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	RECOMMENDATION(S):
	Directors are recommended to note the content of this report, the decision of the Cabinet Member at his delegated powers meeting on 20th April 2009, and the event to be held on 24th June.


	REPORT OF:

Contact details:
	Teresa Butler, Director of Business Support

Tel: 01709 334373

Teresa.Butler@2010rotherham.org.uk


	EXECUTIVE SUMMARY:
	The STATUS survey is carried out bi-annually to ascertain levels of customer satisfaction with housing services in key delivery areas.

RMBC commissioned the survey from BMG Research Ltd who conducted the survey in October and November 2008.

It is planned to have a presentation by BMG of the findings to the Council and 2010 Rotherham Ltd on 24th June.




	IMPLICATIONS:
	

	CONSULTATION:
	The report has been discussed with Neighbourhoods and Adult Services colleagues.  A presentation is to be given to key stakeholders by the company undertaking the research.  This is now expected to take place in late June and will include 2010 Rotherham Ltd.

	FINANCE AND VFM:
	The survey was commissioned by RMBC at a cost of £7,300, funded through a specific grant.  Whilst this incurs no cost to the ALMO, the information generated is based on generic questions relating to both 2010 and council delivered services; better value for money would be achieved if the answers could be disaggregated to identify more precisely areas for improvement.

	RISK:
	It is essential we address service areas where satisfaction has deteriorated since the previous survey in 2006.

	HEALTH & SAFETY
	There are no H&S implications arising from this report.

	LEGAL:
	There are no legal implications arising from this report.

	PERSONNEL:
	There are no direct personnel implications arising from this report – addressing the issues raised may require a refocusing of staff effort.

	ENVIRONMENTAL:
	The survey was undertaken by post and involved the mailing of 2,000 questionnaires and letters which had an impact on the environment.  Wherever possible, the draft and final reports have been in electronic format but a limited number will be printed for issue by BMG at the presentation.

	EQUALITIES/DIVERSITY:
	98% of respondents described themselves as White – British so it is not possible to identify whether there are variations in satisfaction by E&D strands.


	Introduction

Attached is a paper that was presented to the Cabinet Member for Neighbourhoods on 20th April 2009.  It summarises the key findings of the 2008 STATUS survey.  It is brought to the Board for information and discussion.

Background

Part of the national performance régime, National Indicator 160 (NI 160) was designed to measure tenants’ satisfaction with landlord services.

The indicator is measured every two years; this report summarises the findings of the postal survey undertaken in October and November of 2008.

Details
The paper to Cabinet Member attached includes a summary of the methodology used by BMG Ltd and the survey results.

Also attached is a table (referred to as Appendix A) which lists the questions asked in the survey and compares the result to that of the previous survey in 2006.  The 2006 survey included tenants in sheltered accommodation who historically have higher satisfaction levels than general needs tenants.

The full report (referred to as Appendix B) is not attached to this report as it runs to more than 80 pages.  

Appendix A shows where satisfaction levels have fallen since the previous survey in 2006: amber indicates a fall of 5% or less; red shows a fall of more than 5%.

Those issues marked red will be given priority for further investigation to establish the levels of satisfaction with services delivered wholly by 2010 Rotherham Ltd as shown in the table below.  

Question

Service area

2010 Action

21

Customer contact

Satisfaction levels of customers calling the neighbourhood offices are being monitored by our contact centre at Swinton which opened for business on 16th April.  A report is due to go to the Developing customer access and service project board in September.

29-31

32

Anti-social behaviour

This is a joint delivery area; 2010. has and is continuing to develop a suite of reports and satisfaction surveys which monitor satisfaction with the ASB elements for which 2010 is responsible.

33

Tenant Compact

2010 takes the lead on this joint issue – the compact is being reviewed this year and there will be publicity surrounding its renewal.  (It was first issued just before the STATUS survey in 2006 which may be why there was a greater awareness of it.)

QR1

Participation in management and decision making

This question relates to both organisations.

Rotherham Council is arranging a stakeholder event, likely to be called “Housing Directions Seminar” on 24th June which will include: the report from BMG on the STATUS survey; the outcomes of the Council Housing Directions project; the test of opinion survey results; the response to the Audit Commission regarding the inspection; and the improvement plan for 2010 Rotherham Ltd.  

