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Executive Summary

1. EXECUTIVE SUMMARY

1.1 BACKGROUND TO THE RESEARCH

In 2014, Southway Housing Trust commissioned Kwest Research to undertake the latest in a series
of tenant satisfaction surveys. The 2014 research project forms the fourth survey carried out by
Kwest on behalf of the organisation and was conducted in line with Housemark's STAR guidance.

The questionnaire was designed to include satisfaction questions for key areas of service, such as
repairs, staff contact, dealing with anti-social behaviour and welfare reform.

A census approach was adopted and as such, all 5,799 of Southway Housing Trust's households
were invited to take part in the survey.

The questionnaires were mailed together with an introductory letter from Kwest and a reply-paid
envelope for returning completed questionnaires. The introductory letter also contained a web link
that allowed tenants to complete the survey online, if preferred. Each tenant was provided with a
unique login to enable returns to be monitored and analysed.

After two mailings of the questionnaire, a total of 1,161 responses were received, representing a
20% response rate. This response rate is very similar to that achieved in the 2012 research and
provides good, overall data accuracy of +2.6%.
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1.2 KEY COMPARISONS FOR SATISFACTION QUESTIONS BY YEAR OF SURVEY

e To enable performance to be tracked over time, the 2014 survey contained a series of
satisfaction questions covering a number of areas.

e When comparisons are made, a trend emerges which shows that satisfaction levels with key
services are generally in line with the results achieved in 2012, with the exception of value
for money of rent. It should be noted, however, that satisfaction across many areas has
increased significantly since the first survey in 2008, (undertaken a year after the transfer).
This is particularly the case regarding home quality and condition, likely to be primarily
driven by the extensive Home Improvement Programme undertaken by the Trust. These
findings are displayed below.

Satisfaction With Key Service Area % Expressing % Expressing % Expressing

Satisfaction/rating Satisfaction/rating Satisfaction/rating

good 2014 good 2012 good 2008

Overall satisfaction with services provided

86% 86% 79%
by landlord
Satisfaction with area as a place to live 82% 82% 78%
Satisfaction with value for money of rent 76% 81% 75%
Satisfaction with overall quality of home 86% 87% 70%
Satisfaction with repairs and maintenance 86% 85% 79%
Satisfaction that landlord listens to 3% 75% 72%
residents' views and acts upon them
Satisfaction with general condition of 85%% 83% 65%
property
Rating landlord on keeping tenants 86% 86% 29%
informed on things that may affect them

Table 1

1.3 KEY POINTS FROM THE 2014 SURVEY
Trends In The Data

e Comparisons with 2012 reveal that, satisfaction ratings for most areas of service are similar
to the previous survey. However, the notable exception is that the ratings for value for
money of rent have fallen.

¢ When analysing the survey findings a trend appears in the data that shows that older
residents are generally more positive about homes and services than those under 65. Such
a trend is common in Kwest’s experience, and is primarily driven by age profile, as older
people consistently more likely to return positive views than their younger counterparts.

e The Trust generally performs well, with particularly high ratings for Southway Housing Trust
on core questions relating to the landlord's services, repairs, neighbourhood and home
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quality. However, performance ratings are lower for listening to residents' views and rent in
terms of value for money.

To put these findings in some form of context, it is noteworthy that the key driver analysis
undertaken by HouseMark to assess which services have the biggest impact on satisfaction levels,
reveals that repairs and maintenance has the biggest influence on overall satisfaction. This makes
the Trust's good performance relating to repairs and maintenance particularly important. In
addition, HouseMark's report also states that those providers whose residents are satisfied in this
area tend to have the highest rates of overall satisfaction.

The next most significant influences on overall satisfaction are:
e the quality of the home
e how well the landlord listens to tenants and acts upon their views

HouseMark comments that such findings imply that providing homes of a good standard and getting
the resident involvement element right are important factors in achieving good overall satisfaction
scores. In contrast, the analysis found that the influence of ‘neighbourhood’ and value for money
are "very close to zero and hence negligible". Southway Housing Trust's findings for 2014 confirm
that the Trust is getting the balance of services right and has a solid foundation on which to
continue building in the future.

An Overview Of Service

e Around nine in ten residents (86%) express satisfaction with the services provided by
Southway Housing Trust, with a similar proportion satisfied with home quality.

e When asked to prioritise services provided by the Trust, the most frequently selected option
is repairs and maintenance — 67% highlight this as important, compared to 46% or less
choosing other service areas. The importance attached to the service makes the Trust's
strong performance in this area particularly significant.

e Many findings in the survey confirm that the organisation is well perceived by its customers,
and in line with this, it is of no surprise that a significant proportion confirm that would be
likely to recommend Southway to friends or family.

Homes And Neighbourhoods

e Around nine in ten residents (86%) express satisfaction with the quality of their home.

¢ Neighbourhoods are generally held in high regard, with eight in ten residents (82%)
expressing satisfaction with their area as a place to live, and three-quarters agreeing that
their area is a place where people from different backgrounds get on well.

¢ The most commonly reported neighbourhood problems are car parking and rubbish/litter.
Anti-Social Behaviour And Hate Crime

e 16% of tenants have experienced antisocial behaviour in the last twelve months, whilst 5%
have experienced hate crime.

e Perceptions of the way anti-social behaviour is dealt with are mixed, and so whilst 38% of
tenants who have reported antisocial behaviour to the Trust are satisfied with the way their
complaint was dealt with, 56% are dissatisfied (although caution should be exercised when
interpreting these findings due to the small number of respondents; results should be
viewed as indicative only).
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Repairs & Maintenance

e The repairs service is widely used, with seven in ten households (73%) having at least one
repair completed in the last twelve months. The importance of repairs is emphasised by the
finding that this is the service most frequently selected by residents as a top priority.

e Around nine in ten customers (86%) express overall satisfaction with the repairs service.

e The most highly rated aspect of the repairs service is the attitude of workers, whilst the
lowest ratings are returned for the time taken before work started.

e A sizeable proportion of tenants (69%) are interested in Southway Housing Trust providing a
low cost handyman service.
Contact And Communication
e The majority of tenants (88%) have needed to contact Southway in the last 12 months.
Older residents (aged 65 plus) are less likely to have been in touch than other groups.

o Staff are generally well regarded, particularly in terms of being polite and friendly, listening
to customers and treating tenants with sensitivity.

e 86% of tenants report satisfaction with the way Southway keeps tenants informed, which is
a similar finding to the 2012 survey. Publications such as Southway Stories are received and
read by the vast majority and viewed as relevant and interesting.

e However, perceptions of consultation are less positive, with lower ratings returned for the
Trust listening to tenants' views and acting upon them, and providing opportunities to get
involved.

e Around half the tenant population (52%) uses the internet.
Money, Finance & Welfare Reform
e It is of note that just under half the population (46%) say that they don't know if they will

be affected by welfare reform changes.

e Only a very small proportions of tenants (5%) are aware that they may be affected by
welfare reform and have contacted Southway Housing Trust as a result. A further 16% are
unsure whether they will be impacted, but have not contacted the Trust for help or advice.
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2. OVERVIEW OF SERVICES

2.1 DISCUSSION OF FINDINGS

e The combined service experience provided by a landlord produces the overall satisfaction
levels of tenants. As part of the Southway Housing Trust survey, a series of questions was
included to ascertain views of the homes and services provided by the Trust. This section of
the report looks at results of some of the key measures.

e When considering satisfaction levels for overall service, 86% of tenants are satisfied with the
services provided by Southway Housing Trust, a result that is roughly in line with that
obtained in the previous survey.

