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Tenant Satisfaction Results Report 2023

Foreword

Every two years MTHA carries out a Tenant Satisfaction Survey. The purpose of this
survey is to shape the future of the services provided by the Association. The survey
is compared against previous years and analysed for trends in satisfaction levels
which can tell the Association what it is doing right, and what can be improved.

Additionally, the 2023 results will be analysed alongside Reactive Repair Satisfaction
data held by the Association. The reason for this is that disparities between the two
sets of data have been recognised. Historically, reactive repairs have had a very high
satisfaction rate (95%+) while the Repairs and Maintenance question on the tenant
satisfaction questionnaire has had a lower satisfaction result. It is hoped that by
investigating these results alongside each other, we will be able to cross reference
data and gain a deeper understanding of tenant’s responses.

For ease of reading, the results of this year's Tenant Satisfaction will be discussed
first, followed by the repairs satisfaction, and then these results will be discussed
together.

Tenant Satisfaction 2023 Introduction and Response Rates

The 2023 Tenant Satisfaction Survey had a response rate of 31.7%. To gain a
representative sample, staff assisted in pulling in responses in various ways. A text
message was sent with a link to the survey, a Facebook link was set up and hard
copies were provided in the Beacon Newsletter and during face-to-face activities. As
in 2021, the text message system was the most effective in getting contract holders to
complete the survey.

To track the method of responses, a unique ID was set up for each collection method.

e Text message link — 270 responses.
e Facebook link — 65 responses.
e Hard copies — 38 copies (6 returned from the Beacon newsletter).

The response method provides us with valuable insight on how our contract holders
best engage with us. The most effective method is the text message approach which
shows how vital a tool this is in getting key information out to all contract holders. The
lack of response through the Beacon demonstrates that our contract holders may not
be reading this, and this is possibly not the best way of communicating news and key
information.

Questions 1-2 (Appendix 2, Graph 1&2)

The average satisfaction scores have dropped by 0.5%. It must be noted that in 2022,
the neutral answers were collected as a satisfied result, and for the purpose of
consistency, once again, the neutral response has been counted as a positive. The
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data gathered this year has shown an increase in contract holders scoring us neutral
in their responses. Consistently in the 2023 results for question 1 and 2, the neutral
score has increased on average 2.35% for each statement, thus driving up our
satisfaction levels to be on par with that of 2022.

The areas that have seen the greatest area of increase in satisfaction are seen in the
following statements:

The service provided by us - 2.35% increase in satisfaction (increasing from 85.49%
in 2022 to 87.84 in 2023).

We are providing the service that you expect — 3.65% increase in satisfaction
(increasing from 83.85% in 2022 to 87.50% in 2023).

Q3. How satisfied or dissatisfied are you with the way we deal with anti-social
behaviour? (Appendix 2, Graph 3)

Satisfaction around ASB has dropped from 85.68% in 2022 to 85.32% in 2023. In 2021
the matrix for N/A was removed by Welsh Government, so answering a neutral option
was not applicable in the last survey that was conducted. In 2020 the neutral response
stood at 20%. In comparison, the 2023 figure has been counted as 28.8%, showing
that more people are being neutral in this response. The neutral category might
indicate that they have not encountered any ASB issues. For sake of consistency with
questions 1 and 2, the 85.32% satisfaction has counted the neutral as a satisfied
response.