Recommendations

Directors are recommended to note the content of this report, the decision of the Cabinet Member at his delegated powers meeting on 20th April 2009 and the event to be held on 24th June.
Appendices/supporting information

Cabinet Report

Appendix A





	1. 
	Meeting:
	Cabinet Member for Neighbourhoods

	2. 
	Date:
	20th April 2009

	3. 
	Title:
	 2008/09 Status Survey Summary Report

	4. 
	Programme Area:
	Neighbourhoods 


5. Summary  

This report outlines the summary of the findings of the 2008/09 Status (Tenant Satisfaction) Survey. National Indicator 160 was created to measure local authority tenants’ satisfaction with landlord services. Local authorities that have retained all or part management of their hosing stock (including those with ALMO’s) are required to report on this national indicator.

6. Recommendations


That Cabinet Member is asked to note the summary of the results.

That the areas for development are captured within the annual revision to the Delivery Plan.

That the results are used to inform the negotiations and setting of the Management Fee.

That a further report is submitted by the Landlord Relations Manager setting out a joint improvement plan in May 2009.

7. Proposals and Details

7.1 Methodology

Rotherham Metropolitan Borough Council (RMBC) commissioned BMG Research Ltd (BMG) to carry out a postal Status (Tenant Satisfaction) Survey with council tenants excluding those living in sheltered accommodation, in line with 2008 Status survey guidance. 

The overall objective of the survey was to gain levels of customer satisfaction with RMBC and its Housing Management partner, 2010 Rotherham Ltd (2010) in key service delivery areas. The postal customer satisfaction survey of customers was carried out between October and November 2008.

In total, a random 2,000 questionnaires and letters were mailed out with two full reminder mailings going out to those customers who did not or could not respond to prior mailings, from this 853 (43%) questionnaires were completed and returned to BMG.

To encourage response rates RMBC offered an incentive of a prize draw to win one of three prizes of £50 shopping vouchers. 

7.2 Summary of survey results

The headline figures are as follows

· 76% (NI 160) of general needs tenants are satisfied with the overall service provided by the landlord (RMBC). This is a similar level of satisfaction to that achieved in 2006 (74%) but we need to reflect that the 2006 data includes sheltered tenants who are typically more positive towards their landlord than general needs tenants. 

· 83% are satisfied with the overall quality of their home compared to 80% in 2006.

· 80% are satisfied with the general condition of their home compared to 69% in 2006.

· 77% are satisfied with their neighbourhood as a place to live compared to 79% in 2006.

· 78% are satisfied with the value for money for their rent compared to 71% in 2006.

· 63% are satisfied with the final outcome from last contact with RMBC / 2010 compared to 71% in 2006.

· 75% are satisfied with how Repairs and Maintenance is dealt with compared to 74% in 2006.

· 76% feel good that RMBC / 2010 is keeping tenants informed about things that might affect them compared to 79% in 2006.  
· 56% are satisfied with the opportunities for participation in management and decision making compared to 64% in 2006.

· Of the following which did tenants consider to be the 3 most important :
· Keeping tenants informed                   28%     -    40% 2006

· Overall quality of your home               60%     -    87% 2006

· Taking tenants views into account      22%     -    35% 2006

· Repairs and Maintenance                   78%     -    81% 2006

· Dealing with ASB                                40%

· Neighbourhood as a place to live       34%

· Value for money for your rent             27%     -    53% 2006 

The above figures are slightly different from the top priorities for improvement identified through the Council Housing Futures consultation which shows keeping rents and service charges affordable at 74% and reducing ASB at 66%. 

7.3 These findings are based upon the report submitted by BMG and are not   

      the Council’s views on the survey.           

8. Finance

The funding for the Status Survey (£8k) was through a Tenant Satisfaction Survey grant provided to all local authorities from central government. The cost to procure BMG was £7,300. 

9. Risks and Uncertainties

The main risk relates to not implementing the learning from this survey. It is important that these results are reflected in the work around the future options for managing council housing.  

10. Policy and Performance Agenda Implications

NI 160 is part of the National Performance regime, part of the Comprehensive Area Assessment and the future inspection of the housing service.

 11.
Background Papers and Consultation

The report has been discussed with Neighbourhoods and Adult Services Directorate Management Team. The comparison results are attached (Appendix A) and the draft Status report is attached (Appendix B). 

A presentation is to be presented by BMG Research in April 2009. 

Contact Name: Robin Walker, Performance Management Officer, Extension 3788

E-mail: robin.walker@rotherham.gov.uk

Comparison of  2008/09 STATUS results

Key:

	Positive (<5% change)
	Positive (>5% change)
	Negative (<5% change)
	Negative (>5% change)


Satisfaction figures are the total of % answering ‘very satisfied’ and ‘fairly satisfied’.

