determine which elements of the servichadey drivers

for customersd overall satisfaction. Teniant s wh
analysis.

6.1 General needs tenants

Overall landlord satisfaction

In order to examine the relationship between various aspects of the servicd at enant sd ov
satisfaction with their landlord, the following aspects were compared: satisfaction with the repairs
service, value for money, quality of home, condition of property, neighbourhood, keeping tenants
informed and account taken of viewshd chart below shows the resultsthe greater the number

for the measure of influence, the more important this aspect of servicd éants who are satisfied

overall are more likely to be satisfied with the aspects with the greatest influence.

The chat indicates that, in terms of overall satisfaction with the service providedasking &
Dagenhamthe key driveris the repairs and maintenance seryidellowed by thequality of home
Satisfactiorthat account is taken of views is also influential aietre performance is currently at a

low level. Performance is better with keeping properties in good condition but the influence on
satisfaction levels is not as great. The same goes for value for money for rent which is considered to
be fair but not paticularly influential.

Figure 6.1 Key drivers for overall satisfaction with
landlord services (tenants with opinion)
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These findings clearly show the link between overall satisfaction with the landlord and satisfaction
with the repairs and maintenance service, and thus the importance of ensurirutherity has a
high qualityepairs and matenance service.

Customer contact

Key Driver Analysis was also used to examine the relationship between overall satisfaction with the
landlord and the various aspects of customer contact measured in the survey. The findings indicate

that, in terms of oerall satisfaction with the landlord, the most influential aspect of service is
satisfaction with the final outcom& which has a lower rating than the other measures of customer

care. St af f s ability to deal wi t hfactiohlevelpanddgadinethe al s o
performance level could be improvedhe remaining aspects of customer care were not as
influential althoughhelpfulness of stai$ more of a driver tharease of contacBarking & Dagenham

should consider reviewing tenansaisfaction with thehow problems are dealt with and thénal

outcome which h&e the lowestratings, in order to increase overall tenant satisfaction.

Figure 6.2 Key drivers for overall satisfaction
- Customer contact (tenants with opinion)

100
90
80
70
60
50
40
30
20
10

| Helpfulnes

A

0 0_ [ Final outcom
Ability to dea =

with problem

D

Performance (100%)

0.00 0.05 0.10 0.15 0.20 0.25 0.30 0.35

Measure of influence

Repairs Service

Key Driver Analysis was also used to examine the relationship between varioussaspte repairs
service for the | ast completed repair and tenan
that, in terms of overall satisfaction with the repairs and maintenance service, the most important
aspect of service is the quality tifie repair work closely followedby the time taken before the

repair work started. Information given about when work would start was also found to be a key

driver of satisfaction. All these three drivers are currently areas where the Authority is paifay

well. The analysis found only weak relationships between satisfaction witpted of the workers,

their attitude and ability to minimise dirt and mess and overall satisfaction, which are not statistically
significant and could be due to chance.
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Barking & Dagenhashould concentrate some of its resources araintaining the high level service
and if possiblémproving the time taken before repair work is carried camd the information about
when work will startin order to drive up tenant satiséion further with the overall repairs service
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Figure 6.3 Key drivers for overall repairs and maintenance serv
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7. COMPARISON WIRREVIOUS SURVEYS

This section of the report looks at significant differenbetween general needs tenaristween the
previous survey carried out in 208, 2007 and the current survey (2008, all of which used the
STATUS questionnaireThe samplingerrors for all three surveys were in the region of +2.8%
therefore any differences between théiree can be considered statistically reliabl&Summary
charts of the comparison dhe two surveys can be found in Appendix 11.

7.1 Household characteristics 0 disability

LBBD are working on increasing access for disabled residents and respond to their specific needs.
Awareness of the number of tenants stating that they have andsdll disability is a key
component in developing the customer service strateyy.20® and 200 around half of residents
reported that a member of their household had a longstanding illness or disability5@%f)and

there is little difference in thikevel for Generaheeds tenants in 2008 (48%).

7.2 Key satisfaction ratings

Reviewing information from previous surveys there appears to leen no change in the overall
satisfaction wth landlord services since 2006

Figure 7.1 Satisfaction with landlord over time
(2006-2008)
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