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1. Introduction

Background

This report details the results of North Wales Housing’s 2023 STAR tenant satisfaction survey, delivered by ARP
Research. The aim of the survey is to allow tenants to have their say about their home, the services they receive,
and how these could be improved in the future.

The survey used the Housemark STAR methodology and was consistent with the Welsh Government'’s
requirements for collecting national tenants satisfaction performance measures.

Throughout the report the survey data has been broken down and analysed by various categories, including by
area and various equality groups. Where applicable the current survey results have also been compared against
the 2022 STAR survey, including tests to check if any of the changes are statistically significant. Finally, the results
have also been benchmarked against the Welsh Government's 2022-2023 data for social housing landlords.

About the survey

The survey was carried out in November and December 2023. Telephone interviews were conducted with 450
general needs tenant households selected via a quota sample. In addition, paper self completion questionnaires
were distributed to all 407 older persons and supported households, with 108 responses (27%). The survey was
incentivised with a free prize draw.

In total 558 tenants took part in the survey. A sample of this size has a theoretical error margin of +/- 3.6%
overall, which exceeds the STAR target of +/- 4%. Around a fifth (19%) of these responses were collected on
paper, and 8 were completed in Welsh.

The sample was weighted in order to be representative by age, area, tenancy length and stock type. This ensured
that the other demographic and property variables were also representative

Understanding the results

Most of the results are given as percentages, which may not always add up to 100% because of rounding and/or
multiple responses. It is also important to take care when considering the results for groups where the sample
size is small.

Where there are differences in the results over time, or between groups, these
For detailed information on

are subjected to testing to discover if these differences are statistically
the survey response rates,

significant. This tells us that we can be confident that the differences are real
and not likely to be down to natural variation or chance.

methodology, data analysis
and benchmarking, please
see appendix A.
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2. Executive summary

Overall satisfaction

Overall tenant satisfaction with the services provided by North Wales Housing has increased slightly to
84% compared to the 83% achieved in 2022 (section 3).

This is in contrast to sector wide trends as tenant satisfaction scores have been falling due to the cost-of-
living crisis, inflationary rent increases and shortages in labour and materials.

Tenant satisfaction is now comfortably above the median score for social housing landlords in the Welsh
Government's most recent published 2022/2023 figures (median 81%)).

However, a number of other questions in the survey do demonstrate a significant improvement, most
notably those on the topics of value for money (section 5), tenant engagement (section 8) and anti-social
behaviour (section 10).

Overall satisfaction is highest amongst retirement age tenants (92%) but is significantly lower than average
amongst the under 35s (75%). This pattern is normal in tenant surveys but means that satisfaction amongst
younger tenants has reverted back having increased last year.

A 'key driver’ analysis is a statistical test to check which other results in the survey are best at predicting
overall satisfaction. In descending order of strength, the four factors most closely associated with overall
tenant satisfaction are below.

Listens and acts on views (76% satisfied, section 8)
Easy to deal with (85%, section 7)

Quality of home (80%, section 4)

Rent value for money (87%, section 5)

Tenant engagement

7.

10.

The extent to which NWH engages with its customers appears to have now become one of the
organisation’s strengths (section 8).

Whether tenants feel they are listened to and their views acted upon is the strongest key driver of
satisfaction (76% satisfied).

This score has improved for the third survey in a row and is now in the top quartile compared to the
benchmark median of 66%.

The other two paired statements in this section both on the topic of tenant involvement, have improved
even further (78% and 76% respectively) and are also now both in the benchmark top quartile.



2. Executive summary

Customer service

11.  The second-best predictor of satisfaction with NWH overall in this set of results is whether tenants feel that
it is easy to deal with. This is also known as a ‘customer effort’ score. The majority of tenants believe this to
be the case (85%), a slightly larger proportion that felt this way in 2022 (section 7).

12.  Amongst tenants that have recently made contact there have been substantial improvements in the
proportions that found it easy to get hold of the right person (87% v 81%) and with the final outcome of
the query (78% v 70%).

13.  This continues the upward trajectory first observed last year, to the extent that these scores are now at the
highest levels they have been.

The home

14.  In keeping with the pattern of responses to the overall satisfaction question, tenant perceptions of the
quality of home they live in are also effectively unchanged since 2022 (80% satisfied, section 4).