	2008 Question Number
	2008 Question wording
	2008 result
	2006 result
	% change

	10
	TAKING EVERYTHING INTO ACCOUNT, HOW SATISFIED ARE YOU WITH THE OVERALL SERVICES PROVIDED BY Rotherham Metropolitan Borough Council and 2010 Rotherham Ltd?


	76.2%
	73.5%


	+ 2.7%

	11a
	OVERALL, HOW SATISFIED ARE YOU WITH THE FOLLOWING: THE OVERALL QUALITY OF YOUR HOME?


	82.8%
	80%


	+ 2.8%

	11b
	OVERALL, HOW SATISFIED ARE YOU WITH THE FOLLOWING: THE GENERAL CONDITION OF THIS PROPERTY?


	80%
	69%


	+ 11%

	11c
	OVERALL, HOW SATISFIED ARE YOU WITH THE FOLLOWING: THIS NEIGHBOURHOOD AS A PLACE TO LIVE?


	77.3%
	79%


	-1.67%

	11d
	OVERALL, HOW SATISFIED ARE YOU WITH THE FOLLOWING: THE VALUE FOR MONEY FOR YOUR RENT?


	77.9%
	70.9%
	+ 7%

	12a
	HOW SATISFIED ARE YOU WITH EACH OF THE FOLLOWING SERVICES PROVIDED BY Rotherham Metropolitan Borough Council and 2010 Rotherham Ltd: ADVICE ON RENT PAYMENTS?


	78%
	62.1%
	+ 15.9%

	12b
	HOW SATISFIED ARE YOU WITH EACH OF THE FOLLOWING SERVICES PROVIDED BY Rotherham Metropolitan Borough Council and 2010 Rotherham Ltd: ADVICE ON MOVING HOME?


	55.9%
	54.5%
	+ 1.4%

	12e
	HOW SATISFIED ARE YOU WITH EACH OF THE FOLLOWING SERVICES PROVIDED BY Rotherham Metropolitan Borough Council and 2010 Rotherham Ltd: HOW ENQUIRIES ARE DEALT WITH GENERALLY?


	76.5%


	71.1%
	+ 5.4%

	Q13
	Q13. OF THE FOLLOWING, WHICH DO YOU CONSIDER TO BE THE THREE MOST IMPORTANT?
	
	
	

	
	KEEPING TENANTS INFORMED
	28%
	40.1%


	-12.1%

	
	OVERALL QUALITY OF YOUR HOME
	60%
	86.7%


	-26.7%

	
	TAKING TENANTS' VIEWS INTO ACCOUNT
	21.5%
	34.5%


	-14%

	
	REPAIRS & MAINTENANCE
	78.2%
	81.3%


	-3.1%

	
	DEALING WITH ANTI-SOCIAL BEHAVIOUR
	40.2%
	N/A


	

	
	NEIGHBOURHOOD AS A PLACE TO LIVE
	33.9%
	N/A


	

	
	VALUE FOR MONEY FOR YOUR RENT
	26.6%
	52.5%
	-25.9%

	Q21
	WERE YOU SATISFIED WITH THE FINAL OUTCOME (of your last contact with RMBC/ 2010 Ltd)?


	63%
	71.1%
	-8.1%

	Q22
	GENERALLY, HOW SATISFIED ARE YOU WITH THE WAY Rotherham Metropolitan Borough Council and 2010 Rotherham Ltd DEALS WITH REPAIRS AND MAINTENANCE?


	74.9%
	73.8%
	+1.1%

	Q26
	HOW SATISFIED ARE YOU THAT YOUR VIEWS ARE BEING TAKEN INTO ACCOUNT BY Rotherham Metropolitan Borough Council and 2010 Rotherham Ltd?


	60.9%
	N/A
	

	27
	HOW GOOD DO YOU FEEL Rotherham Metropolitan Borough Council and 2010 Rotherham Ltd IS AT KEEPING YOU INFORMED ABOUT THINGS THAT MIGHT AFFECT YOU AS A TENANT?