Although a dip in satisfaction levels, it must be noted that the ASB team have faced
staffing challenges over the past year. This has had a knock-on effect on response
times and being able to swiftly tackle any issues. For greater context, those who have
provided comments about ASB issues when scoring us as dissatisfied have provided
insight on complex cases around drug dealing. Out of the 48 responses scoring
dissatisfied, 13 comments have been provided with 9 of these being ASB related.
These responses provide a greater sense of context for us, showing that the
dissatisfaction is mainly related to complex drug issues within three specific
communities. We have taken action to address the complexity of such issues. For
example, one of the areas is now a sensitive let as agreed with the local authority.
Additionally, Suspended Possession Orders (SPOs) have been issued to specific
contract holders in the area. However, the complexity and timing of getting behaviour
change from such approaches is not a quick fix solution, and consequently, this will
impact satisfaction on the way in which we deal with ASB. One ASB case that has
involved persistent complaints about cannabis use by one individual has resulted in a
low satisfaction score. However, their comment has been exceptionally positive about
the housing team and specifically praising one ASB officer and their manager (“I've
always been happy here. I'm so grateful for all the help and support I've been shown
from Emma and Laura have helped me so much. | struggle with my mental health staff
are always kind and understanding”). Although they may not appreciate the approach
that we take to tackle ASB, they recognise the compassion that is shown by the ASB
team.
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Three specific comments that have been directed against an ASB officer. Two of these
have come from one person and this is related to a historical case where the contract
holder has taken a direct dislike to that staff member. This is a consistent comment
that is made in any surveys that is send out, with a similar comment being made in the
2022 Rent Affordability Survey that was sent out in late October. This is an example
here of how historical cases can prevent objectivity in satisfaction surveys.

One comment aimed at a specific ASB staff member has been because of an ongoing
case. The respondent has made threats to MTHA staff, to their neighbour, and
threatened to harm themselves. The complexity of this case demonstrates the
challenges around ASB and getting satisfied responses in these types of surveys.

Q4 Empowerment (Appendix 2 Graph 4)

The average satisfaction levels around empowerment have decreased to 87.14% from
93.43% in 2022.

Empowerment provides the Association with many challenges. Furthermore, a lack of
understanding from contract holders on ways and means to engage is an area where
we need to develop. Despite articles in the Beacon for recruitment for the Tenant
Voice, and leaflet drops for new residents’ groups, uptake remains low. Response
rates when using digital communications remains low, with the 2022 rent affordability
survey only gaining 17% completion. Although satisfaction has dropped, this could
potentially be attributed to contract holders not knowing or understanding ways in
which they can use their experience and voice for the greater good in shaping our
services.

Q5 General Enquires and Complaints (Appendix 2 Graph 5)

82.75% of contract holders are happy with the way that MTHA deals with General
Enquiries. This is slightly down on the 83.78% reported in 2022.

62.47% of contract holders have said that they are happy with the way the MTHA deals
with complaints. This is up 1.61% from 2022. The correlation between this and the Six-
Monthly Complaints Report for 2023-24 shows that reported complaints continue to
be low, with just 25 being reported in the first six months of the 2023-24 financial year.

Q6 Questions about Staff (Appendix 2 Graph 6)

92.7% of contract holders said that staff are helpful and polite. This is slightly down
from 94.84% in 2022. However, the comments that have been provided on staff
show the level of commitment that staff provide to support contract holders.
Comments have included:

e FElla in the rent department was very understanding and helped me out when |
was struggling with my rent with universal credit.

e MTHA has been very kind to me for several years they care about me and
very kind and friendly to me.
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e Claire was wonderful when she visited me at home and also asked about my
health when she contacted me another time by text, that meant a lot as I'm
quite sure she sees a lot of people daily.

Q7 Trust (Appendix 2, Graph 7)

71.74% of contract holders have stated that they trust MTHA. This has been calculated
by adding agree and strongly agree together. This is down from 77.19% in 2022.

Qualitative Analyses (Appendix 2 Graph 8)

In the comment section, 86 comments were made. Out of these comments, 63
focussed on one issue, 21 focussed on two issues and 1 coment focussed on three
issues. Comments have been categorised to best explain their subject area. Aniti-
social behavior has been categorised as one area, but a more indepth breakdown can
be provided.

In this section, we will not analyse repairs and maintenance data. This will be
discussed later in comparision to the Repair Satisfaction results.

42% of comments were focussed around praise for the Association. Compliments
ranged from praise to staff to how much contact holders loved their homes. The range
of comments demonstrate the compassion that is shown by staff to support contract
holders throgh their challenges. A range of comments demonstrate the effectiveness
of the restorative approach that we aplly to our day to day roll, and this is highlighted
through these two comments:

1. “I've lived here a year now and MTHA have done so much to help and support
me they are kind and patient they show genuine concern for people like me
who struggle daily with mental health issues and I'm truly grateful for all the
support I've had from you. This year has been a tough one for me in every way
financially emotionally and physically | couldn’t get over how much support and
kindness I've been shown.”