¢ In addition, high levels of satisfaction are evident in connection with the quality of homes,
the general condition of properties and areas as places to live. On the whole, older tenants
are more likely to express satisfaction than their younger counterparts.

e Key service priorities are in line with other research across the housing sector — the most
important service in the eyes of tenants is repairs and maintenance (identified as a top
priority by 67%, compared to 46% or less selecting other service areas). Other priorities
highlighted include neighbourhoods as places to live (selected by 46%) and overall quality of
homes (42%). The priority attached to repairs by tenants makes the Trust's strong
performance in this respect particularly significant, as a good performance in this area is a
key driver for satisfaction.

e Given the prevailing economic climate and the changes being made to the welfare benefits
system, it is encouraging that the majority of Southway Housing Trust's tenants feel that the
help and advice the organisation has supplied through its Income and Advice Services teams
are suitable to their needs.

e The majority of tenants are satisfied with the value for money their rent provides, although
this is an area where ratings have fallen compared to previous surveys.

e Tenants were asked how likely they would be to recommend their landlord to family and
friends using a scale ranging from 0 (very unlikely) to 10 (very likely). In response, 77% of
Southway's tenants return a score of 7 or more. This question can be used to identify a ‘net
promoter’ score that is traditionally used in the private sector and is being increasingly
applied in the social housing sector. In working out a net score, choices 9 and 10 are
counted as "promoters", scores 7 and 8 are "neutrals", and scores 0-6 are "detractors".
Using this method, the net score is calculated as the promoters (9,10) less the detractors (0-
6), resulting in a Net Promoter Score of 26 for Southway Housing Trust, which is a good
performance in Kwest's experience. The introduction of this technique to measure the
performance of social housing landlords is relatively new (the question was added to
benchmarking questions by HouseMark in 2013), and therefore there is limited comparative
data available. However, to place the results into some kind of context, the following
information may be useful:

o - It is generally accepted that a score over 50 is indicative of excellence in the context of
the private sector.

o - During 2013 and 2014, the Net Promoter question was included in 9 of Kwest's surveys
on behalf of social housing landlords. The anonymised scores for these organisations are as
follows:
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Organisation Survey Year Net Promoter Score
Organisation 1 2013 2
Organisation 2 2014 5
Organisation 3 2014 -4
Organisation 4 2014 9
Organisation 5 2013 51
Organisation 6 2014 10
Organisation 7 2014 10
Organisation 8 2014 22
Organisation 9 2014 31
Southway 2014 26
Table 2

2.2 GRAPHICAL OVERVIEW OF FINDINGS

Overall Service

Overall Satisfaction With Services Provided
By Southway Housing Trust

50 Percentage of 1121 Respondents

The majority of Southway Housing Trust's %0
tenants (86%) of are satisfied with the 30
services provided by the Trust, whilst 9% are

dissatisfied. 20 40
10
5 (500 s
Very Fairly Neither Fairly Very
satisfied satisfied dissatisfied dissatisfied
Figure 2.1
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Overall Satisfaction With Services Provided
By Southway Housing Trust By Year Of

Survey

Percentage of Respondents
2008 32 47 9 | 7/|5] 1925
2010 46 5 5] 1644
2012 42 6 |4/4] 1080
2014 40 & SE 1121

0 10 20 30 40 50 60 70 80 S0 100
i‘\lery satisfied DFairly satisfied DNeither

DFairiy dissatisfied i\lery dissatisfied

Figure 2.2

When findings are compared with those of

previous surveys, it is evident that the overall

satisfaction levels have remained relatively
constant.

16-34
Tenants over the age of 65 years are more
likely to be satisfied with the overall service
Southway Housing Trust provides than
younger customers. This finding is particularly
marked for tenants over the age of 75.

35-44

45-54

55-64

Tenant

Percentage of Respondents
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Overall Satisfaction With Services Provided
By Southway Housing Trust By Age Of Main

80

35
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223

65-74 36 43' 235
75+ 66 28 31232
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i\.’ery satisfied DFaiﬂy satisfied E]Neither
DFairly dissatisfied iVery dissatisfied
Figure 2.3

Rent

Satisfaction With Value For Money For Rent

50 Percentage of 1032 Respondents

40 R

30 Around three-quarters of tenants (76%) are

. satisfied with the value for money provided
20 by their rent.
10
12
[
Very Fairly Neither Fairly Very
satisfied satisfied dissatisfied dissatisfied
Figure 2.4
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When compared with the results achieved in
2012, the proportion of residents who are
satisfied with the value for money of their

rent has fallen.

Satisfaction With Value For Money For Rent
By Year Of Survey
Percentage of Respondents
2008 46 13 | 71|4] 1733
2010 45 13 5 3 1487
= |
2012 42 1.1 5% 1020
2014 41 12 [ 7|5 1032
0 10 20 30 40 50 60 70 80 90 100
i\.’ery satisfied DFairly satisfied DNeither
DFairly dissatisfied E\Iery dissatisfied

Figure 2.5

Satisfaction With Value For Money For Rent

DFairiy dissatisfied EVery dissatisfied

By Area
Percentage of Respondents
Central 38 38 13 ~6 81 Tenants living in the West area record the
East -—'ﬁ— 44 1148 ; 330/ lowest satisfaction levels with the value for
sk 41 14 ‘7 32,| Money their rent provides.
0 10 20 30 40 50 60 70 80 90 100
i\lery satisfied DFa irly satisfied [j Neither

Figure 2.6

63% of ethnic minority tenants are satisfied
with their rent in terms of value for money,
compared to 78% of ethnic majority tenants.

Satisfaction With Value For Money For Rent
By Ethnic Group Of Main Tenant

Percentage of Respondents

Ethnic Majority 37

Ethnic Minority -_aa 37 19

0 10 20 30 40 50 60 70 80 90

DFairly satisfied DNeither
i\.’ery dissatisfied

11 6 722

12@ 145

100

41

i\.’ery satisfied
DFairly dissatisfied

Figure 2.7

Consistent with the results of the 2012 survey, analysis reveals that older residents are more likely
to describe themselves as satisfied with their rent in terms of value for money than younger people.

© Kwest Research
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Satisfaction With Value For Money For Rent
By Age Of Main Tenant

Percentage of Respondents

16-34 6 39 16 |9 M 76

35-44 41 19 13 }130
45-54 44 16 | 8 212
55-64 48 12 |10 210
65-74 39 10 |5]5] 199
: T
75+ i 32 7 J]% 205
0O 10 20 30 40 50 60 70 80 90 100
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Figure 2.8

Tenant Priorities

What Is Most Important To Tenants

Percentage of 1140 Respondents
Neighbourhood as a place to live

Overall quality of home

nN

The repairs and maintenance service is the
il most commonly selected priority, which is in
Keeping tenants informed o keeping with findings throughout Kwest's
Dealing with anti-social behaviour work in the social housing sector.