	75.7%

good
	79.2% good
	-3.5%

	29
	WHEN YOU LAST HAD CONTACT, WAS GETTING HOLD OF THE RIGHT PERSON EASY?


	47.5%
	77.7%
	-30.2%

	29
	WHEN YOU LAST HAD CONTACT, WAS GETTING HOLD OF THE RIGHT PERSON DIFFICULT?


	45.8%
	13.3%
	+32.5%

	30
	DID YOU FIND THE STAFF HELPFUL?


	59%


	84.7%
	-25.7%

	30
	DID YOU FIND THE STAFF UNHELPFUL?


	25.4%
	5.0%
	+20.4%

	31
	AND WERE THEY ABLE TO DEAL WITH YOUR PROBLEM?
	45%


	79.2%
	-34.2%

	31
	AND WERE THEY UNABLE TO DEAL WITH YOUR PROBLEM?


	41%
	13.2%
	+27.8%

	32
	HOW SATISFIED WERE YOU WITH THE FOLLOWING ASPECTS OF HOW YOUR REPORT WAS HANDLED: ADVICE PROVIDED BY STAFF?
	59.3%
	N/A
	

	32
	HOW SATISFIED WERE YOU WITH THE FOLLOWING ASPECTS OF HOW YOUR REPORT WAS HANDLED: BEING KEPT INFORMED?


	43.9%
	N/A
	

	32
	HOW SATISFIED WERE YOU WITH THE FOLLOWING ASPECTS OF HOW YOUR REPORT WAS HANDLED: SUPPORT PROVIDED BY STAFF?


	49.2%
	N/A
	

	32
	HOW SATISFIED WERE YOU WITH THE FOLLOWING ASPECTS OF HOW YOUR REPORT WAS HANDLED: HOW THE REPORT WAS DEALT WITH?


	47.1%
	N/A
	

	32
	HOW SATISFIED WERE YOU WITH THE FOLLOWING ASPECTS OF HOW YOUR REPORT WAS HANDLED: SPEED WITH WHICH YOUR REPORT WAS DEALT WITH?


	43.8%
	N/A
	

	32
	HOW SATISFIED WERE YOU WITH THE FOLLOWING ASPECTS OF HOW YOUR REPORT WAS HANDLED: THE FINAL OUTCOME OF YOUR REPORT?


	44.2%
	71.1%
	-26.9%

	33
	HAVE YOU HEARD OF TENANT PARTICIPATION COMPACTS - AGREEMENTS BETWEEN LOCAL COUNCILS AND THEIR TENANTS - WHICH SET OUT HOW TENANTS WILL BE INVOLVED IN SHAPING LOCAL DECISIONS ABOUT HOUSING?


	28.9% yes
	41.8% yes
	-12.9%

	34
	HOW SATISFIED ARE YOU WITH YOUR LOCALLY-AGREED TENANT PARTICIPATION COMPACT? (answered by those who had heard of compacts)


	71.8%
	71.4%
	+0.4%

	QR1
	HOW SATISFIED ARE YOU WITH THE OPPORTUNITIES FOR PARTICIPATION IN MANAGEMENT & DECISION-MAKING?


	55.9%
	63.8%
	- 7.9%

	QR2
	HAS THE DECENT HOMES WORK PROGRAMMED FOR YOUR HOME BEEN COMPLETED YET?


	62.1%
	N/A
	

	QR3
	HOW WOULD YOU DESCRIBE THE DIFFERENCES YOU HAVE EXPERIENCED SINCE THE WORKS HAVE BEEN COMPLETED, COMPARED WITH BEFORE IN RESPECT OF: THE ENERGY CONSUMPTION FOR YOUR HOME (HEATING / LIGHTING /COOKING)?


	68.8% improved
	N/A
	

	QR3
	HOW WOULD YOU DESCRIBE THE DIFFERENCES YOU HAVE EXPERIENCED SINCE THE WORKS HAVE BEEN COMPLETED, COMPARED WITH BEFORE IN RESPECT OF: THE COMFORT LEVEL OF THE ENVIRONMENT WITHIN YOUR HOME?


	75.8% improved
	N/A
	

	QR3
	HOW WOULD YOU DESCRIBE THE DIFFERENCES YOU HAVE EXPERIENCED SINCE THE WORKS HAVE BEEN COMPLETED, COMPARED WITH BEFORE IN RESPECT OF: YOUR PERSONAL HEALTH?


	31.29% improved
	N/A
	

	QR6
	HAVE YOU HAD ANY AIDS OR ADAPTATION EQUIPMENT FITTED IN THE LAST 12 MONTHS?


	13.5% yes
	N/A
	

	QR7
	TO WHAT EXTENT DO YOU THINK THIS HAS MADE A DIFFERENCE ON YOUR OWN PERSONAL HEALTH?


	82% improved
	N/A
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