2. “Claire was wonderful when she visited me at home and also asked about my
health when she contacted me another time by text, that meant a lot as I'm quite
sure she sees a lot of people daily.”

The comments are valuable in helping to provide a balanced view to contrast some
negativity that is shown around maintenance related issues and even some ASB
related issues. The below comment has come from an area where contract holders
have scored dissatisfied in relation to ASB. The contrast drawn here is that their homes
are safe and secure, but wider societal issues within that area could be having an
impact on ASB satisfaction. Example, this community is used as a rat run from Brecon
Road into Town, is close to pubs and is a noted fly tipping area. This could be more
relevant in scoring low for satisfaction rather than the way that we deal with ASB
related incidences within that community.
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e ‘“Just like to say thank you for giving me a place to live, which is safe and in a
healthy environment. My door lock jammed a couple of weeks ago couldn't lock
the door. | rang M.T.H.A. out of hours service and fair play the lock was fixed
about ten minutes after me making the phone call. Thankyou.”

Communication has presented itself as an area of concern with 10% of comments
relating to this. These comments have ranged from teams allegedly not answering
calls or emails being allegedly ignored. A common emerging theme on communication
is around repairs, where there is a suggested lack of update from inspection to the
works being completed. Comments include:

o “Very satisfied with the overall service one area that needs to be addressed is
the lack of communication after an inspector has assessed the problem there’s
no communication as to what the decision and when the problem is going to be
rectified maybe a call text or letter to what is going to happen may help.”

e “We found communication is poor when arranging to fix repairs. And
maintenance shows up unannounced. Waited weeks to get my rusty bath
fixed.”

One area that is worth noting around communication is the suggestion that
respondents are unable to get through to the Housing team. This is the comment that
we received:

o “Every time | have rang to speak to the housing officer, they have NEVER
been able to take my call always told they’ll ring me back and never ever
have. About 5/6 times in total

But ...Repairs aren’t too bad and when someone does come here, they are
very polite and helpful.”

Analysis of the qualitative data from 2021 doesn’t highlight this as an area of concern.
The above comment could be linked to the office being closed to the public on a
Wednesday with only emergency calls being dealt with. The implementation of the
new phone system will enable us to monitor such issues more in depth.

Another area that has been highlighted is action not being taken on issues being
reported to us. The following comments show this:

e Still waiting on phone call to sort my front and back door out and I've sent
emails that have just been ignored.

e My painting on the outside of my house has been flaking off for a few years
and I've reported this matter but | am still waiting for a reply thanks.

e Our building is classed as a secure building. The gates leading to all flats &
carpark haven't worked for 2 years. Our car insurance is void while parked in
what is supposed to be a secure carpark. Recently cars have been vandalised
due to youths. 1 neighbour had a boy walk in her flat! This is now getting out of
hand. Police have been contacted on numerous occasions. Under the stairwell
leading to my flat is absolutely disgraceful with people dumping anything there.
There is broken glass that | have had to kick away. This has been reported via
email & phone call still nothing done.



Appendix 1

The consistent theme in these comments is a lack of perceived action taken when
raising repairs. Email has been noted twice in the above comments and there could
be an action needed for an automatic response to acknowledge the receipt of the email
with an explanation of emergency, urgent and non-urgent repairs.

The last survey in 2021 17% of comments were about energy efficiency. This year, no
comments were made. With the cost-of-living crisis and the energy crisis, we
anticipated that this would be an area where contract holders would be providing
feedback on. Although we have done a great deal to support contract holders through
the cost-of-living and energy crisis, through our Egni Top-Up Scheme and our Cosy
and Warm sessions, feedback on these have not been provided either. We have not
experienced positive or negative comments at all about these specific topical issues.

An area that is sensitive to the sector now is the issue of damp and mould. In the
comments damp and mould has only been mentioned three times, making up just 3%
of the comments. At a time when this is being pushed by the media and “no win, no
fee” solicitor marketing, we would expect this to be higher. The three comments that
have been made are as follows:

e There’s black mould and damp in the bed where I've had to rip up the carpet
because it was covers in black mould/damp and when | pointed it out to you,
you said it must be because | don’t keep the house warm (which | do keep warm
by the way) so especially blaming me.

e My house is a terrible state full of mould and too small.

e Question 2- | have put neutral for this question only because | constantly get
mould in the house even when | get rid of it, it always finds its way back in
bedrooms, bathroom and it’s getting on my front door on the rim of the window.