15.  Now that the pandemic is over, repeated focus on repairs seems to be easing, the quality of home is once
again a strong key driver of overall satisfaction.

16.  The safety and security of the home satisfaction rating is also stable, cementing the increase made
between 2021 and 2022 (86% satisfied).

17.  Both questions are now essentially on par with the Welsh Government benchmarks.

18.  The most frequently mentioned request for specific property improvements is damp, mould or

condensation (5% of all additional survey comments), although this is a common survey finding since it has
become a high profile issue in the national media (section 13).

Value for money

19.

20.

21

22.

The perception of rent value for money has improved every year since 2020 with a significant 5% increase
in the last 12 months to reach a satisfaction level of 87% (section 5).

This is now higher than the benchmark score for social housing in Wales (82% median), to the extent that it
is in the top quartile when compared to other landlords.

Satisfaction with service charge value for money has also been improving, in this case steadily since 2017
and jumping up 6% this year to 68%. However, in this instance the improvements have merely been
enough to now match the national average for the first time since 2015.

The vast majority of respondents that feel able to answer are satisfied with the financial advice and support
available, including 90% or more satisfied with payment methods, payment plans and money advice.
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Repairs and maintenance

23.

24,

25.

26.

Satisfaction with repairs and maintenance overall has broadly remained the same since 2022 (75%) and is a
match to the benchmark level for landlords in Wales (74%, section 6).

The picture painted by tenants is even more positive when asked how they feel about their last completed
repair (within the last year) as 89% are satisfied in this regard, compared to just 6% dissatisfied. This too is
unchanged since the last survey.

Satisfaction with the time taken to complete the last repair has increased, but not by a statistically
significant margin (82% v 77%).

The strongest key driver of satisfaction with the last repair is the quality of the work (86% satisfied). This is
reflected in the additional comments some tenants made at the end of the survey, where repairs
complaints are mainly about the quality of the work and/or jobs that have yet to be completed (section
13).

Neighbourhoods

27.

28.

29.

30.

31.

When asked to rate their local area, 83% of respondents are satisfied with their neighbourhood as a place
to live, which is largely unchanged since last year (section 9).

Satisfaction with the grounds maintenance service has demonstrated consistent small improvements since
2020, to the extent that satisfaction is now 6% higher than it was three years ago (72%)

The way NWH deals with anti-social behaviour has significantly improved this year (67% v 56%), moving it
ahead of the benchmark for other landlords in Wales (61%).

The final outcome of the process is also rated better by those that claim to have reported ASB, although
still at a low level (36%)

Over fifth of respondents claim to have experienced ASB (22%), but only 63% of this group claim to have
reported their ASB incident to NWH. The main reasons given for not doing so are that it was reported
elsewhere (33%) or concern about retaliation (22%).
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satisfied
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|i' Most of the survey questions have improved, including many
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)
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3. Services overall

3.1 Overall satisfaction
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Overall tenant satisfaction with the services provided by North Wales Housing has increased slightly to 84%
compared to the 83% achieved in 2022.

This bucks the trend observed across surveys in England and Wales in 2023 that have typically registered falling
satisfaction, primarily as a consequence of the cost-of-living crisis, inflation, and restricted availability of workers

and materials.

Accordingly, tenant satisfaction is now comfortably above the median score for social housing landlords in the
Welsh Government's most recent published 2022/2023 figures (median 81%).

This improvement isn't a ‘statistically significant’ change meaning that the statistical test used to compare scores
tells us we can't be confident that the difference is real rather than being merely down to chance. Changes that
aren't statistically significant may still be real, but we cannot say that with confidence (especially when groups are

small).

However, a number of other questions in the survey do demonstrate a significant improvement, most notably
those on the topics of value for money (section 5), tenant engagement (section 8) and anti-social behaviour
(section 10).

In addition, there has also been a very substantial increase in the proportion of survey respondents that agree
that they trust North Wales Housing (82% v 74%).

