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156 copies of the survey were sent out to tenants 94 copies were returned.
This survey is a tool for BCHA to receive comments as to how well we are performing and how to improve on the services we are providing to our tenants. 
ABOUT YOUR ACCOMODATION
Does anyone in your household use a wheelchair?
Do you have double glazing?

Are you in sheltered accommodation?

Has your home had any adaptation to help you?
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Repair service
Thinking of your last completed repair, how would you rate it?
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“Prompt and satisfactory.”
“There is a serious defect in the drainage system which has been reported. A builder visited the site and his reaction was to shake his head in dis- belief (presumably a fault in the design process).”
“My boiler has repeatedly broken down. Although it is obvious that the boiler needs to be changed, BCHA have refused to do so, leaving me without the basic right of heat and hot water for various lengths of time.”
“Kitchen cupboards much easier for me to reach. Many thanks.
How long have you lived in your flat. 
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How long have you been a BCHA tenant?
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Comments 
“Generally the repair service is very good, Kevin and Richard both do a good job and are very courteous. My window problem is the only negative point. Angela as passed it on but no one has turned up yet. (This comment is not in any way a criticism of Angela).”
“Soon as reported it gets done.”
Communication – Consultation – Involvement
From the responses we got back it seems most of our tenants would like to be consulted via Scheme managers, letters and newsletters and finally a meeting where they live.
The preferred time mostly wanted for meeting to take place is during the day, with scheme managers and finally with Housing and Maintenance Manager.

We also consulted with tenants on our updated Residents’ Involvement Policy.
The support aims and outcomes.  These are:
· To ensure effective communication, feedback and comment between BCHA and residents

· To advise residents on the different ways that they can become involved in BCHA and comment on our performance

· To provide the framework for feedback to residents on the effectiveness and frequency of residents involvement

· Residents respond and influence how BCHA operates

· Residents actively respond to BCHA using a variety of different forms of communication

· Residents’ Newsletters and the Annual Report demonstrate how BCHA has responded to residents’ responses.

 8 tenants strongly supported/ 8 tenants ticked supported and nobody disagreeing.

The Support for involving residents.
· Via our Training Budget

· Via our Induction Programme

· By providing information in a clear and accessible manner

· By providing information in alternative ways such as large print as required.
28 tenants ticked supported/ 14 tenants ticked strongly supported with nobody differing.

Support for targets for 2007/2008. 
We have 7 tenants strongly supporting/ 19 tenants with strong support.

Comments.

“I do not recall a meeting with HQ management on site since I came here last December. But I suffer from short memory!”
“I have no disagreement.”
Communication with Landlord.
Generally, how good or poor do you feel your landlord is at keeping you informed about things that might affect you as a tenant?

83 residents ticked very good / 8 ticked neither good nor poor with just 2 ticking fairly poor. 
How much account do you feel your landlord takes of tenants’ news when making decisions?

52 tenants ticked a lot/ 21 ticked a little/ 13 no opinion and 1 none 
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?

On this particular question 42 tenants ticked very satisfied/ 18 tenants ticked fairly satisfied/ 11 tenants neither satisfied nor dissatisfied/ 7 tenants fairly satisfied/ 1 tenant very dissatisfied and 9 tenants no opinion. 
The result above shows that BCHA is a good landlord at informing tenants on issues that might affect them.
Comments on communication / consultation / involvement.

“Too old to be involved at 93 but still able to think and like to be informed.” 

“As a tenant it would be nice to have a visit sometimes, to feel I am in touch with a person other than the telephone.”
“Would be willing to join discussion group if subject within my mental reach!”
“I was involved in organising social events with other residents which I enjoyed for 10 years. We worked hard but lack of support declined though we were asking for them.”
“Some residents are very lonely and needs a visit maybe fortnightly.” 

 BCHA Staff / Offices  

Have you visited the office in the last 3 years?                  
30 tenants ticked yes/ 46 tenants ticked no.
Have you ever telephoned the office and been unable to get through?
9 tenants ticked yes and 57 others ticked no.
Which way do you normally contact office if you want something done e.g. a repair/query about rent/transfer request?
55 tenants would report to scheme manager/ 46 tenants would telephone the office/ 19 tenants would tell the Housing and Maintenance Manager/ 7 tenants would write the office and finally 2 would e-mail the office.

