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Introduction

= Are tenants satisfied?

= How do tenants feel about their neighbourhood?

» How do they get in touch and what do they think of
communications?

= What do tenants see as the key priorities
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Background & methodology
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Background & methodology

= National Indicator 160 — overall satisfaction with landlord

= Following revised STATUS Guidance (NHF)

— Postal survey of general needs tenants, random sample selected
— At least 625 responses

= Random sample of 4,000 tenants from all Hackney Homes
general tenants

» Fieldwork from 31 July to 15 September 2008
= Two full reminders sent to all non responders

= Results based on all valid responses — ‘don’t know’/ ‘no
opinion’/ not stated responses excluded and unweighted
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Hackney Homes ahead of the game....

» Fieldwork for many London Boroughs is still in
progress

= Comparisons with other landlord performance use
2006 results
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Maximising response rates....

= Graphic designed questionnaire

= Freephone helpline, large print and translations
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Marked improvement in response rates

= 1,567 returns from 4,000 sample — Adjusted response rate of 39%
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Are tenants satisfied?
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Overall satisfaction with landlord

Q10 Taking everything into account, how satisfied or dissatisfied are you with
the overall service provided by your landlord?

Very
dissatisfied

Fairly
dissatisfied

. o % satisfied
Neither satisfied

nor dissatisfied 2008 = 68%
2006 = 59%
Fairly
satisfied
2008 Net Satisfaction +51 2006 Net Satisfaction +36 |
Ipsos MORI Base: All valid responses (1416)

Overall satisfaction with landlord by age

Q10 Taking everything into account, how satisfied or dissatisfied are you with
the overall service provided by your landlord?
% dissatisfied % satisfied Net S:‘i‘)isﬁed
Ipsos MORI Base: All valid responses




Overall satisfaction with landlord by
ethnicity and neighbourhood area
Q10 Taking everything into account, how satisfied or dissatisfied are you with

the overall service provided by your landlord?

Net satisfied

% dissatisfied % satisfied ®) 2006
Total [ I I
White [0 I R
BME SN TTTTTe T 51 436

+47

Chomerton> IS

North East
Queens bridge

Stoke Newington

TMOs
Ipsos MORI Base: All valid responses M
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Tenant satisfaction over time
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Overall satisfaction in context
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Ipsos MORI Frontiers analysis: Best and Worst
London Boroughs

- 2006/07 actual - 2006/07 predicted
satisfaction (%) satisfaction (%)
Ealing +11
Brent +8
Hounslow +5
Greenwich +4
Kensington & Chelsea Hackney in 2008 . +4
Hackney Net score = +7 2
Redbridge -5
Tower Hamlets -7
Sutton -9
Merton e s
Kingston upon Thames [ ey 1 25
Ipsos MORI g6ce: Ipsos MORI Housing Frontiers 2008 Eg

And what about opportunities for
participation?
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Satisfaction with opportunities for
participation

Q31 Thinking about the housing services that your landlord provides, how
satisfied or dissatisfied are you with the opportunities for participation in
management and decision making?

Very
dissatisfied

Fairly
dissatisfied

% satisfied

2008 = 54%
Neither satisfied 2006 = 53%
nor dissatisfied
Fairly
satisfied
2008 Net Satisfaction +39 2006 Net Satisfaction +37
Ipsos MORI Base: All valid responses (1239)

Satisfaction with opportunities for participation

. gn M Inner London
o,
% Satisfied [l Outer London

London average 57% (30)

. 54
_5%3;24— Hackney Homes (2008)
e 53 %

. 153% === Hackney Homes (2006)

e 53%
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Satisfaction with repairs
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Satisfaction with repairs and maintenance

Q25 Generally, how satisfied or dissatisfied are you with the way your landlord
deals with repairs and maintenance?