This is the second survey in a row where many of the measures have significantly increased which therefore
suggests a period of sustained service improvement. The only caveat is that the survey methodology with
general needs tenants changed this year, moving from self-completion to telephone surveys for the bulk of the
responses. Note that to help control for this change a different statistics test has been used this year to compares
scores over time that isn't sensitive to fluctuations across the full five points of the scale.
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3.2 Likely to recommend NWH (Net Promoter)

% Base 551 | Excludes non respondents.
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This question employs the Net Promoter methodology, which is a widely used tool used across many different business
sectors to gauge customer loyalty and is typically measured on an 11 point scale (0-10). Respondents who score 9-10 are
considered to be Promoters, and those who score 0-6 to be Detractors. The Net Promoter Score (NPS) is the difference
between the two, ranging from -100 to 100.

The questionnaire also includes the “Net Promoter Score” (NPS) as an additional measure of customer loyalty
and satisfaction. Respondents were asked how likely they were to recommend North Wales Housing to family
or friends, and this is used to identify ‘promoters’ and ‘detractors’ to calculate an overall Net Promoter Score
that is widely used across the private and public sectors.

This too has seen a small improvement over the last year, although again not quite enough to be considered as
statistically significant (NPS 34 vs 29). The score was achieved because although over half of the sample gave
NWH a score of 9 or 10 on this question (56%), a fifth gave a rating of just 0-6 (21%).

Key drivers

A 'key driver’ analysis is a statistical test known as a ‘regression’ that identified those ratings throughout the
survey that were most closely associated with overall satisfaction. This test does not mean that these factors
directly caused the overall rating to fall, but it does highlight the combination of factors that are the best
predictors of overall satisfaction for tenants. This has the advantage of potentially identifying hidden links
that respondents may not even be conscious of (see chart 3.3).

There are four key drivers on the list in 2023 and what is most interesting about them is that they are exactly
the same items and in the same order as the survey conducted in early 2020 that essentially measured
performance during the last normal period before the pandemic.



3. Services overall

3.3 Key drivers - overall satisfaction

R Square = 0.566] Note that values are not percentages but are results of the statistics test. See Appendix A for more details.
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Most notably, repairs and maintenance was on the key driver list for the last two surveys, due primarily to the
dip in satisfaction in 2021, but now the score has been stable across the last two surveys repairs has dropped off
the key driver list. It has now been replaced on the list by the quality of the home.

The top two key drivers both describe the customer experience which has remained the strongest issue across
a number of years, with either listening and acting on views or being easy to deal with being at the top of
the list since 2017.

It is pleasing to see that the extent to which NWH listens to tenants’ views is once again rated much more
favourably this year than last, along with other questions around tenant engagement. In fact, that rating has
improved steadily since it was first atop the key driver list to the extent that it is now in the top quartile
compared to the rest of Wales (section 8).

The question asking if NWH is easy to deal with is known as a customer effort score and this too has crept up
this year, albeit not significantly so. However, other questions in this section such as those on getting hold of
the right person and the outcome of queries have improved further (section 7).
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" By people

By age group, overall satisfaction is highest
amongst retirement age tenants (92%) but is
significantly lower than average amongst the
under 35s (75%). This pattern is normal in tenant
surveys across most questions, for full details see
table 14.7.

Similarly, the Net Promoter Score is as high as 56
for respondents aged 65 and over, compared to
just 25 for the under 50s.

However, is important to note that the under 35s
are significantly less satisfied than they were last
year 12% (was 87%), reverting back to the levels
seen in the years prior.

In part because of the age profile, it is also
normal for tenants in older persons housing to
be significantly more satisfied than those living in
general needs accommodation (92% v 82%).
This pattern also extends across most of the
survey results.

New tenants in their first year with North Wales
Housing are significantly more satisfied than
average (91%), however this falls to 77% for
those who have been a tenant for 1 — 2 years.

Overall satisfaction is again significantly lower for
the small proportion of respondents who have
experienced an incident of anti-social
behaviour (67%), compared to 88% who have
not.

As in previous years tenants who have had
contact with NWH in the previous year are far
less satisfied overall than those who had not
(82% v 92%).

% By place

There is one statistically significant variation from
the norm across the three main local authority
areas, with respondents in Ynys Mon significantly
less satisfied than average (77%) being less
satisfied than a year ago (was 90%).

Furthermore, the Net Promoter Score was
notably lowest in Ynys Mon (13), where only a
year ago it was significantly higher than average
(was 53).

In contrast, satisfaction is up 3% in Conwy (now
84%), but is broadly unchanged in Gwynedd
(84%, was 85%).