Taking tenants' views into account

Value for money for rent

0 10 20 30 40 50 60 70

Figure 2.9

The priorities identified by tenants in 2014 are broadly consistent with those highlighted in 2012.
The most noticeable change since the previous survey is in the proportion of tenants selecting value
for money for rent as one of the services of greatest importance.

As a general comment, the shift in priorities over the years, particularly the lower proportion of
tenants selecting quality of homes as important, is likely influenced by the extensive Home
Improvement Programme (HIP) completed by the Trust. The HIP may also have resulted in the
lower proportion highlighting repairs as important, with tenants having less need for repairs now
that properties have been updated.

Neighbourhoods are slowly increasing in priority, perhaps influenced by tenants wanting the
external environment to match newly updated homes.
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What Is Most Important To Tenants By Year Of Survey
Percentage of Respondents
Repairs and maintenance
2010
1684
1126
1140
2010
1684
1126
1140
2010
1684
1126
1140
Neighbourhood as a place to live
2010
1684
1126
1140
Keeping tenants informed
2008 2010
2010 1684
2012 1126
2014 1140
Taking tenants' views into account
2010
1684
1126
1140
Value for money for rent
2008 2010
2010 1684
2012 1126
2014 1140
0 10 20 30 40 50 60 70 80 90

Figure 2.10
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Recommending Southway

Almost eight in ten (77%) tenants give a score of 7 or more regarding how likely they would be to
recommend Southway Housing Trust.

How Likely Tenant Would Be To
Recommend Southway Housing Trust To
Family/Friends

Percentage of 1107 Respondents
0- notatall likely

1
2

3

8

iy LS e )
.
s
G

9

&

10 - extremely likely
30 40

o
=
S
)
[}

Figure 2.11
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3. HOMES & NEIGHBOURHOODS

3.1 DISCUSSION OF FINDINGS

e Southway Housing Trust is a landlord with almost 6,000 properties across the south
Manchester area, and providing desirable homes of a high quality is important for ensuring
positive views of the organisation amongst its customer base. In addition, tenants are
increasingly looking to social housing providers to take on a greater responsibility in dealing
with issues in the wider neighbourhood, to ensure that areas are safe, attractive and free
from anti-social behaviour and crime. This section of the report looks at opinions of homes,
neighbourhoods and related services.

e Views are generally positive regarding the quality of Southway's homes and local areas as
places to live. This is illustrated by the findings that 82% are satisfied with their
neighbourhood as a place to live, whilst 86% are happy with the overall quality of their
property (and 85% happy with condition). Comparison of findings with those obtained in
2012 reveals that views have remained stable. However, looking back to 2008 reveals
significant changes in satisfaction with homes, likely largely attributable to the HIP
programme implemented by the Trust.

e The most commonly reported problems include car parking and rubbish/litter.

e Around three-quarters of tenants agree that their local area is somewhere where people of
all ages get on well together, where ethnic differences are respected and where people from
different backgrounds get on well together.

e Eight in ten tenants feel that Southway looks after its green spaces either very or fairly well.
The most popular suggestions for transforming green spaces include creating play areas for
children and quiet relaxation areas.

e It is noteworthy that compared with the 2012 survey, findings show that tenants
experiencing ASB/ Hate Crime are less likely to report it, although the incidence of ASB/Hate
Crime has broadly remained constant.

© Kwest Research 12 Southway Housing Trust
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3.2 GRAPHICAL OVERVIEW OF FINDINGS

The Homes Provided By Southway Housing Trust

Levels of satisfaction relating to the overall quality
property are broadly similar.

of the home and the general condition of the

Satisfaction With Overall Quality Of Home Satisfaction With General Condition Of
50 Percentage of 1118 Respondents Property
P Percentage of 1043 Respondents
50
40
40
30
30
20 =5 49
20
10 10
480 CGI a3 > | C?] rE3E.
Very Fairly Neither Fairly Very Very Fairly Neither Fairly Very
satisfied satisfied dissatisfied dissatisfied satisfied satisfied dissatisfied dissatisfied
Figure 3.1 Figure 3.2

When findings are compared with results from the

previous survey in 2012, levels of satisfaction

remain broadly similar. However, the positive impact of the HIP investment is visible, with

satisfaction rising significantly from 2008 onwards,
below.

before levelling off. These findings are presented

Satisfaction With Overall Quality Of Home Satisfaction With General Condition Of
By Year Of Survey Property By Year Of Survey
Percentage of Respondents Percentage of Respondents
2008 22 48 7)1 5] 1899| |2008 18 47 Gil19 w 1842
2010 33 51 5| 73 1618| |2010 28 51 7| 10 ' 1518
: n
2012 45 5 5E2 1108| |2012 46 6| 7 3 1046
= —n
2014 45 4]16,3 1118 2014 49 5|73 1043
0 10 20 30 40 50 60 70 80 90 100 0 10 20 30 40 50 60 70 80 90 100
iVery satisfied DFairly satisfied DNeither iVery satisfied DFairly satisfied DNeither
DFairly dissatisfied i\lery dissatisfied DFairly dissatisfied i\lery dissatisfied
Figure 3.3 Figure 3.4
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Analysis by area reveals that levels of satisfaction with the quality of the homes and the general
condition of the property are very similar across different locations.

Satisfaction With Overall Quality Of Home
By Area
Percentage of Respondents
Central 45 40 4] 814 396
0 10 20 30 40 50 60 70 80 90 100
i\p’ery satisfied DFa irly satisfied DNeithef
DFairly dissatisfied i\/ery dissatisfied

Satisfaction With General Condition Of
Property By Area
Percentage of Respondents
Central 37 48 4 8 381
0 10 20 30 40 50 60 70 80 90 100
i\p’ery satisfied DFa irly satisfied DNeithef
DFairly dissatisfied i\/ery dissatisfied

Figure 3.5

Figure 3.6

When area results are compared with findings obtained in the 2012 survey, it is apparent that a

number of changes have occurred:

e Satisfaction with the quality of homes in the West area is now slightly lower than in 2012

(86% in 2014 versus 89% in 2012).

e The proportion of tenants in the West area saying that they are very satisfied with the
quality of their home has fallen from 44% in 2012 to 36% in 2014.

e Satisfaction with the general condition of properties has increased in the Central area (85%

in 2014 versus 81% in 2012).

Neighbourhoods

Eight in ten tenants (82%) are satisfied with their neighbourhood as a place to live, whilst 9% are
dissatisfied. Such satisfaction levels are in line with those obtained in the 2012 survey.

Satisfaction With Area As Place To Live
50 Percentage of 1048 Respondents
B
40
30
20 43
10
4 (2l
Very Fairly Neither Fairly Very
satisfied satisfied dissatisfied dissatisfied
Figure 3.7

Satisfaction With Area As Place To Live By
Year Of Survey
Percentage of Respondents
2008 33 45 8| 9 |5] 1845
2010 45 8 BE 1534
2012 41 T '_6- 1050
2014 43 7 6 1048
0 10 20 30 40 50 60 70 80 90 100
i\/ery satisfied DFairly satisfied DNeither
DFairly dissatisfied i\p’ery dissatisfied

Figure 3.8
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When results are broken down by area, findings are roughly similar across the three locations.
Further analysis of the figures by area shows that satisfaction levels for the Central and East areas
have fallen slightly since 2012. However, satisfaction levels for tenants in the West area has
noticeably increased (83% in 2014 versus 76% in 2012).