In relations to the first comment, the individual providing the feedback did not provide
us with a name or address, so we have been unable to investigate the claim and
provide context to the case. In relation to comment two, the contract holder did not
provide access on two occasions, and through persistent work from the Maintenance
Admin Team, action has been taken to resolve the issue. With reference to comment
three, this case of damp and mould has not been reported since we implemented our
new damp and mould system in March 2023. Based on the comments made in the
survey, actions have now been taken to contact the contract holder to resolve the
issue. What all these comments demonstrate is the effectiveness of the process that
we have in place to better monitor damp and mould cases.

Through studying the range of feedback, it has shown that some contract holders have
completed the survey several times. One example takes us on a customer journey
and highlights the importance of developing relationships. The comments provided
when they first completed the survey states:
e Customer service on reception excellent. The shabby appearance of the named
area, the lack of grass cutting and the dead birds hanging from the guttering is
still a concern. Our environment is very important to us it’'s our home.

In this community, due to staffing issues, we have been unable to provide that area
with the connection that they wanted from us as an Association. Since late August, we
have visited the residents in this area and have provided them with a range of activities



Appendix 1

that they can get involved with. The last time that this contract holder completed the
survey the following comment was made:

o As we get to know the staff and meet them regularly it builds trust. I've always
had excellent service from maintenance if | needed help in the house.
What this shows is that more outreach work and community engagement with
residents does build trust and can have a positive impact upon satisfaction levels.
Replicating such work could be a method that could help drive satisfaction levels
forward.

Satisfaction with Repairs and Maintenance (Appendix 2 Graph 9)

We know from previous questionnaires that one of the top priorities to tenants is
Repairs and Maintenance, therefore it is important to understand satisfaction in this
area and to know what can be improved.

In addition to the Annual Satisfaction Survey, tenants are given the opportunity to
comment and rate their satisfaction with all reactive repair work. Historically, the
results of these two questionnaires tell a different story to MTHA’s Annual Satisfaction
Questionnaire. This section seeks to understand how the results of these
questionnaires can complement each other and more importantly how they can give
a rounded picture of satisfaction with maintenance services.

97.78% of reactive repairs feedback held by MTHA between the date of 15t of
October 2022-30t" of September 2023 is positive.

Comparison with Annual Satisfaction Results

In our Annual Satisfaction Survey this year 80.5% of tenants told us that they are
staisfied with the way that MTHA deals with repairs and maintaance (this includes 14%
answering neither satisfied or unsatisfied). However, 97.78% of tenants who have
completed a repair satisfaction, are happy with the way that MTHA carried out the
repiars. So where does this inconsistency in satisfaction levels come from and how
can we better understand these results?

In the Satisfaction Survey, 72 contract holders scored unsatisfied with
maintenance/repairs. Out of these, 24 respondents made comments, 19 of which are
about services provided by maintenance. In total, we have received 4 comments about
repair disssatisfaction. There is a significant contrast between this and the Repair
Satisfaction results. From the 15t of October 2022 to the 30" of September 2023, no
comments were provided on the feedback cards about the dissatisfaction of the repair.
Two of the four comments that we received about the quality of repairs are linked with
disrepair claims. The commenst are as follows:

e The standards and quality of your repairs and maintenance team are shocking.
Your Governance Officer just emails and gives blunt flippant responses.
However, when | do call the staff are very polite but that's as far as it goes. I've
been a tenant with yourselves for 34 years and can honestly say it’s never been
this bad.
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e Most of the work that needs to be done in the house hasn’t been done or their
going around it just by doing the odd fix up here and there.

The first comment is related to a shower leak that the contract holder had. No matter
what we did, the contract holder was unhappy with the outcome. In addition, at this
property, MTHA relayed the patio to support drainage. Although the ombudsman has
found in our favour with this case, this doesn’t prevent the contract holder from feeling
frustrated and unsatisfied with us.