Sample sizes are somewhat smaller at
neighbourhood level, but there has been a
notable 11% increase in overall satisfaction
amongst respondents in Denbighshire Coastal
from 77% to 88%.

Overall satisfaction is also slightly higher than
average for tenants in flats (85%) compared to
those living in houses (82%).
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3.4 Trust
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3.5 Service overall by LA and neighbourhood

% positive

Overall Tenants trust Net promoter
satisfaction NWH score (NPS)
84 82 34

Conwy
Gwynedd
Ynys Mon
Bangor & Bethesda
Caernarfon a Pen Llyn 76 38
Colwyn Bay 75 29
Conwy 84 36
Denbighshire Coastal 92 32
Denbighshire Wrexham Rural 93 40
Llandudno 88 37
Ynys Mon neighbourhood 44 72 13
Significantly worse than average  Significantly better than average

(95% confidence*) (95% confidence*)
Significantly worse than average  Significantly better than average See appendix A for further information on statistical tests

(90% confidence*) (90% confidence*) and confidence levels
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4. The home

4.1 Satisfaction with the quality of the home
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In keeping with the pattern of responses to the overall satisfaction question, tenant perceptions of the quality
of home they live are also effectively unchanged since 2022 (80% satisfied).

It does, however, also mean that this score is still slightly lower than it was before the pandemic and is still one
point behind the benchmark median for social housing in Wales. Indeed, now that the pandemic is over,
repeated focus on repairs seems to be easing, the quality of home is once again a strong key driver of overall
satisfaction.

The safety and security of the home satisfaction rating is also stable, although in this case the consistency
means that NWH has cemented the increase made between 2021 and 2022 placing this score just slightly above
the benchmark average (86% satisfied).

With the wide variety of different properties in the housing stock these measures will always vary somewhat
between different locations and property types (see below), respondents in Colwyn Bay continue to be distinct
in that they rate their homes more poorly than the rest of the tenant population.

It should also be noted that around a fifth of additional comments at the end of the survey are requests for
improvements to the home, the most frequently cited being damp, mould or condensation and/or heating/
energy efficiency and windows (see section 13). The former is a common pattern at the moment due to the
high media profile of damp or mould issue in social housing.
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MM By people

The quality of the home is rated significantly
lower than average amongst those aged 35 - 49
(72%), despite improving slightly amongst this
group (was 69%). The youngest aged under 35
are least satisfied with the safety of their home
(81%). Both are rated significantly higher than
average by those aged 65 or over (96% 'quality’,
91% ‘safety’).

Another significant difference by stock with
tenants in older persons accommodation again
significantly more satisfied than general needs
tenants with the quality of their home (99% v
77%), although the difference between the two
for the safety rating is much smaller (90% v 86%).

New tenants (under a year) are significantly
more satisfied with the quality of their homes
(88%), but this drops dramatically for
respondents who have been a tenant for 1 - 2
years (74%). In addition, the safety score was
rated significantly lower than average for tenants
with 1 — 2 years tenure (79%).

The small group who reported an incident of
ASB are significantly less satisfied than average
with the safety and security of their home (70%
‘experienced’, 67% 'reported’).

% By place

There are no significant differences across the
three main local authority areas for any rating
in this section, however, there has been a 3% fall
in the quality rating in Conwy (78%, was 81%),
however the same group are now more satisfied
with the safety of their home (86%, was 82%, see
table 4.2).

There has been a notable 7% improvement in the
quality rating in Gwynedd from 75% to 82%,
however Ynys Mon tenants are now less satisfied
with the safety of their home (89%, was 93%).

At neighbourhood level, Colwyn Bay residents
are again significantly less satisfied with both the
quality and safety of their homes (72% and 76%
respectively), despite the latter score improving
by 3%.

The quality of the home is rated significantly
higher than average amongst the very small
group of tenants in the Denbighshire Wrexham
Rural area (93%).

By property type the lowest satisfaction with the
quality of the home is 76% amongst those living
in houses. In contrast, respondents in flats are
significantly more satisfied (83%), the majority of
whom are ‘very satisfied’ (54%).