Satisfaction With Area As Place To Live By
Area

Percentage of Respondents

el T IR A = R
0 10 20 30 40 50 60 70 80 90 100
i\lery satisfied DFairly satisfied DNeither

DFairly dissatisfied i\lery dissatisfied

Figure 3.9

Neighbourhood Problems

To gain a more in-depth understanding of how neighbourhoods are perceived, tenants were asked
to comment on the severity of specified problems in their neighbourhoods.

Car parking
Rubbish/litter

Noisy neighbours

Disruptive children and
teenagers

Pets and animals

Doorstep crime/bogus
callers

Drug use or dealing
Drunk or rowdy behaviour

Other crime
Vandalism and graffiti
People damaging your
property

Racial or other
harassment

Problems In The Neighbourhood

Percentage of 1150 Respondents

20 14 27

Similar to previous studies, the
neighbourhood problems most frequently

cited are car parking and rubbish/litter. Year

o

iVery big problem DFairly big problem =Not avery big problem

on year comparison reveals that a decreased
proportion of residents describe car parking
as either a very big problem or fairly big
problem (41% in 2012 versus 34% in 2014).

10 20 30 40 50 60 70

Figure 3.10
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Community Cohesion

In the main, tenants' opinions on their community are positive and are in line with views gathered
in the 2012 survey. Findings indicate that around three-quarters of residents feel their local area is
one in which people of different ages get on well together, people of different backgrounds get on

well together and where ethnic differences between people are respected.

In the 2014 survey, a question asking people if they sometimes feel isolated in their homes or
communities was added. Around half of tenants (51%) disagree with this statement, whilst 22%

agree. Analysis by age shows that older tenants are more likely to agree that they sometimes feel

isolated in their homes.

Opinions On Community

Percentage of Respondents

l 17 ]521003

Local area is a place where people of different ages get on

well together m 28

Local area is a place where residents respect ethnic n
differences between people m 28 } 19 |4;l 968
Local area is a place where people from different n
backgrounds get on well together m 58 } 17 ISE 1001
Sometimes feel isolated in home or community 14 ] 26 32 m 954

iStroneg agree DAgree DNeither DDisagree iStroneg disagree

0O 10 20 30 40 50 60 70 80 90 100

Figure 3.11
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Analysis by local area reveals that tenants residing in the East area are least likely to agree that
their local area is a place where people of different ages get on well together, people of different
backgrounds get on well together and residents respect ethnic differences between people. 1t is
also of note that residents in the East area are most likely to agree that they sometimes feel
isolated in home or community.

Opinions On Community By Area

Percentage of Respondents
Local area is a place where people of different ages get on well together

Central 19 59 ] 16 ] 5 1 367
East ﬂﬁ— 54 ] 19 ] 6 318
West | 7 61 ] 16 ] 3 |2] 324

Local area is a place where residents respect ethnic differences between people

Central 16 62 ] 18 ] 411 352
East [ /R 52 | 25 "B g 305
West (] O 61 | 15 132] 312
Local area is a place where people from different backgrounds get on well together
Central 18| 57 ] 17 ] T 367
East |1 O 53 | 22 | 4 3] 316
West |1 Sl 62 ] 13 ] 4 319
Sometimes feel isolated in home or community
Central |8 13| 23 — 36 354
East  |MeOpas 15 ] 28 ] I 31 237
West [T 14| 27 L 30 304
0 10 20 30 40 50 60 70 80 90 100
iStroneg agree DAgree DNeither DDisagree iStrongiy disagree

Figure 3.12

Green Spaces

How Well Tenant Feels Southway Housing

Trust Looks After Green Spaces
Percentage of 1115 Respondents

60
50 )
Eight out of ten tenants (79%) feel that
40 Southway Housing Trust looks after green
30 spaces well, whilst 8% feel that the
organisation deals with these spaces badly.
20
:
3m.

0 Very well Fairly well ~ Neither Fairly badly Very badly
Figure 3.13
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When asked to specify what the Trust should
use green spaces for, almost half of tenants
select play areas for children and quiet
relaxation.

Anti-Social Behaviour And Hate Crime

How Southway Housing Trust Should Use

Public Green Spaces

Percentage of 1074 Respondents

Play area for children

Quiet relaxation
Attracting wildlife &
increasing biodiversity
Outdoor activities &

2

events
Growing fruit & vegetables 2
Sport/keep fit
Other
0 10 20 30 40 50 60
Figure 3.14

Tenant Has Experienced ASB/Hate Crime In
Last 12 Months By Year Of Survey

Percentage of Respondents
Neither ASB nor hate crime
2012 82 992
2014 72 \When compared to the 2012 survey, findings
ASB show that the level of ASB/ Hate Crime being
2012 -m 992 experienced is similar between surveys.
2014 [l Ghe 972
Hate crime
2012 |4 992
2014 |5 972

0 10 20 30 40 50 60 70 80 90
Figure 3.15

When compared with the findings of 2012, a
lower proportion of tenants say that they
have reported the ASB/Hate Crime they
experienced to either Southway Housing
Trust or the police.

Tenant Reported ASB/Hate Crime By Year

Of Survey

Percentage of Respondents
ASB
2012 27 49 22 2163
2014 38 41 } 16 142
Hate crime
2012 |24 45 [T R
2014 46 252> 28

0 10 20 30 40 50 60 70 80 90 100

EDidn’t report it DSouthway Housing Trust DPolice EOther
Figure 3.16
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Satisfaction levels with different aspects relating to the service provided when dealing with ASB
complaints are presented below.

Satisfaction With How Last Anti-Social Behaviour
Report Was Handled By Year Of Survey

Percentage of Respondents

Advice provided by staff

240 ell feelsi G
0 10 20 30 40 50 60 70 80 90 100
i\."ery satisfied DFairiy satisfied DNeither Fairly dissatisfied i\.’ery dissatisfied

Only asked where tenant reported ASB to Southway

Figure 3.17
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Views of the way ASB complaints are handled are very mixed. However, some caution should be
exercised when interpreting these findings due to the small number of responses.

Overall Satisfaction With Way Anti-Social
Behaviour Complaint Was Dealt With

Percentage of 50 Respondents

40

30

20

22
10 20
0 Very Fairly Neither Fairly Very
satisfied satisfied dissatisfied dissatisfied

Only asked where resident has reported ASB or Hate Crime

to Southway

Figure 3.18
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4. REPAIRS & MAINTENANCE

4.1 DISCUSSION OF FINDINGS

Previous research undertaken throughout the housing sector has confirmed that the repairs

service is key to ensuring resident satisfaction. Its importance in the eyes of Southway
Housing Trust's tenants is highlighted by the finding that 67% identify it as a top priority,
compared to 46% or less selecting other service areas. In addition, seven in ten households
have had at least one repair completed in their home during the last twelve months.

maintenance, with around nine in ten tenan

Views are generally positive regarding how Southway Housing Trust deals with repairs and

ts (86%) expressing satisfaction whilst a

minority (10%) is dissatisfied with the way Southway Housing Trust deals with repairs and

maintenance However, although, expresses

Comparing results with those obtained in th
remain very similar in 2014.

dissatisfaction.

e 2012 survey reveals that satisfaction ratings

In determining the areas that residents would like to see improved, it is valuable to assess

ratings for individual aspects of the repairs service. This reveals that views are most positive
regarding attitude of workers, appearance of workers and being told when workers will call,

whilst the time taken before work starts rec

handyman service.