One comment has been provided, that is linked with us and a contractor. The comment
is as follows:

e [ am very dissatisfied because my solar panels haven’t been working now for
about 5 years | have given up asking because besides being bounced back and
forth between MTHA & Liberty gas and getting nowhere so its obvious neither
has the qualified engineer’s to fix the problem but | wonder if having the solar
panels are included in the rent? Even if that isn’t the case, | used to get free
hot water but now that | don’t with energy prices on the up it’s been a double
whammy for me!

Investigation into this incident has shown that the contract holder reported issues with
their solar panels in 2020. The gas reports by Liberty in 2021 and 2022 mention no
issues with the Solar Panels. The 2023 gas service report has advised that the solar
panels may need toping up, and this has now been acted upon. When looking at other
surveys that we have conducted, specifically the rent affordability survey October
2022, comments have been made about contract holders not understanding how to
use the solar panel systems. The issue here could be more related to having easy to
understand instructions for these systems.

One comment that has been provided around repairs is quite vague and open:
e You could deal with the repairs better and sort them out when you say you will.

This comment doesn’t elaborate whether this is related to the standard of repair or
whether this is how we class response times. The latter half of the comment is linked
to timing of repairs, and it could be suggested that the frustration here is not about the
quality of the repair, and it could be that the repair wasn’t categorised as an urgent,
and consequently took longer to get resolved. The actions that we have taken here to
try and overcome such issues, is to provide information in our Beacon Newsletter
about how we categorise repairs and the time scales behind these.

Aging windows, doors, bathrooms, and kitchens received 11% of comments that we
received in our Satisfaction Survey. The following comments have been made in
relation to these issues:

o We like the place we're we live and we think it's time to upgrade the kitchens to
a better standard as they are just over 23 yrs old .

e In need of a new kitchen and bathroom, otherwise seem to have them when
not needed, also told 9 years ago we needed new windows and doors bit still
none!
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e | would be really satisfied...unfortunately | have been waiting 12 years for
Kitchen Cupboards. Apart from that...I'm fine ()
e | feel our kitchens windows and doors need replacing asap.

Most of the feedback here has come from areas such as Briamead, Wyndham Street
Troedyrhiw and Brotalwg. These areas are due for Review from 2026 onwards.
Although comments are being made about aging units, the comments are not negative
about the work that has been carried out.

6% of comments received was in relation to the wait for repairs. Such comments
included:

e ['ve spent four to five years requesting the same repairs. Repairs that have only
recently started to move forward due to personal injuries from repairs not being
completed.

e [ have been told countless times that the repairs to my home would be carried
out and despite ringing countless times, they still haven’t been done.

Investigation into the first comments has shown that the contract holder does not
provide us with access to the property to undertake the repairs that they have
mentioned. The second comment hasn’t provided us with a name or address, so we
are unable in dig a little deeper to gather come context to their opinions. There are
links here with communication and how we feedback on timescales and keep contract
holders updated on the process.

The above analysis shows that frustration remains around communication around
repairs and waiting time and the want for kitchens/bathrooms/windows/doors.

Equality and Diversity

At the end of the survey, we asked our equality and diversity questions to see whether
there was a trend of dissatisfaction linked with a protected characteristic that we
needed to investigate further. Several of the comments related to dissatisfaction
around the way we communicate damp and mould issues , and comments in relation
to where English is not their first language.

It needs to be noted that the majority of those who completed the survey skipped this
section and didn’t want to provide the data that we were asking. Appendix 2 Graphs
10-18, breaks down the demographic information that we gathered.

Points of note from the analysis are the respondents stating that they have long term
mental health issues, and others who have long term health conditions such as cancer.
A deeper analysis could be provided with a cross correlation between responses and
comments that could be linked to these health issues. Example, are negative
comments and unsatisfied responses linked to cold properties correlating with those
who have long term health conditions such as cancer? To help improve satisfaction in
these areas, do we focus retrofit opportunities on such contract holders?
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Mental health issues such as depression or schizophrenia remains the highest
reported health condition. Understanding such issues can help focus training for staff
to better communicate with such contract holders.