The opposite is true for the safety rating - 89%
for houses versus 81% for flats.
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4.2 Home by LA and neighbourhood

% positive

Quality of the Safety and security

Overall

home of home

80

86

Conwy 78

Gwynedd 82 88
Ynys Mon 81 89
Bangor & Bethesda 84 89
Caernarfon a Pen Llyn 78 84
Colwyn Bay 72 76
Conwy 81 93
Denbighshire Coastal 78
Denbighshire Wrexham Rural -_ 93
Llandudno - 89
Ynys Mon neighbourhood 81 89

Significantly worse than average

(95% confidence*)

Significantly worse than average

(90% confidence*)

Significantly better than average

(95% confidence*)

Significantly better than average

(90% confidence*)

* See appendix A for further information on statistical tests and confidence levels

15



5. Value for money

(o)
% %o
satisfied with satisfied with
rent vfm service charge vfm

|i' Both value for money ratings have significantly improved in the
last year

0’8\; Nevertheless, rent value money has still returned to the key
driver list

m\mﬁ‘ Rent value for money has increased most in established

working age households amongst tenants aged from 35-64

|£ Levels of satisfaction with the financial advice and support
available to tenants have also improved



5. Value for money

The perception of rent value for money has followed the same trajectory as many other survey results,
improving every year since 2020 with a significant 5% increase in the last 12 months to reach a satisfaction level
of 87%. This is despite a cost-of-living crisis and coming not long after a notable rent increase, all of which
might explain why this question is seemingly a positive key driver of overall satisfaction (section 3).

Furthermore, this is now higher than the benchmark score for social housing in Wales (82% median), to the
extent that it is in the top quartile when compared to other landlords.

Satisfaction with service charge value for money has also been improving, in this case steadily since 2017 and
jumping up 6% this year to 68%. However, in this instance the improvements have merely been enough to now
match the national average for the first time since 2015.

Taken together it is clear that value for money is an increasingly strong aspect of NWH's services to its tenants,
which will have been assisted by the financial advice and support that is offered to tenants during this difficult

period. Indeed, the vast majority of respondents that feel able to answer are satisfied with each of the five

measures displayed in chart 5.3, including statistically significant improvements for the three which can be

compared against previous data. This includes strong approval for the payment methods, payment plans and

money advice.

M By people

[ Value for money for rent is rated highest by
respondents aged 65 or over (94%, up 3%) and
lowest by those aged 35 - 49 (83%), however
satisfaction amongst this group has improved
6%. The under 35s are also more satisfied than a
year ago with their rent (84%, up 3%).

L] Satisfaction with the service charge remains
significantly below average amongst those aged
35 - 49 (58%), however this represents a 13-point
improvement for this group compared to a year
ago (was 45%).

Interestingly, new tenants are less satisfied than
average with their rent (82%) but this increases
slightly to 85% for those who have lived in their
home for 1 — 2 years. It increases again to 87% at
the 3 - 5 years mark, and even further for those
who have been a tenant for 6 — 10 years (92%).

New tenants in their first year of tenancy are
nevertheless significantly more satisfied than
average with the advice and support making a
suitable payment plan (96%) as well as the
methods of payments available (100%).
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5.1 Value for money
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&7 By place

There is one significant difference in the rating
for rent by local authority area, albeit only at
the 90% confidence level, with respondents in
Gwynedd significantly less satisfied than average
(82%), a score that is identical to that reported a
year ago.

Satisfaction has improved slightly in Ynys Mon
(85%, was 82%), with an even bigger
improvement seen in Conwy (90%, was 82%).

By neighbourhood the rent is rated significantly
below average in Bangor and Bethesda (85%),
despite improving slightly compared to a year
ago (was 83%).

service charge
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There has been a notable 12-point increase in
this score in Colwyn Bay (90%, up from 78%) and
Conwy neighbourhoods (92%, was 84%),
however the biggest increase is seen in the
Denbighshire Coastal region (91%, was 78%).

Satisfaction with the service charge has improved
in Conwy (68%, was 62%) and Gwynedd (70%,
was 65%), but is down in Ynys Mon (57%, was
70%), however the latter is a relatively smaller
sample.

The service charge is rated significantly higher
than average in the two Denbighshire areas,
including a 10-point increase in the Coastal area
(80%, was 70%).

