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tenants and 45 shared owners in their homes.

/ Customer Satisfaction Survey 2010 \

Research Resource was commissioned by Kingdom to carry out its 2010 customer satisfaction
survey. The research was carried out by experienced staff and involved interviewing 454

This newsletter summarises the main findings of

the survey and the work that the Customer Relations Panel has carried out during the last year.

Overall Satisfaction

Overall Satisfaction with Kingdom

89% of respondents stated they are
satisfied with Kingdom overall which is an
increase of 15 percentage points based on
the 2006 survey.

Tenants are significantly more satisfied with
Kingdom overall with 91% of tenants stating
they are very or fairly satisfied compared to
63% of shared owners.

Please note percentages in chart add up to
101% due to rounding.
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Information and Communication

Taking Account of Views

Satisfaction with Kingdom at taking account of
residents’ views had an average rating of 78%
overall.

Tenants are more satisfied in this respect
(81%) than shared owners (58%).

Keeping Residents Informed

In terms of keeping residents informed the
average rating for residents overall was 92%,
this represents an increase of 23 percentage
points based upon the 2006 survey where the
average rating was 69%.

The chart also shows that tenants appear to
be more satisfied in this respect (93%) than
shared owners (83%).
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Contacting Kingdom

Satisfaction with Telephone Contact
Satisfaction levels with the telephone service
appear to be highest in terms of the ‘attitude of
staff’ (94%) and regarding the information
provided which was ‘easy to understand’ (93%).

Satisfaction with Telephone Contact

Office Opening Hours

64% of respondents were aware that
Kingdom’s opening hours are 9am to 5pm
each weekday except Tuesday when the
office is open from 10am to 7pm.

Almost all residents (97%) stated they were

happy with Kingdom’s current opening LSOEE @SR Rating
hours. Overall time to deal with enquiry 90%
Method of Contact That someone took charge of your enquiry 90%
The survey conflrmed_that 90% of residents Attitude of staff on telephone 94%
preferred to contact Kingdom by telephone. _ . _ .

Reason for Contacting Being given accurate information 91%
The majority of respondents contacted Being given information that was easy to un- ~ 93%
Kingdom to report a repair (72%). derstand

Website Getting as much info as you needed 91%
94 individuals stated they have used the _ _ _ .
Association’s website. The website was Kingdom did what they said they would 89%

rated highly in terms of relevance of Being kept up to date with progress 87%
content (89%), design and layout (90%)
and use of plain language (91%).

Landscaping Communal Cleaning

The outcome of your enquiry 87%

Satisfaction with Landscaping Service Satisfaction with Communal Cleaning
Respondents were asked to rate their Those who receive a communal cleaning
satisfaction with the landscaping service. The service were asked how satisfied they were
satisfaction value for this service is 77% which | with the overall service. The satisfaction value

represents an increase in satisfaction of 5 for this service was 80% which represents an
percentage points based upon the 2006 increase of 6 percentage points based on the
survey. 2006 survey.

@72% @77% @74% @80%
I Anti-social Behaviour I

71 residents stated in the survey that 45 out of the 71 respondents stated they
they have experienced a problem with have reported the problem to Kingdom.
anti-social behaviour within the last 2 Of those who have reported the problem
years. (45), 33 were satisfied with the response
In terms of the nature of the problem, they received compared to 9 who were
44% stated it was regarding noisy dissatisfied and 3 who were unsure.
neighbours and 27% cited drug or

alcohol issues
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Repairs Service

Usage of the Repairs Service

65% of respondents have used the
repairs service and 81% of these
respondents stated the repair has been
completed.

Nature of Repair

The majority of repairs reported have
been regarding a joinery (32%),
plumbing (26%) or heating (19%) issue.

Overall Satisfaction with Repairs

In terms of satisfaction with the repairs
service overall, satisfaction is high at
85% which represents an increase of
17 percentage points based on the
findings from the 2006 survey.

I @68% @85%
Value for Money

Satisfaction with Aspects of the Repairs Service
Satisfaction with the repairs service is very high, with
an average rating of over 90% for all aspects of the
service, with the exception of the quality of repairs
where satisfaction is less (89%).