Very
satisfied

Fairly
dissatisfied
% satisfied
Neither satisfied 2008 = 70%
nor dissatisfied 2006 = 62%
Fairly
satisfied
2008 Net Satisfaction +47 2006 Net Satisfaction +38 |

Ipsos MORI Base: All valid responses (1474) M




Satisfaction with repairs and age

Q25 Generally, how satisfied or dissatisfied are you with the way your landlord
deals with repairs and maintenance?
% dissatisfied % satisfied Net S(a:)isﬁed
Ipsos MORI Base: All valid responses

Satisfaction with repairs and ethnicity

Q25 Generally, how satisfied or dissatisfied are you with the way your landlord
deals with repairs and maintenance?

% dissatisfied % satisfied Net satisfied

t 2006

Total +38

BME +32

(%)
_ e

Ipsos MORI Base: All valid responses




Satisfaction with repairs and maintenance

Q25 Generally, how satisfied or dissatisfied are you with the way your landlord

deals with repairs and maintenance?
M Inner London

% Satisfied [ Outer London
N 71 %
N 7 1%
N 70% <ge—Hackney Homes (2008)
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I 66 %
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Ipsos MORI Base: 15 London Boroughs, fieldwork dates: July — November 2006 @

63% have had repairs completed in the last 12

months
Q27 Thinking about your last completed repair, how would rate it in terms of. .?

B 2008
% rating as good... [ ] 2006

Keeping dirt and mess to a 89%
minimum 80%

84%
88%

Spoed with whioh work was [ ©2':
completed 82%
! 1%

77%

Attitude of workers

Time taken before work
started

Overall quality of repair work

77%
Being told when workers ﬁgﬁ
would call 82%

Ipsos MORI Base: All valid responses @
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And what about the condition and overall
quality of their home?
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Satisfaction with quality and condition of
homel estate

Net satisfied

(#)

% dissatisfied % satisfied

The overall quality of your home In 2006 +44
The general condition of .
this property 54% rated condition | *3°
The cleanliness of your estate ety el falrly QOOd +47

40% of tenants are aware of improvements made to their property/ estate

as part of the Decent Homes scheme in the last 12 months (Base: 482)

% dissatisfied % satisfied Net s(a‘)‘s"ed
+
Ipsos MORI Base: All valid responses M
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Satisfaction with Decent Home improvements

by neighbourhood area

Q17 Taking everything into account, how satisfied or dissatisfied are you with
the improvements made under the Decent Homes scheme?

% dissatisfied % satisfied

Total

!

North East

Queens bridge

Shoreditch

Stoke Newington

TMOs

Ipsos MORI Base: All valid responses M

Satisfaction with other services and value
for money
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Satisfaction with other services

Q12 How satisfied or dissatisfied are you with the following services provided
by your landlord?

% dissatisfied % satisfied Net satisfied
Advice on rent payments

()
+68
How enquiries are dealt

Support provided to hew
tenants BUT
Support provided to High proportion of
vulnerable tenants neutral and no
responses suggest
Advice on moving home limited experience of
these services

Ipsos MORI Base: All valid responses M

Value for money for rent

Q11 Overall, how satisfied or dissatisfied are you with the following..?

The value for money for your rent

% satisfied
22% 63%

Very satisfied

Fairly satisfied

41%

Neither satisfied

or dissatisfied - 16%
Fairly dissatisfied - 12% 2006
61% very/fairly good
Very dissatisfied - 9% value
Ipsos MORI Base: All valid responses (1349) M
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Value for money in context

Taking into account your home and the services your landlord provides,
do you think that the rent for this property represents good or poor value

for money M Inner London

% VEI‘;/ fairlx ﬂOOd W Outer London
78%

I 63 London average 68% (15)

| |61% G Hackney Homes (2006)
L [}
I, 57

Ipsos MORI Base: 15 London Boroughs, fieldwork dates: July — November 2006 @

Variations in value for money for rent

Q11 Overall, how satisfied or dissatisfied are you with the following..?
The value for money for your rent
. . g . g Net satisfied
% dissatisfied % satisfied @)
25:34 % |  » |
Ipsos MORI Base: All valid responses @
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Satisfaction with the neighbourhood
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Satisfaction with neighbourhood

Q11 Overall, how satisfied or dissatisfied are you with the following..?
The neighbourhood as a place to live

M 2008

24%
2006
23% B

Fairly satisfied — 45%
37%
Neither satisfied 11%
or dissatisfied 18% .
% satisfied
Fairly dissatisfied :‘112// 2008 = 69%

2006 = 60%
9%
10%

Very satisfied

Very dissatisfied

| 2008 Net Satisfaction +49 | | 2006 Net Satisfaction +38 |
Ipsos MORI Base: All valid responses (1348) M




Neighbourhood problems

Q14  To what extent are any of the following a problem in your
neighbourhood?