General needs tenants were also significantly
more satisfied than those in older person
accommodation with the effectiveness of the
Money Advice services (93% v 71%).
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5.2 Value for money by LA and neighbourhood
% positive

Value for money Value for money

for rent for service charge
Overall 87 68
Conwy
Gwynedd
Ynys Mon
Bangor & Bethesda 85 71
Caernarfon a Pen Llyn 77 66
Colwyn Bay n 90 63
Conwy 92
Denbighshire Coastal 91
Denbighshire Wrexham Rural 100
Llandudno 83
Ynys Mon neighbourhood - 85 57

Significantly worse than average

Significantly better than average

(95% confidence®) (95% confidence*)
Significantly worse than average  Significantly better than average
(90% confidence*) (90% confidence*)

* See appendix A for further information on statistical tests and confidence levels

19



5. Value for money

5.3 Financial advice and support

% Bases (descending) 504, 482, 414, 332, 483 | Excludes non respondents
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6. Repairs and maintenance
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4) Satisfaction with repairs and maintenance has levelled out this
year, after having improved in 2022

‘f};ﬁg This means that it remains on par with other landlords in Wales

0'8\3 Indeed, unlike last year it is no longer a key driver of
satisfaction

E Satisfaction with the time taken to complete the last repair has
increased, but not by a statistically significant margin



6. Repairs and maintenance

For the first time since 2020 the repairs and maintenance service is not a key driver of overall satisfaction and
this is a reflection of the fact that the scores in this section of the results are returning to the pre-pandemic levels.

Indeed, it is to NWH's credit that despite recent inflationary pressures on materials and the availability of workers,
satisfaction with repairs and maintenance overall has broadly remained the same since 2022 (75%) and is a
match to the benchmark level for landlords in Wales (74%).

The picture painted by tenants is even more positive when asked how they feel about their last completed
repair (within the last year) as 89% are satisfied in this regard, compared to just 6% dissatisfied. This too is
unchanged since the last survey.

The disparity between these two measures can be explained by the fact that the last completed repair question
measures current performance on responsive repairs, whereas the overall measure of repairs and maintenance
has a wider remit both over time, and to include long term planned maintenance and property improvements.

The static nature of both of these headline measures are obviously linked to how other more detailed aspects of
the last repair are rated, with all ratings on chart 6.6 being unchanged in any statistically significant degree.
However, satisfaction with the time taken before work started has still increased a little (82% v 77%).

Key drivers

Another way to shed further light on these results was to run a key driver analysis to identify the best predictors
of satisfaction with the last completed repair. The result of this analysis is shown in chart 6.4. Whilst this analysis
reveals that most of the questions correlate to some degree with overall satisfaction, the quality of the work is
what is most dominant (86% satisfied). This is reflected in the additional comments some tenants made at the
end of the survey, where repairs complaints are mainly about the quality of the work and/or jobs that have yet to
be completed (section 13).

This was also true last year, with the main change being that this issue is pulling away from those ranked two and
three on this list, being respectively doing the work right first time (82% satisfied) and workers doing the job

69..

had a repair in
the last year

that was expected (93%).




6. Repairs and maintenance

6.1 Overall repairs satisfaction

e
U
% Base 547 | Excludes non respondents % %

satisfied satisfied error  bench
2023 2022 margin  mark

The way repairs and
maintenance is dealt with

+/- @
75074 0

very fairly neither fairly very
dissatisfied dissatisfied satisfied satisfied
significant! S|gn|f|cantl no significant significantl significantly
v worse (95‘%):/) worse (90°) difference A better (90‘%) A better(95%)
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6.2 Kept updated

% Base 537 | Excludes non respondents

% error
satisfied margin

Being kept up to date with +/-
. 75
the progress of you repair 36

very fairly . fairly very
dissatisfied dissatisfied nerther satisfied satisfied

23



6. Repairs and maintenance

6.3 Last repair

% Base 383 | Repair in last 12months. Excludes non respondents % %

satisfied satisfied error
2023 2022 margin

Repairs service received -
pan ; 89 g7
on this occasion 3.2
very fairly fairly very
dissatisfied dissatisfied satisfied satisfied
significantly significantly no significant significantl significantly
worse (95%) worse (90%) 4} difference A better (90‘%) A better(95%)

@ﬁchmark median [Bénchmark quartile

6.4 Key drivers - satisfaction with last repair

R Square = 0.747 | Note that values are not percentages but are results of the statistics test. See Appendix A for more details.

