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Introduction 

Reference is made to the Housing Needs Survey report, the key findings from which were considered 
by the Housing Committee at it’s meeting on 29 April 1998. 

Further analysis has been undertaken, particularly to that part of the survey which dealt with 
“satisfaction with Landlord”. The information from this analysis has been used to inform both the 
draft Housing Quality Plan and the Best Value Implementation Plan. The purpose of this report is to 
advise Committee of the outcome of this analysis and of the action taken to address the matters. 

Repairs 

89% of households who had contacted their landlord in the last 12 months was in connection with 
repairs. The survey which covered courtesy of staff, time taken and quality of workmanship showed 
that there was some variation in satisfaction levels between areas and tenures. In order to address 
this variation steps have been taken to improve the areas where satisfaction was lower than others as 
follows: 

0 The client role within the Department is being re-viewed as part of the re-tendering of the 
housing repairs & maintenance contract. This is subject to separate reports. 

0 Increased post inspections and surveys. 

0 Repairs Audits have been carried out within each Area Housing Office to ensure consistency 
of approach and two further audits will take place prior to the end of this financial year. 

Repairs Service customer telephone satisfaction surveys have now commenced within the Out 
of Hours Emergency Repairs Service. 
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3. Neighbour Disputes 

3.1 Just over 1,000 tenants had contacted their landlord with a neighbour complaint. Although the vast 
majority of complaints came from Council tenants (988), proportionally more housing association 
tenants (7%) complained about a neighbour than Council tenants (3%). 

3.2 However, only 35% of tenants were satisfied with the time taken to deal with the enquiry and 37% 
were satisfied with the action taken to resolve the matter. This probably reflects the difficulty in 
dealing with neighbour disputes generally, particuIarly if there is no corroboration to back up the 
complaint. 

3.3 In response to this a MembedOfficer Working Group has been established to develop a strategy for 
dealing with anti-social behaviour. A protocol for dealing with such cases is also being developed 
with the Social Work Department. The recommendations of this group will be subject to a separate 
report. 

4. Housing Benefit 

4.1 1,300 tenants had contacted their landlord with a housing benefit enquiry in the last year, 88% were 
satisfied with the courtesy of staff and 80% were satisfied with the time taken to deal with their 
enquiry. 

4.2 Further surveys will take place as the integration of housing and council tax benefit progresses. 

5. Allocations 

5.1 1,600 tenants had contacted their landlord with an enquiry about allocations. However, only 48% 
were satisfied with the time taken to deal with the enquiry and only 51% were satisfied with the 
quality of information received. 

5.2 A number of processes have been put into place to address this matter as follows: 

e Account has been taken of this survey in the development of the new unified allocatir- 
policy. 

e The North District now allocates houses using one policy as opposed to the three that were 
inherited at reorganisation from the former authorities and the Development Corporation. 

e The streamlining of the policy in the Central District has been completed. 

e A Customer Charter has been approved which details the Service Standards that a customer 
can expect in relation to all aspects of the housing service including allocations. This is 
widely available at the Area Housing Offices and has been the subject of consultation with 
tenants and residents groups. 

An Exit Survey has been piloted in two Area Housing Offices to measure the process of 
service delivery and the users perception of the service. It is planned to carry out a simiIar 
survey in all offices prior to the end of the financial year. 
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Summary 

The housing needs survey highlighted that 45% of households who rent a house are satisfied with 
their landlord. Analysis of these findings showed that satisfaction rates varied from 35% - 88% and 
that there was variation in satisfaction levels between areas and tenures. The Department has 
examined these findings in detail and has used the information to inform both the draft Housing 
Quality Plan and the Best Value proposals. An action plan has been identified as outlined in sections 
2 - 5 above and areas where satisfaction levels were low have been subject to review and audit. 

Recommendations 

The Committee is asked to note the findings of this section of the Housing Needs Survey and to 
approve the action taken to address the matter. Further surveys will be carried out in the areas where 
satisfaction levels were low and further reports prepared for Committee as appropriate. 

Background Papers 

Available within the Department. 

G Whitefield 
Director of Housing 