Polish remains a nationality that has responded the most outside the British contingent
(including Welsh, English, Scottish or Northern Irish). This remains consistent with the
anecdotal information that we have.

The key issue here is to is that we need to ensure that our census information is up to
date. Through this, in-depth analyses and cross references can be given so that we
are better able to tailor services to accommodate needs.

Welsh Government Returns

Appendix 1 are the figures that we have submitted to Welsh Government. The
difference between the data here and what is reported above is linked to the neutral
statements, that are neither satisfied nor dissatisfied. For the purposes of consistency
with the last in depth that we reported, neither satisfied nor dissatisfied was counted
in with the satisfied responses.

Appendix 3 and Graphs 19 to 34 provide us with the results of 2021 and 2023 and the
difference percentage wise between these scores. Through looking at the graphs,
Graph 27 (Q2 How Happy Are You With The Overall Quality of Your Home) and Graph
28 (Q3 How Satisfied or Dissatisfied Are You With The Way We Deal With ASB) are
the two areas that have seem a significant fall in satisfaction levels. Question 2
satisfaction levels have fallen by 23.54% and Question 3 satisfaction levels have fallen
by 29.16%.

Although we have seen an increase in neutral answers across the board, it remains a
point that satisfaction levels have dropped in a range of areas.

Conclusion

A 0.5% drop in satisfaction levels is disappointing for the Association. A challenging
12 months with the energy crisis and cost of living crisis have attributed to range of
additional needs for contract holders and challenges for us as an association. The
contrast in the Welsh Government figures demonstrates the increase in contract
holders scoring natural responses and the overall decline in satisfaction levels.

Communication remains a focus area of where MTHA needs to continuously improve
so that we can develop trust and in turn strive to improve satisfaction. Steps have
already begun with the implementation of a new phone system to track calls. Ways of
improving need to focus around communication on the timing of repairs and keeping
the contract holder in the loop with any delays. The system that we have implemented
with the damp and mould could be a good practice tool to replicate. The way that we
have generated a response to this survey could provide valuable insight into the most
effective ways of communicating with our contract holders. Text messages generated
the highest response rate, where the Beacon Newsletter had the least response. This
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gives us valuable insight on how we need to develop our communication strategy
around such data.

Running a compare and contrast analysis for repairs and maintenance between the
2023 Satisfaction Survey with the Reactive Repairs Satisfaction Survey from the 15t of
October 2022-30™" of September 2023 has enabled us to develop a better
understanding of responses to repairs and maintenance. Common themes are
presented around windows, doors, bathrooms and kitchens and these are linked with
developments such as Brotalwg and Briamead, where stock surveys are planned from
2026 to review these.

ASB satisfaction will continue to present as a complex field. Areas that have reported
the lowest satisfaction rates face complex issues around drugs which impacts on how
safe contract holders feel.

The positive feedback are the comments made about staff and services. 40% of the
comments that we received praised staff or complimented our services. In a time of
increased pressure from the sector, this is something that we should take time to
celebrate.

A key action arising from this report, was to discuss the results with Line Managers to
gather their thoughts and to devise a plan of action to improve services and
satisfaction. This took place on the 16" November key actions were identified where
the biggest decrease in satisfaction has been seen. These areas are specifically in
ASB and the overall quality of the home.
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Appendix 1 — Welsh Government Returns

Tenant Satisfaction

Landlord: Merthyr Tydfil Housing Association

Date of completing return: | 31/10/2023

Date of Survey:| 30/09/2023

Number of tenant responses received:

376

U

Llywadraeth Cymru

Welsh Government

Please complete the table with the percentage of tenants selecting each response option in your survey