4.2 GRAPHICAL OVERVIEW OF FINDINGS
Overall Satisfaction With Repairs

Levels of satisfaction with the repairs service are hi

eives the lowest satisfaction scores.

A sizeable proportion of tenants (69%) express an interest in Southway providing a low cost

gh compared to findings for other housing

organisations. Closer analysis reveals slight variations in response across the Trust's areas.

Satisfaction With The Way Southway
Housing Trust Deals With Repairs &

Maintenance
Percentage of 1112 Respondents

Satisfaction With The Way Southway
Housing Trust Deals With Repairs &
Maintenance By Area

Percentage of Respondents

cenval |42 ol
L i

o ] 30 [0g

el T R E R e
0O 10 20 30 40 50 60 70 &80 90 100

EVery satisfied DFa'srly satisfied DNeither

DFa irly dissatisfied EVery dissatisfied

50

40 -

30

20 42

10

am [ 600 mmamm

Very Fairly Neither Fairly Very
satisfied satisfied dissatisfied dissatisfied

Figure 4.1

Figure 4.2
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Satisfaction With The Way Southway
Housing Trust Deals With Repairs &
Maintenance By Age Of Main Tenant

Percentage of Respondents

Once again, analysis by age shows that older
people are more likely to be positive in their
views than their younger counterparts.

16-34 2 47
35-44 3
45-54
55-64 46
65-74
75+
0 10 20 30 40 50 60 70 80 90 100
i\.’ery satisfied DFaiﬂy satisfied D Neither
[EFaiﬂy dissatisfied i\lery dissatisfied
Figure 4.3
Reporting Repairs

The repairs service is widely used, with around three-quarters of tenants (73%) having at least one
repair completed in the last twelve months. Tenants in the West are slightly less likely to have had

a repair than those in other locations.

Tenants Have Had Any Repairs Completed
In Last 12 Months

Percentage of 1017 Respondents
oYes
(73.1%)
- No
- (26.9%)

Figure 4.4

Tenants Have Had Any Repairs Completed
In Last 12 Months By Area

Percentage of Respondents

Central

East

West

0
EYes DNO

Figure 4.5

10 20 30 40
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Tenants Have Had Any Repairs Completed
In Last 12 Months By Age Of Main Tenant

Percentage of Respondents

16-34 150 73
s

45-54 192

55-64 210

|

65-74 207
0 10 20 30 40 50 60 70 &80 90 100

EYes DNO

Figure 4.6

Views Of The Last Completed Repairs

A breakdown of findings by age reveals that
older tenants are less likely to have used the
repairs service than younger groups.

When asked about their last completed repair, tenants return the highest ratings for the attitude
and appearance of workers. In contrast, lower satisfaction is achieved for the time taken before

work was started.

Attitude of workers

Appearance of workers

Told when workers would call
Speed of completing work
Minimised dirt & mess

Overall quality of repair work

Rating Aspects Of Last Completed Repair

Percentage of Respondents
26 1688

65| 28 Z2684
62| 29 42679
61 30 3682

28 :lsa1
24 3724

Time taken before work started 6 653
0 25 50 75 100
.Very good DFairly good QNeither EFairly poor .Very poor
Figure 4.7
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Analysis by year of survey reveals a slight increase in the proportion of tenants describing
themselves as very satisfied with the various aspects of their last completed repair compared to
2012.

Rating Aspects Of Last Completed Repair By Year Of Survey
Percentage of Respondents
Attitude of workers

26 ]4 21 1284
07 | 4 21 1009
2017 | S 26 ]3% 755
2014 -____m—__- ‘26_ ]2]-1 688
Appearance of workers

2012 |
2014 | € |

Told when workers would call

70 a0

0 10 20 30 40 50 60
i\p’ery good DFairly good DNeither Fairly poor Very poor
Figure 4.8
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Handyman Service

Around seven in ten tenants would be interested in a Southway low cost handyman service.

Interest in the service declines with age.

Interested In Southway Housing Trust

Providing A Low-Cost Handyman Service
Percentage of 847 Respondents

Yes

0(68.7%)

No
O (31.3%)

Figure 4.9

Interested In Southway Housing Trust
Providing A Low-Cost Handyman Service
By Age Of Main Tenant

Percentage of Respondents

66

| 104

166

178
172

161
90 100

10 20 30 40 50 60 70 80

0
iYes DNO

Figure 4.10
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5. CONTACT, COMMUNICATION & CONSULTATION

5.1 DISCUSSION OF FINDINGS

e This section of the report looks at tenants' views regarding contact, communication and
consultation with Southway Housing Trust.

e An initial analysis of the findings shows that the majority of tenants (88%) have been in
contact with the Trust over the last 12 months, with the telephone being the most common
means of getting in touch. It is of note that older customers (aged 65 and over) are slightly
less likely to have been in touch than younger groups. This is a trend that has been seen in
Kwest's work throughout the housing sector.

e Encouragingly, feedback on staff service is very positive, with staff well regarded on all the
measures used, particularly in terms of being polite and friendly, listening to what customers
say, treating residents with sensitivity and making residents feel welcome. Where
comparisons are available, ratings for staff service remain very similar to the results
obtained in 2012.

¢ The majority (86%) consider Southway Housing Trust to be a good communicator that
keeps residents informed about issues that may affect them. This satisfaction rating is very
similar to that obtained in 2012.

e In contrast, views on the way customers are consulted are less positive. For example, 75%
express satisfaction with the way the Trust listens to tenants' views and acts upon them,
whilst only 59% are satisfied with the opportunities Southway provides to get involved in
decision making. As a further point of context, satisfaction levels regarding decision-making
have decreased compared to 2012, however, dissatisfaction has not necessarily risen,
rather, the proportion of "neither" respondents has increased. This suggests that this may
not be an area of service prioritised by many tenants. Such a hypothesis is supported by
other findings in the research, for example, 76% report that they do not wish to be more
involved, whilst only 35% select taking residents’ views into account as a key service
priority.

¢ Information provided by Southway Housing Trust is considered as easy to understand, and
current methods of communication meet the needs of the majority.

e Southway Stories is received and read by the overwhelming majority of the tenant
population (94%). In addition, the publication is considered to be interesting, useful and
relevant.

e Roughly half of the tenant population (52.4%) uses the internet, with 95% of this group
reporting that they use the internet at home. The main reasons given for not using the
internet are don't have a computer/device to access it and don't know how to use it.

e Around four in ten visit Southway's website, whilst only very small proportions access the
Trust's Facebook page or Twitter account. As might be expected, internet usage decreases
with age.
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5.2 GRAPHICAL OVERVIEW OF FINDINGS
Contact With Southway

88% of tenants have contacted Southway Housing

Trust in the last twelve months. Closer analysis

reveals that broadly similar proportions in each area have been in touch with the organisation

during this period.