0.43

Quality of work Right first time Job you Being told when Workers taking Dirtand mess  Attitude of
expected workers would  needs into  to a minimum workers
call account

6.5 Key drivers v satisfaction

100% - . .
maintain Dirt & focus
mess toa
minimum
Attitude of 0 D b
workers L G 4 eg;)r;gcggd
90% - Taking needs
§ into e?ccount S uwagtr{
o S A 'key driver’ analysis uses a
2. Being told regression test to check which
o when workers X3 :
2 goy -  Wwouldcall  Right first other results in the survey are
time .
best at predicting overall
satisfaction. For a more detailed
explanation of key drivers please
20% monitor , , , , improve , see Appendix A.
0.00 0.10 0.20 0.30 0.40 0.50
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6. Repairs and maintenance

" By people % By place

[ Older respondents aged 65+ are significantly = No statistically significant differences between
more satisfied than average with the repairs the three local authority areas, with the repairs
service (87%, no change), compared to just 69% service overall or any of the more detailed
of the under 50s. aspects of the service.

L] A similar pattern is evident with satisfaction with = There are some significant differences at
the last completed repair - 93% of 65+ neighbourhood level, however not as extensive
compared to 86% of the under 50s. as in 2022, although the repairs service overall is

L] The under 35s are significantly less satisfied than rated significantly lower than average in Colwyn
average that they are kept up to date on repairs Bay (66%).
progress (67%), particularly those aged 25-34 = Indeed, Colwyn Bay residents are significantly less
(66%). In contrast, older respondents aged 65 or satisfied than average with the speed of
over were significantly more satisfied than completion (89%), despite this improving from
average (83%). 78% a year ago. The same group also rated the

[ General needs tenants are again more likely to attitude of workers significantly lower than
have had a repair than those in older person average (87% was 92%).
housing (69% v 62%). This group are also L] Satisfaction with the time taken before work
significantly more satisfied than those in older started has improved 11% in Llandudno from
persons accommodation with the being able to 77% to 88% and is now rated significantly above
make an appointment (86% v 71%). average in this area.

[ The gap between those who have or have not = Respondents living in flats are again significantly
had a repair on their perception of the service more satisfied than average with the service
overall still exists (76% v 73%), but it is much (81%, was 78%), whilst those in houses are
smaller than it was a year ago when there were significantly less so (70%, up from 69%).
fourteen points between the two.

[ New and long-term tenants (under 1 year and

21 or more years) are the most satisfied with the
repairs service in general (83% and 81%), whilst

satisfaction is below average for those with 11 -
20 years tenure (69%).



6. Repairs and maintenance

6.6 Last completed repair
% Bases (descending) 377, 379, 377, 373, 380, 377, 370, 383, 376, 382 | Repair in last 12months. Excludes non respondents.
% %
satisfied satisfied error
2023 2022 margin

Keeping dirt and mess

9. 94 ¢» 92
to a minimum 2.3

Attitude of workers 93 «p 95 ;/6

Workers doing the job

+/-
expected BB 3

Workers taking
individual needs into
account

_

91 -

Overall quality of repair

8633
work

3.6

Being able to make an

+/-
appointment 8568 5

Being told when workers

+/-
would call 84 ¢ &2 3.7

Repair being done ‘right .

+/-
first time’ 82 &3 39

Time taken before

+/-
work started 824 7 3.9

very fairly neither fairly very
dissatisfied dissatisfied satisfied satisfied
significantly significantly no significant significantl significantly
v worse (95%) worse (90%) difference A better (90%) A better(95%)

@mhmark median Fe‘nchmark quartile
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6. Repairs and maintenance

6.7 Last completed repair by LA and neighbourhood

% positive
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Overall

Conwy 88
Gwynedd 80 83 81 79 88 93 87 93 81 92 92 91

Ynys Mon 68 77 84 78 81 91 74 97 74 91 88 75

Bangor & Bethesda [SEl 79 85 82 81 90 96 90 96 81 94 93 92

Caernarfon a Pen

Llyn 78 78 74 82 86 82 85 83 86 90 86
Colwyn Bay nﬂ 88 84 84 89 87 85 91 85 87 84 91
Conwy 72 77 89 78 89 95 85 99 75 93 85 84
Denbighshire 0 79 | 79 | 8 | 8 | 94 | 9 | 92 | 94 | 79 | 100 | 96 | 90
Coastal
Denbighshire o 73 | 76 | 77 | 76 88 | 100 100 | 100 100 = 100 | 100
Wrexham Rural
Llandudno 121 78 920 90 88 90 96 85 95 88 95 95 92
Ynys Mon
: 44 68 77 84 78 81 91 74 97 74 91 88 75

neighbourhood
Significantly worse than average  Significantly better than average