Very Fairly Neither Fairly Very
No. Question satisfied | satisfied | S251°0 " | issatisfied | dissatisfied |0\
dissatisfied
’ How 5at|sﬁeq Drdlssat_lsﬁed are you with the service provided 487% 20.5% arh 5.9% 6.2% 0K
by your housing association?
9 How satisfied or dissatisfied are you with the overall quality of 3% 28.7% 7% 10.9% 11.4% ok
your home?
Generally, how satisfied or dizsatisfied are you with the way
3 |your housing association deals with repairs and 40.4% 26% 14.1% 11.1% B.4% (0K
maintenance?
4 How satisfied prdlssatlsﬂed are you with your neighbourhood 45.8% 201% 12.7% 73% 5.1% |0K
as a place to live?
5 How satisfied or dissatisfied are you that your rent provides 41.7% 31.6% % 5.2% 35%|0K
value for maney?
6 Hnwlsatlsﬁed or dissatisfied are you that your service charges 3% 327% 2.7% 749 5.2% 0K
provide value for money?
7 How ;atllsﬁeq DI’dISSEtISﬂEdl are you that your housing 34.7% 309% 19.5% 9.0% 57%|0K
association listens fo your views and acts upon them?
Thinking about your home specifically, how satisfied or
8  |diszatisfied are you that your housing association provides a 47 8% 295% 9.2% 7.3% 6.2% (0K
home that is safe and secure?
9 How lsatlsﬁed prﬂlssatlsﬂed are you w@ the way your 2B.8% 27 7% 28.8% 4.9% a.8%|0K
housing agsociation deals with anti social behaviour?
How satisfied or dissatisfied are you with opportunities given
10 |to you to participate in [your social housing provider]'s 28.8% 30.5% 26.7% 6.7% 7.3%|0K
decigion making processes?
11 Hnwlsatisﬁled Drdissatisﬂgd are you tlhat [your social housing 26 4% 31.6% 31.3% 71% 48% oK
provider] gives you a say in how services are managed?
Agrea Neither agree Disagree
strongly Agree nor disagrea Disagroe strongly Chack
12 Towhat extgnt do you a'gree with the following statement - | 38.3% 33,43, 18.2% 5 4% agmlok
trust my social landlord
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Appendix 2 — Satisfaction Graphs
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Graph 3= Q3 How Satisfied or Dissatisfied Are You With the Way We Deal With
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anti-social behaviour? Behaviour
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Graph 4= Q4 Empowerment
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Graph 5= Q5 General Enquiries and Complaints
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Graph 9 = 15t of October 2022-30" of September 2023 Reactive Repairs
Satisfaction

Were you

happy with the
repair work
done?

100%
9718 %

50%

Percent

1.95%
00/6 —

® YEs
® nNo
@® CARD ISSUED



Appendix 1

Graph 10 = Age of Responders
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Graph 11 = Caring Responsibilities
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Graph 12 = Health In General
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Graph 13 = Do You Have A Disability
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Graph 14 = Disability

It helps us to know whether we are reaching all disabled people. If you ticked “yes” above, please can you tick the
relevant box/es below. You are welcome to tick more than one box if appropriate.
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Graph 16 National Identity
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Graph 18 Gender
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Appendix 3 — Difference Graphs Between 2021 and 2023

Graph 19 Difference Graph Q1 The Service Provided By Us 2021&2023
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Graph 22 Q1 Difference Your Service Chard Provides Value For Money
2021&2023
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Graph 23 Q1 Difference We Are Providing the Service You Expect 2021 & 2023
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Graph 24 Q1 Difference Repairs and Maintenance 2021 & 2023
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Graph 25 Q1 Difference We Listen To Your Views and Act on Them 2021&2023
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Graph 26 Q1 Difference We Provide a Home That Is Safe and Secure 2021 &
2023
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Graph 27 Q2 Difference You Are Satisfied With The Overall Quality of Your
Home 2021 & 2023
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Graph 28 Q3 Difference The Way We Deal With ASB 2021 & 2023
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Graph 29 Q4a Empowerment: Difference Opportunity to Participate In Decision
Making Process 2021 & 2023
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Graph 30 Q4b Empowerment Difference: Gibe You A Say in How Our Services
Are Managed
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Graph 31 Q5a Difference Are You Happy With the Way We Deal With General
Enquiries 2021 & 2023
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Graph 32 Q5b Difference Are You Happy With The Way We Deal With
Complaints 2021 & 2023
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Graph 33 Q6 Difference Are Staff Helpful and Polite 2021 & 2023
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Graph 34 Q7 Difference To What Extent Do You Agree With The Statement |
Trust MTHA 2021 & 2023
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