When you contact BCHA staff, how do they respond? 

The option was to tick relevant boxes.
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The response to this was 62 tenants ticked responded quickly/ 59 tenants ticked responded politely/ 38 tenants ticked, Solve the problem/ query/ 38 tenants ticked offer appropriate advice/ 36 tenants ticked say we do what they say we will do.

Please give any comments you would like to make on BCHA staff / offices.
Comments.

“Give the staff who answers the phones more information to help them deal with enquiries.”
“Did not contact office but when respite care was needed scheme manager arranged service very quickly.” 

“I don’t have much contact with the staff but find them helpful on the phone when necessary.”
“Our scheme manager is quick to deal with any problems which arise, and supplies information about outside help (e.g. chiropody) when needed.”
“My only complaint concerning BCHA is the failure to resolve the situation with my boiler. This is my only bone of contention with BCHA.”
“First class.”
“Always polite and helpful.”
“The scheme manager we have at Maydenbury house is 1st class, In fact every one of the BCHA staff we have met has been very kind.”
“Scheme manager very helpful.”
“Very satisfied with Mandy our scheme manager.”
“Always found them very nice and an answer to my question. Thank you.”
“They do a good job”
“I think Mandy does a marvellous job sometimes under very difficult circumstances.”
If a direct debit system of collecting rent were to be introduced would you be interested in such a scheme.
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48 tenants ticked yes/ 11 ticked no and the rest was left blank

Please tick whether the services / facilities used are: - essential / desirable / not important or not applicable to you as a BCHA tenant.

	
	Essential
	Desirable
	Not imp
	N/A

	24 alarm call service
	56
	6
	1
	8

	Communal areas cleaned
	51
	13
	2
	6

	Communal windows cleaned externally
	62
	16
	
	3

	Double glazing
	6
	8
	
	3

	Laundry facilities
	30
	7
	
	15

	Communal gardens
	48
	20
	1
	5

	Off street parking
	48
	6
	2
	12

	Door entry systems
	62
	4
	5
	6

	Lifts
	30
	7
	3
	17

	Less services and less rent
	4
	14
	17
	9

	More services + more rent
	
	1
	20
	10

	Modern Kitchens
	25
	25
	2
	6

	Modern Bathrooms
	29
	19
	4
	6

	Full central heating
	36
	10
	1
	5

	Advice on benefits
	17
	16
	6
	14

	Friendly neighbours
	28
	25
	2
	22

	Ground floor accommodation
	19
	8
	14
	8


Comment on rents & service charges 

“The service charge I pay does not cover cleaning of the internal area     

which I feel should be done by BCHA.”
 “I am satisfied with my bathroom and kitchen.”
“I would rather stay as we are regarding services and rent.”
“It would be good if I can change my direct debit to the 15th of each month as I get paid. I know this has been explained to me as I have signed the contract. You have been kind in helping me by stopping one month direct debit. You will still be paid in full on 15th of each month rent if I could change it.” 

“Considering the high standard of accommodation plus provision of services these appear to be in line with current trends.

No mention of the Library, which I have appreciated – particularly the Large Print books.”
“Rents and services are reasonable, Staff is polite and helpful, however, the situation with my boiler is driving me to distraction. A final resolution would be much appreciated. It is clear to me that the boiler needs to be changed and not propped up with temporary repairs.”
“I think that things are very good as they are at the moment.”
“Services very good, Rent also very good.”
“Taking all things in consideration I feel we get adequate and fair charges.”
“We have no complaints at the moment in time. Think services we receive are adequate, would like kitchen to be updated.”
BCHA overall
Please rate the following
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	Very satisfied
	Satisfied
	Not satisfied
	Very unsatisfied

	The rent is value for money
	31
	55
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Comments 

“Need to install a proper entry intercom system as current system is very unsatisfactory.”
“Fire alarm should only activate in the applicable flat, but at the moment if one flat activates alarm they go off in all flats, Why.”
“No way to shut off alarm from within flat.”
“The fire smoke alarms go off as soon as start to cook a meal or cook some toast. The double glazing is terrible, the curtains move if any wind. “Still waiting for security lighting as promised to premises 35 Conduit Road.”
“As a tenant it is difficult to answer some questions but I have done my best.”
“For such a large home the management works extremely smoothly and the general atmosphere is socially friendly.”
“The scheme manager is always pleasant and friendly and is always ready to help me and give advice also. She will always take time to chat with me. (when I need it).”
“No reflection on scheme manager- but I do feel the service charge is expensive.”
“Julie is very helpful, always listens and helps me with advice or suggestions.”
I think mixing old people with the young is not very good, as young people these days are seem to slam doors, and speak loud.” 