% Very big/ fairly big problem

Rubbish or litter

Car parking

Drug use or dealing
Disruptive children/ teenagers
Noisy neighbours

Noise from traffic

Vandalism & graffiti

Other crime

Drunk or rowdy behaviour
Pets and animals

People damaging your property
Racial or other harassment
Abandoned or burnt out vehicles -m

Ipsos MORI Base: All valid responses @

Importance of dealing with anti-social
behaviour

Q13  Ofthe following, which do you consider to be the three most important?
Dealing with anti-social behaviour

% Important

TOTAL 42

toreren T
Queens bridge [ |
North East [ T
shocdicn ]
Stoke Newington [T

TMOs 39

Ipsos MORI Base: All valid responses (1499) @
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Reporting of anti-social behaviour

Q35 Have you reported any anti-social behaviour to your landlord in the past
12 months?

% yes
Total

16-24
25-34
35-54 7
55-64
65+

White
BME

Homerton

North East
Queens bridge
Shoreditch
Stoke Newington
TMOs

Ipsos MORI Base: All valid responses M

b

Rating aspects of contact when reporting

anti-social behaviour

Q36  When you last had contact, was getting hold of the right person...? (220)

Q37  Did you find the staff...? (220)

Q38  And were they...? (212)
% Unable to deal _ % Able to deal with
with problem problem

Ipsos MORI M
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Satisfaction with ASB report handling

Q39 How satisfied or dissatisfied were you with the following aspects of how
your report was handled?
Net satisfied

% dissatisfied % satisfied )

Advice provided by staff +24

How the report was dealt
with

Support provided by
staft

Being kept informed
Speed with which your
report was dealt with

The final outcome of
your report

Ipsos MORI Base: All valid responses M

+
(3]

87% have not experienced anti-social

behaviour as a result of diversit

Q40  Have you personally experienced any anti-social behaviour that you feel
was as a result of your...?

Age
Race
Disability
Gender
Religion

Sexual orientation

o
o~
-

Ipsos MORI Base: All valid responses (1376) M
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ASB is most commonly reported to the Council

and the Police
Q42  Who did you report it to?

% personally experienced anti-social behaviour
Hackney Homes
3

Voluntary groups eg Citizens
Advice Bureau

Didn'’t report it

Ipsos MORI Base: All valid responses (150) M

Reasons for not reporting anti-social behaviour

Q43 Why did you not report it?

Other

Didn'’t feel confident
to report it

Didn’t know who
to report it to

Ipsos MORI Base: All valid responses (36) M




Getting in touch:

71% of tenants have contacted Hackney
Homes in the last 12 months

Ipsos MORI M

How did they get in touch?

Q19 How did you last contact your landlord?

M 2008

[ ]2006

68%
Phoned 58%

28%

Visi i
isited office 35%

Wrote E%
4%
Email HZZ,
Other H 120;?
Ipsos MORI  Base: All valid responses (905) -
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Rating aspects of contact

Q21 When you last had contact, was getting hold of the right person...? (926)

ﬁ 2006
58% easy

% Difficult % Easy

Q22  Did you find the staff...? (934)
% Unhelpful % Helpful

2006
13 77 ﬁﬂ% helpful

Q23  And were they...? (902)
% Unable to deal with problem % Able to deal with problem

EXET | oot
64% able to deal

Ipsos MORI M

Satisfaction with final outcome

Q24 Were you satisfied or dissatisfied with the final outcome?