Tenants Have Contacted Southway
Housing Trust In Last 12 Months By Area

Tenants Have Contacted Southway
Housing Trust In Last 12 Months

Percentage of 1037 Respondents

Yes
0(88.1%)
- No
~(11.9%)
Figure 5.1

Central 10| 367

East i1 28 337
0 10 20 30 40 50 60 70 80 90 100

iYes DNO

Figure 5.2

Tenants Have Contacted Southway

Main Tenant

Percentage of Respondents

16-34
35-44
45-54
55-64
65-74

75+

0
i‘fes DNO

60

70

10 20 30 80

Housing Trust In Last 12 Months By Age Of

Additional analysis of the findings shows that
older tenants are less likely to have contacted
the organisation than their younger
counterparts.

Figure 5.3
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The majority of tenants used the telephone Home visit

How Last Contacted Southway Housing
Trust

Percentage of 904 Respondents
Office visit E

when they last got in touch with Southway. Letter E
a
Email 2
»
Text
1
Other (I)
0 10 20 30 40 50 60 70 80 90
Figure 5.4

Perceptions Of Staff Service

Tenants' views of staff
service are generally
positive, with the highest
ratings returned for staff
being polite and friendly. In
contrast, lower ratings are
achieved for providing
satisfactory solutions to
queries.

Opinions On Staff

Percentage of Respondents

Staff listened to what tenanthadto =—/mm——m>=m"—m"——""—"—""—"+
say
Staff made tenant feel welcome 40
Treated with care & sensitivity 807
Gave help & advice suitable to needs 800
Provided satisfactory solution to s

v 780
query

10 20 30 40 50 60 70 80 90 100
Being made to feel welcome was only asked if last contact was office visit

o

Showed identification only asked if last contact was home visit

Figure 5.5
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Information And Communication

86% of tenants rate Southway Housing Trust as very or fairly good at keeping tenants informed of
things which may affect them. This is a similar rating to that obtained in 2012.

Rating Southway Housing Trust On
Keeping Tenants Informed Of Things Which
May Affect Them

Percentage of 1119 Respondents

50
T
40
30
44

20

10

Efl 3 e—).-.

Neither  Fairly poor Very poor

° Very good Fairly good

Figure 5.6

Rating Southway Housing Trust On
Keeping Tenants Informed Of Things Which
May Affect Them By Year Of Survey

Percentage of Respondents

2008 32 47 12 72 1974
n
2010 48 10 4} 1618
2012 42 8 ?}E 1109
II
2014 44 9 3; 1119
0 10 20 30 40 50 60 70 80 90 100

i\lery good DFairly good DNeither DFa]rly poor iVery poor
Figure 5.7

Information provided by Southway Housing Trust is well regarded and perceived as user friendly
and easy to understand by the majority. In addition, current communication is suitable for the

needs of most tenants.

Written Information Provided By Southway
Housing Trust Is Clear & Easy To
Understand

Percentage of 1087 Respondents

Southway Housing Trust Currently
Communicates With Tenant In A Way

Suitable To Particular Needs
Percentage of 1107 Respondents

Yes Yes
0(96.4%) 0(89.3%)
~+No -~ No
~(3.6%) ~(10.7%)
Figure 5.8 Figure 5.9
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Southway Stories

The Southway Stories publication is received and widely read. The content is viewed as interesting
and relevant by customers.

Tenant Receives Southway Stories Tenant Has Read Southway Stories
Percentage of 1110 Respondents Percentage of 1048 Respondents
Yes Yes
0(94.4%) 0(94.1%)
No No
O(S.S%) O(S.Q%)
Figure 5.10 Figure 5.11

Tenant Has Read Southway Stories By Age
Of Main Tenant

Percentage of Respondents

The majority of all age groups read Southway
Stories.

10 20 30 40 50 60 70 &80 90 100

0
iYes QNO

Figure 5.12
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Consultation And Involvement

73% of tenants are satisfied that Southway listens to tenant views and acts upon them.
Perceptions of opportunities to participate in decision-making are less positive, with only 59%

expressing satisfaction.

Satisfaction That Southway Housing Trust

Listens To Tenant Views & Acts Upon Them
Percentage of 1107 Respondents

Satisfaction With Opportunities Southway
Housing Trust Offers To Get Involved In

50 Decision Making
Percentage of 841 Respondents
40 —— 40
™
30 30
20 41 20 39 36
10 18 10
(5Hl 4 ).
Very Fairly Neither Fairly Very Very Fairly Neither Fairly Very

satisfied satisfied dissatisfied dissatisfied satisfied satisfied dissatisfied dissatisfied

Figure 5.13 Figure 5.14

By Area

Percentage of Respondents

Satisfaction That Southway Housing Trust
Listens To Tenant Views & Acts Upon Them

centra [SSTR 38

| 16 |4 400
17

Tenants in the West area are less likely to say

n they are satisfied that the Trust listens to
East 44 53 358 "
] tenants' views and acts upon them.
West 41 20 7 350
0 10 20 30 40 50 60 70 80 90 100
E\.’ery satisfied DFairiy satisfied DNeither
l_—_]Fairiy dissatisfied i\.’ery dissatisfied
Figure 5.15

Analysis by year of survey reveals that
satisfaction with opportunities to get involved
in decision-making has decreased.

Satisfaction With Opportunities Southway

o S 3

2014 -m- 39 36

Housing Trust Offers To Get Involved In
Decision Making By Year Of Survey

Percentage of Respondents

T
20 32 868

1.
i)
4% 841
0O 10 20 30 40 50 60 70 80 90 100

i\.’ery satisfied DFairly satisfied DNeither
DFairly dissatisfied E\Iery dissatisfied
Figure 5.16
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Around one-fifth of tenants would like to be more involved with Southway and influence what the
Trust does. Interest in becoming more involved declines with age.

Would Like To Be More Involved/Influence
What Southway Housing Trust Does In

Community
Percentage of 1040 Respondents

Yes

3 (20.9%)

No
9(75.6%)

@I am already involved
(3.6%)

Figure 5.17

Internet Access

Would Like To Be More Involved/Influence
What Southway Housing Trust Does In
Community By Age Of Main Tenant

Percentage of Respondents

I
35-44 40 . 7 5 129
45-54 28 , 70 :;JJ_ 200
55-64 [Me1Ske Z 209
65-74 'ﬁ 14] 217
75+ ; ' 3,] 209
10 20 30 40 50 60 70 80 90 100

0
iYes [;No DI am already involved

Figure 5.18

Around half of tenants report that they use the internet, although as might be expected, older

tenants are less likely to have access.

Tenant Uses The Internet
Percentage of 1124 Respondents

Tenant Uses The Internet By Age Of Main
Tenant

OYeS Percentage of Respondents
(o] -
(52.4%) i
No
O(4':'.6%) 35-44
45-54
55-64 56
65-7T4
75+
0 10 20 30 40 50 60 70 80 90 100
iYes No
Figure 5.19 Figure 5.20
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Social Media
How Frequently Tenant Uses Websites Only low proportions of
Percentage of Respondents tenants visit the TrUSt S
Southway Housing Trust's website 4, 12 26 554 Facebook page or
Twitter account.