“I think all the scheme managers are good.”
“No complaints and would say common room has improved with the new furniture and blinds etc, just tables could now do with a little attention.”
“Marion is always very polite, helpful and is part of my life. I look forward to her daily visits.”
“I have nothing to complain about I am a happy tenant.”
“External upgrading required (repainting)

 Internal upgrade i.e. Kitchen 

 Suggest when guttering is cleaned out that adjacent woodwork is washed down together with the outside guttering improving the outside appearance.”
“Our scheme manager is efficient, helpful and friendly
Taking everything into account, how satisfied or dissatisfied are you with the overall service provided by BCHA?
Please tick one box
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Series1

69 tenants ticked very satisfied/ 15 tenants ticked fairly satisfied/ 1 tenant ticked fairly dissatisfied and 1 tenant ticked very dissatisfied.

And finally
Please indicate which of the following are most important to you as a tenant. (Please tick up to three services)
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The three preferred services are repair service with 49, having 24 hour call cover with 49 and finally having scheme manager on site
Comments

“BCHA staffs make good effort to deal with problems and are very friendly.”
“Security at night time.”
“Noise and parking from Thomas House, staff parking cars, Inmates using as recreation centre i.e. Drinking, smoking drugs. Using area as toilet and playing music from cars.”
“I am satisfied with what you do. I know you are trying your best on the money allocated to you.”
“Being situated close to the river with pleasant riverside walks is a great bonus.”
“For those who are mobile the market is within easy reach and shopping facilities are provided for those needing transport.”
“I have suggested that we should have a chaplain on whom we can call when needed.-Has this been discussed by management?”
“Would very much appreciate a shower in the bathroom.”
“At present I pay a 3 monthly charge for a panic button. I feel as there is no warden on site these should be provided free of charge as they do for other Association.”
“It is important to keep rents under control.”
“So far so good”
“When I moved into my flat I was under the impression that these flats were for tenants over 55 years. We have a young tenant who has caused a lot of trouble. It has taken about 18 months to finally get the problem sorted. I was at my wits end and I was even thinking of moving. Its’ not fair to put young tenants with the older generation!”
“Apart from my flat which I consider very depressing I am very satisfied otherwise.”
To which of these groups do you consider you belong?
 
Background information- We ask for this information to se if there are differences between the views of different tenants:-
Ethnic Origin
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84 White British

2 Irish 

3 Other white background

1 Black British 

1 Caribbean

3 Africans  

Age / Gender
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Employment Status
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45 ticked retired from paid employment
8 full time employed

8 permanently sick /disabled

2 employed part time

2 unemployed29 was left blank.

Is your income mainly derived from earnings / state benefits/ pensions?
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62 ticked state benefits / pensions, 4 ticked earnings and 28 did not tick either.

Do you receive help towards your housing cost?
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43 tenants ticked yes / 43 ticked no and 8 did not tick either.
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		Do you have double glazing?												87		7		1

		Are you in sheltered accomodation?												62		31		1

		Has anyone in your home had any adapatetion to help you?												34		45		15

										Very satisfied				Fairly satisfied				Fairly dissatisfied				Very dissatisfied

		Time taken to do repair								43				9				0				4

		Quality of the workmanship								46				7				0				3

		Helpfulness of BCHA'S staff.								47				6				0				2

		Helpfulness of workman								45				6				0				3

		Keeping dirt and mess to a minimum.								49				5				0				3





Sheet1

		



Yes

No

N/A



Sheet2

		



Time taken to do repair

Quality of the workmanship

Helpfulness of BCHA'S staff.

Helpfulness of workman

Keeping dirt and mess to a minimum.



Sheet3

		





		