The table below shows a comparison of all

aspects of the repairs service with the results
reported from the 2006 residents survey. This
indicates that satisfaction has increased significantly
across the board for all aspects.

Satisfaction With the Repairs Service

veciotsevee ——Jaom 200 ] 7

Ease of reporting a repair 85% 1196% +11%
Service provided by office staff 79% | 95% +16%
Staff/ contractors tidying up 74% || 94% +20%
Service provided by KHA trades- 7306 || 9206  +19%
men

Promptness of carrying out repairs 68% 90% +22%
Quality of repairs 71% |1 89% +18%

Service Priorities

Value for Money

85% of respondents rated their rent or service
charge as very good or good value for money
compared to 7% who rated it very poor or poor.

Tenants appear to consider this charge better
value for money (86%) than shared owners.
(73%).

/To what extent do you think the rent/ \

Service Priorities

Respondents were asked to rate their top three
service priorities in terms of importance. The
table below shows that keeping residents
informed is most important to respondents
overall with 68% stating this is their top,
second or third priority.

Service Priorities

Service Overall
Priority
Keeping you informed about activities
and services 68%
The repairs service 64%
KHA overall as a landlord 53%
Taking account of your views 3204
Tenancy advice 24%
Communal landscaping 17%
Dealing with neighbour disputes 129%
Communal cleaning 12%

service charge you pay represents
value for money?
52%
33%
0
8% 3% 2%
B = =
V.good Good Neither/ Poor  V.poor
value nor value value
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Arrears service 6%
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Customer Relations Panel

The panel now has 415 tenants. Within the last year, Kingdom has undertaken the following
consultations with Panel members:
1)Landscaping and Communal Cleaning Follow-Up Surveys
A survey of 200 tenants on the Tenants Consultation Panel who receive either one or both of
these services was carried out in October 2009.
Feedback: The results of the survey showed that satisfaction levels had improved but residents
felt that the contractors could be supervised more regularly.
Action: Services Supervisors now provide management with monthly reports on the
performance of each contractor. The stair cleaning contractor has appointed a full time
supervisor to oversee the contract.

2) Tenants’ Handbook Consultation
We carried out a postal questionnaire in June 2009 and followed this up with a focus group in
August to find out what you thought of the Tenants’ Handbook.
Feedback: The results showed that, whilst some of you used the handbook, the majority of
customers preferred to phone Kingdom if they had any queries. Results also showed that you
would still like to receive key information but were happy to consider this being produced in a
different format.
Action: Kingdom have now stopped producing their Tenants’ Handbook and instead will issue a
calendar to all residents in December 2010. This will include important information and contact
numbers.

3) Service User and Family Focus Groups on Meaningful Activity
Two focus groups were undertaken with Support and Care service users to involve them and
their families in the assessment of their services. The subject of discussion was the Care
Commission Inspection Focus Area of ‘Meaningful Activity’. This was defined as any activity which:
takes up service users’ time
is interesting to them
helps them discover new things.

Feedback: Socialising was a key element for participants. For the majority of service users, the
activities they undertake are supported either by Kingdom staff or provided by other
organisations. Participants felt that, without the support provided, it would be unlikely that

they would undertake these activities on their own.

Support with daily living activities and promoting independence was also a key element of the
support and rated highly.

In terms of health, wellbeing and rehabilitation activities providing mental and physical stimulation,
most service users enjoyed music activities and others going swimming, to the gym or just
relaxing. All service users felt that staff supported and encouraged them in their hobbies and
interests.

There were issues regarding budgetary limitations however services users noted that, where
Kingdom staff were not able to provide support, they would always make the effort to signpost
them to other organisations that could.

Lack of transport was the main barrier to the provision of activities as service users felt that there

were limitations on their ability to use public transport on their own. Even if they were comfortable
travelling on their own, the lack of public transport in the evenings prevented them from attending

some activities.

Action:
Discussions are taking place with service users and their families or advocates to identify
new ways to meet the costs of staff accompanying them on activities.
Staff are helping service users source independent transport on offer, or alternatively more
local activities, to help them access social activities.

Thanks to all of you who took part in these consultations. Your views are very important to

Kingdom Housing Association. If you require any further information please contact Research
Resource on 0141 641 6410 or email us at info@researchresource.co.uk.
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