Southway Housing Trust's Facebook page 213

Southway Housing Trust's Twitter account (3

0O 10 20 30 40 50 60 70 &0 90 100
iAt least once weekly DAt least once a month DLessthan once a month iNever

520

s15 However, around four in

ten households visit
Southway Housing

Figure 5.21

Visits From Staff

Trust's website.

Just under half of tenants have been visited at home by a Neighbourhood Officer, whilst more than
one in ten has received a visit from a member of the Income or Advice Services team.

Figure 5.22

Tenant Has Been Visited At Home By Tenant Has Been Visited At Home By
Neighbourhood Officer Member Of Income Or Advice Services Team

Percentage of 908 Respondents Percentage of 957 Respondents
_mYes . Yes
“)(46.6%) “(10.8%)

- No - No
C"(53.4%) Q(89.2%)

Figure 5.23

The graphs below present tenants' views of visiting members of staff.

Opinions Of Neighbourhood Officer

Percentage of 407 Respondents

Gave reason for visit

Gave their name

Treated home with respect

Showed identification
straight away

0 10 20 30 40 50 60 70 80 90100

Figure 5.24

Opinions Of Income Or Advice Services
Team
Percentage of 102 Respondents
Offered help & advice suitable to
needs
Gave their name
Showed identification straight away
Treated home with respect
Gave reason for the visit
0 10203040 506070 8090
Figure 5.25
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6. MONEY, FINANCE & WELFARE REFORM

6.1 DISCUSSION OF FINDINGS

As part of Southway Housing Trust's commitment to the wellbeing of tenants, a number
advice and support services are available for customers. The survey sought to ascertain
tenant satisfaction with these services and to determine how well they meet the needs of
the target population. In addition, information was collected relating to financial and
employment circumstances and receipt of benefits in order to provide an indication of how
welfare reform will affect the organisation's tenants.

The findings reveal that sizeable proportions of the population are either unaware of
Southway Housing Trust's services, or have had no need to use them. In contrast, between
30% and 38% of tenants have accessed the support services provided. The most frequently
used service is that relating to advice on welfare benefits and pension credits.

The majority of tenants using advice and support services are satisfied with the help they
receive and dissatisfaction remains extremely low across all services examined.

The methods of paying rent preferred by tenants include housing benefit paid to Southway
Housing Trust (30%), at the Post Office (24%) and by Direct Debit (24%).

The majority of tenants have a bank account (88%).

Just under half of tenants (46%) report that they don't know if they will be affected by
welfare reform.

62% of tenants are satisfied with the information Southway Housing Trust provides about
benefit changes.

6.2 GRAPHICAL OVERVIEW OF FINDINGS

Money & Finance

Satisfaction With Support Services That Southway

Advice on welfare benefits /

Advice on employment & training 31

iVery satisfied DFairly satisfied DNeither DFaMy dissatisfied iVery dissatisfied
Excludes tenants who are not aware of these services or have not used them/
have no opinion

Housing Trust Provides

Percentage of Respondents

pension credits “ 29 ] 2433 °%9 The majority of tenants are
Energy Doctor service cch 31 | 261 22335 satisfied with the support
Advice on debt management “ 30 ] 29 :3: 329 servic_es supplied by SOUthway
S line service “ 26 ] 34 3 276 Housing Tr_ust. The _hlghest
Advi e fi . [ e ’~l§ pou level of satisfaction is reported
vieeen manag'rfg naneee ts for aadvice on welfare benefits/
't‘:r::":f:’t contents insurance for B 30 | 320 22325| pension credits, whilst the
Advice on budgeting “ 59 I = :4:2- - lowest ratings are obtained for

advice on employment &
training.

i |
} 36 22 269
10 20 30 40 50 60 70 80 90 100

N
O

o

Figure 6.1
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Percentage of Respondents
S line service

Awareness Of Support Services That Southway Housing
Trust Provides By Year Of Survey

Analysis of survey results by 1 = }

year indicates that awareness
of Southway Housing Trust's

s E&-
advice services has increased. |2014 61 ]

2012

iNotaware DNotused/noopinion DHavean opinion

| 12 s
30 ] 921
Advice on managing finances
70 | 16 |es4
29, ’ 931
Advice on debt management
Elsi 67 | 17 o
2014 59 | 34 | 960
Low cost contents insurance for tenants
2012 |16 64 | 20 e
2014 E!: 58 | 35 | 922
o 10 20 30 40 50 60 70 80 90 100

Figure 6.2

Satisfaction with most support services has risen, with the exception of low cost contents insurance
for tenants, which has remained static. The most noticeable increase in satisfaction relates to the S

fine service.

Satisfaction With Support Services That Southway
Housing Trust Provides By Year Of Survey

Percentage of Respondents
Low cost contents insurance for tenants

2012 45 19 | 32 13) 17
2014 30 | 32 22 325

Advice on debt management

2012 37 | 25 ] 30 } 153
2014 | G 30 | 29 32 329

Advice on managing finances

2012 35 ] 220l 37 Pl4] 132
2014 |34 30 | 31 33] 204

S line service

2012 28 20 | 48 ] 102
2014 35 26 | 34 0 276
o 10 20 30 40 50

60 70 80 90 100
i\."ery satisfied DFairly satisfied DNeither DFairly dissatisfied iVery dissatisfied

Excludes tenants who are not aware of these services or have not used them/
have no opinion

Figure 6.3
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Preferred Method Of Paying Rent

Percentage of 1089 Respondents
At Paypoint /
;
By Direct Debit

Payzone outlet
Over the Internet

At the bank E_

By credit / debit E
2

card

By cheque (:)

Text message
Cash
By telephone

By standing order

peE~

Housing Benefit

paid straight to
Southway
Other (:)
0 10 20 30 40
Figure 6.4

The methods selected as preferences for
paying rent are housing benefit paid straight
to Southway, at the Post Office, and by Direct
Debit.

Nine out of ten tenants have bank accounts,
which is an increase compared to the findings
from the 2012 survey.

2012

Tenant Has A Bank Account By Year Of

Survey

Percentage of Respondents

5614 ﬂ_ 1087

0
g‘(es DNO

86 14 | 980

10 20 30 40 50 60 7O &80 90 100

Figure 6.5

Tenant Agrees That Southway Housing
Trust Should Spend Some Resources On
New & Affordable Housing For People On

Waiting List

Percentage of 853 Respondents
Yes

<')(95.5%)

~~No

' (4.5%)

Figure 6.6

The vast majority of tenants are in agreement
that Southway Housing Trust should spend
some of its resources on new and affordable
housing for people on the waiting list.
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Welfare Reform

Six out of ten tenants are satisfied with the 40
information the Trust has provided about

benefit changes, compared to eight out of ten
residents in the 2012 survey. 20

w

0

10

Very

satisfied

Satisfaction With Information Southway
Housing Trust Provided About Benefit

Percentage of 857 Respondents

36 34

Changes

3N =)

Fairly Neither Fairly Very
satisfied dissatisfied dissatisfied

Figure 6.7

How Tenant Will Be Affected By Welfare

Reform
Percentage of 913 Respondents

50
25 46)
o rEsER |“III|
Don't receive May be May be Don't know if
benefits & not  affected &  affected & not affected
affected contacted contacted

Southway for Southway for
advice/support advice/support

Figure 6.8

Around half of tenants do not know if they
will be affected by welfare reform.