B 2008
[]2006
59%
Satisfied
52%
Dissatisfied
37%
11%
Neither
11%

Ipsos MORI Base: All valid responses (874) M




Are you communicating with your tenants?
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Keeping tenants informed

Q30 How good or poor do you feel your landlord is at keeping you informed

about things that might affect you as a tenant?

B 2008
24% [ ]2006
Very good 28%

Fairly good H/%%
15%

10% % good
Fairly poor 8% 2008 = 70%
2006 = 70%
5%
Very poor 7%
| 2008 Net Good +55 | | 2006 Net Good +55 |
Ipsos MORI Base: All valid responses (1496) M
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Feeling informed by age and ethnicity

Q30 How good or poor do you feel your landlord is at keeping you informed
about things that might affect you as a tenant?

Net good

% poor % good (*)
Total +55
16-24
25-34 +48
35-54 +53

55-64 L ——

+28

65+ +60

White
BME

+52
+61

Ipsos MORI Base: All valid responses M

The importance of communications

% satisfaction with Satisfied
landlord L L
B Dissatisfied
Net satisfied Net satisfied Net satisfied
+51 +72 -18

All
tenants Informed

Ipsos MORI M

Not
informed

25



Preferred methods to inform and consult

Q28  Which methods do you prefer your landlord to use to inform you or
consult with you about issues that may affect you?

By letter

Telephone call

Magazine/ newsletter
Personal visit

Open meetings/ AGM
Residents’ groups/ forums
By email

On-line forums

Other

Ipsos MORI Base: All valid responses (1513) M

Do tenants feel you act on their views?

Ipsos MORI M
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Views taken into account

Q29 How satisfied or dissatisfied are you that your views are being taken into
account by your landlord?

Very

dissatisfied Very

satisfied

Fairly
dissatisfied

% satisfied

2008 = 58%
Neither satisfied
nor dissatisfied
Fairl¥
[Net Satisfied +39 | satisfied
Ipsos MORI Base: All valid responses (1321)

Action on views by age and ethnicity

Q29 How satisfied or dissatisfied are you that your views are being taken into

account by your landlord?
Net satisfied

% dissatisfied % satisfied )

25:34 & 1 » ]
5564 e ]
Ipsos MORI  Base: All valid responses
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Encouraging greater involvement

Q32  Which of the following services would encourage you to get more
involved with Hackney Homes?

Topics that affect you

Flexible times to get involved,
including evenings and weekends

Vouchers or suitable
compensation

Interesting topics

Help with transport 7

o
! O\
—

Childcare assistance

Ipsos MORI Base: All valid responses (1258) M

What do tenants think are important
services?
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Tenant priorities

Q13  Ofthe following, which do you consider to be the THREE most
important?

Repairs and maintenance
Overall quality of your home

Dealing with anti-social behaviour

w
~

Keeping tenants informed

Value for money for your rent

N

Taking tenants’ views into account

Neighbourhood as a place to live

! 0\0
~
~
©

Ipsos MORI Base: All valid responses (1499)

Tenant priorities

% satisfied

75 -
f i * Repair and
Neighbourhood as a ¢ Keeping tenants informed maintenance
place to live . Overall quality of
your home
65

Value for money for
rent

Taking tenants’ views o
into account

55 1 1 1 1 1 1 1 1 I
0 10 20 30 40 50 60 70 80 90
% Important

Ipsos MORI  * % of tenants rating this as ‘Good’ M
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In summary then....
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Things are getting better according to Hackney
Homes tenants

2008

Indicator

Overall satisfaction with landlord services
Satisfaction with repairs and maintenance
Neighbourhood as a place to live
Satisfaction with outcome of contact
Value for money for rent

Opportunities for participation

Keeping tenants informed

Improvements made under Decent Homes

Ipsos MORI

68
70
69
59
63
54
70
78

2006

59
62
60
52
61
53
70
82
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= Satisfaction with key measures are up

= A major achievement given local circumstances

= But there are variations:
— Younger tenants are consistently more dissatisfied

— Overall satisfaction is up for BME tenants

= So should these be your focus for further
improvement?

Ipsos MORI M
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