Comparison of findings with those from the

How Tenant Will Be Affected By Welfare

Reform By Year Of Survey

Percentage of Respondents

2012 survey reveal that a higher proportion 5613 o5 |3 24 _ﬂ- 340

of tenants does not receive benefits (33% in

2014 versus 25% in 2012) and a lower 2014 33
proportion of tenants may be affected and &b ft) 1020
have contacted Southway Housing Trust for Eeidasopuist

advice/support (16% in 2014 versus 24% in affected

2012).

iDon't know if
affected

30 40 50 60 70 80 90 100
DMay be affected & [:\May be affected &

contacted not contacted
Southway for Southway for
advice/support advice/support

Figure 6.9
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Household Receives Benefits

Percentage of 1026 Respondents

Housing benefit
Council tax benefit 42

State pension

Winter fuel payments
Disability living
allowance

Child benefit

Pension credit
Child tax credit

Income support

Working tax credit

Attendance allowance
Employment &
support allowance
(income based)

Employment &

support allowance
(contribution based)

Occupational pension

Carer's allowance

Job seeker's

allowance
Other benefits E
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Figure 6.10
Work Status Of Respondent
Work Status Of Respondent
Percentage of 1047 Respondents
Employed in full-time job
Employed in part-time job
Self-employed, full/part-
time
Government supported (l)
training ]
Unemployed & available
for work
Wholly retired
1
Full-time education :ll_
Looking after family/home
Permanently sick/disabled
Doing something else E_
0 10 20 30 40
Figure 6.11

Six out of ten households receive housing
benefit and four in ten receive council tax
benefit. Full details of the benefits received
by households are supplied in the graph
below.

A quarter of respondents are employed and
four out of ten tenants are retired.
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Work Status Of Respondent By Year Of

Survey

Percentage of Respondents

008 | 14 | 87| 34 112 | 21) 11sss
2010 | 15 | 9 Qu94 33 110 [Ez_l;— 11570
, _ 2012 | 13 | 10 048} 37 18 [-;20;- .0 1004
When compared with previous survey results, _
the proportion of employed tenants is at its ~ |2014 | 15 | 10 e i 7@ 1047
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time job time job part-time
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else
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Figure 6.12

Disabilities

Household Member's Day-To-Day Activities
Are Limited Because Of Health Problem
That Has Last/Is Expected To Last Over 12
Months

Percentage of 1104 Respondents
_»Yes, limited a lot
:")(38.3%)

_Yes, limited a little
2(19.4%)

~~No

- (42.3%)

Figure 6.13

Around six out of ten households include
someone with a long-term health problem
that limits their daily activities to some extent.
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7. APPENDIX 1 - METHODOLOGY

In 2013, Kwest Research undertook a STAR survey of Southway Housing Trust’s tenants. Kwest has
previously undertaken annual surveys of the Trust's residents in 2012, 2010 and 2008. The main
aims of the research can be summarised as follows:

e To obtain information on tenants' levels of satisfaction with key services and to identify
areas for review and improvement.

e To compare the results with those from the 2012 research and other previous surveys to
evaluate Southway Housing Trust in its service provision

7.1 DATA COLLECTION

e A postal methodology was adopted to carry out the survey as an efficient and cost-effective
way of contacting households. This technique is in line with STAR guidelines and is
consistent with the previous STAR surveys carried out by Kwest on behalf of Southway
Housing Trust.

e A census sample approach was taken, and all 5,799 of Southway Housing Trust's general
needs tenant households were invited to participate in the research.

e The questionnaires were mailed together with an introductory letter from Kwest and a reply-
paid envelope for returning completed questionnaires. All hon-respondents received a full
reminder mailing of a letter, questionnaire and reply-paid envelope.

¢ In order to maximise the responses obtained, each introductory letter included a web link by
which offered tenants an alternative means of completing the survey online. Each tenant
was provided with a unique login, which enabled responses to be monitored and analysed.

e As a further measure to encourage responses, Southway Housing Trust offered a prize draw
incentive for those people completing a questionnaire.

7.2 ACCURACY OF THE DATA

At the end of the data collection period, 1,161 of Southway Housing Trust’s 5,799 tenant
households returned a completed postal questionnaire representing a response rate of 20%. Final
data accuracy of +2.6%allows the survey findings to be used with confidence. To explain, an
accuracy level of +2.6% means that if 50% of respondents answer “yes” to a yes/no question, then
we know that between 47.4% and 52.6% of all households would give the same response,
including those who did not return a completed survey form
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7.3 QUESTIONNAIRE DESIGN

The questionnaire was based on the one used in the 2012 research, with some amendments. It
included the core STAR questions (with the exception of the question about service charges) along
with other questions covering areas of interest to Southway Housing Trust.

The questionnaire contained the following sections:
e Housing & Services
e Your Community
e Contact
e Anti-Social Behaviour & Hate Crime
e Repairs & Maintenance
e Communication
e Internet
e Customer Involvement
e Money & Finance
e Welfare Reform

e Background Information

7.4 PRESENTATION OF FINDINGS

In order to place results into meaningful context, analysis and comparisons have been undertaken
in @ number of ways, as listed below:

e Analysis by Southway Area

e Analysis by Gender

¢ Analysis by Ethnicity

e Analysis by Age

e Analysis by Religion

¢ Analysis by Disability
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8. APPENDIX 2 - HOUSEHOLD PROFILING INFORMATION

This section of the report presents background information about Southway Housing Trust's tenant
population. Some of this data has been calculated using records provided by the Trust, and this is
highlighted where applicable.

Health Problems That Limit Daily Activities

Overall, six in ten households accommodate a person who is limited in their daily activities by a
health problem. In some cases, limitations are minor, but for others a health issue limits day to day
activities a great deal.

Household Member's Day-To-Day Activities Disability/Infirmity Status
Are Limited Because Of Health Problem | |Percentage of 1104 Respondents
Someincapacity
That Has Last/Is Expected To Last Over 12 3(57 %)
Months .No incapacity
Percentage of 1104 Respondents (42.3%)
. .)Yes, limited a lot
-7 (38.3%)
_Yes, limited a little
(19.4%)
.No
' (42.3%)
Figure 8.1 Figure 8.2
Postcode Areas
Postcode Area

Percentage of 5803 Population
oo BN

M192 O

The chart opposite shows the distribution of  |m202
homes across postcode areas. This illustrates
that just over 40% of the Trust's properties

are located in the M20 postcode area of M20 4
Manchester. M20 6

M203

M210 (I)

M218

|
M219 (I)

20 30

[=)
=
o

Figure 8.3
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Age Of Main Tenant

Age Of Main Tenant

Percentage of 5799 Population
16-24

25-34

35-44
Information taken from Southway's records
reveals that the age profile of main tenants is
relatively young, with 60% of main tenants
aged under 55.

45-54
55-59
60-64
65-74
75-84 In contrast, 23% are aged 65 or over.

85+

0

10 20 30
Information provided by Southway Housing Trust about
the main tenant at the property. This may not be the same
as the age of the respondent to the survey

Figure 8.4
Area
Area
Percentage of 5803 Population
.,-,’Central
—(35.6%)
— East
“(34.4%)
The chart illustrates a roughly even o West
distribution of properties across areas. ~(30.0%)
Figure 8.5
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