(95% confidence*) (95% confidence*)
Significantly worse than average  Significantly better than average

(90% confidence*) (90% confidence*)

* See appendix A for further information on statistical tests and confidence levels



/. Customer service

%

easy to deal with
(customer effort)

0'8\3 For the fourth survey in a row being easy to deal with is one
of the strongest drivers of satisfaction overall

/" satisfaction with this is continuing to increase, albeit not by a

statistically significant margin over the last year

E However, getting hold of the right person and the final
outcome of queries has improved significantly, especially

amongst those who recently had a repair

@1 The ratings for customer effort and final outcome of query
are lower than average amongst the under 50s



7. Customer service

7.1 Easy to deal with

% Base 556 | Excludes non respondents
satisfied satisfied error
2023 2022 margin

NWH is easy to deal

+/-
. 8 30
with :
very fairly fairly very
dissatisfied dissatisfied satisfied satisfied
significant! S|gn|f|cantl no significant significantl significantly
v worse (95‘%) V worse (90° difference A better ( ‘%) A better(95%)

@'\chmark median [Bdnchmark quartile

The second-best predictor of satisfaction with NWH overall in this set of results is whether tenants feel that it is
easy to deal with. This is also known as a ‘customer effort’ score, as it considers the experience in a holistic way
from the perspective of the customer, rather than internal business processes.

The majority of tenants believe this to be the case (85%), a slightly larger proportion that felt this way in 2022.

The influence of this topic on broader perceptions of NWH appears to be an ongoing theme as this has been
one of the top two key drivers since it was first included in the survey in 2020. This is likely to be a positive
influence as it is considerably higher than the median score of 79% across all ARP Research clients.

Furthermore, although the headline customer service score hasn't improved by a statistically significant margin,
amongst tenants that have recently made contact there have been substantial improvements in the
proportions that found it easy to get hold of the right person (87% v 81%) and with the final outcome of the
query (78% v 70%). These changes are statistically significant and continue the upward trajectory first observed
last year, to the extent they are now at the highest levels they have been.

In addition, the vast majority of survey respondents are also satisfied that they are communicated with in their
preferred way, including in their language of choice.

/
86.

have made contact
in the last year



7. Customer service

7.2 Customer service

% Bases (descending) 468, 473, 440 | Had contact in the last 12 months. Excludes non respondents

% %
satisfied satisfied error
2023 2022 margin
Communicating in your /-
924 - 29
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Ease of getting hold of v
R 81
right person 87 A 31
The final outcome of :
78 A 70

your query

very fairly neither fairly very
dissatisfied dissatisfied satisfied satisfied
significant! si n|f|cantl no significant significantl significant!
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@'\chmark median [Benchmark quartile
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7.3 Communication preferences
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2023 margin
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significantly
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significantly
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<> difference better (90
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7. Customer service

000 ﬁﬁ

" By people *¢ By place

n The customer effort score is rated lower than = The only notable difference by geographical area
average by the under 50s (80%), especially the in this section is that tenants in Ynys Mon have a
under 35s (77%), but has improved slightly across significantly lower than average customer effort
all four main age groups. score, with only two thirds satisfied that North

[ No significant difference by stock however those Wales Housing are easy to deal with.

in older persons housing remain more satisfied
than those in general needs (93% v 84%),
although the latter score has improved by 5%.

L] As in 2022, respondents who have made contact
in the last year are significantly less satisfied than
average that NWH were easy to deal with
compared to those who had not been in touch
(83% v 94%).

[ Respondents who have reported an incident of
ASB are also less likely to give a good customer
effort score (60%).

[ Tenants who have had a repair in the previous
year are again significantly more satisfied with
their last contact, both the ease of getting hold
of the right person and the final outcome (88%
and 81% respectively). However, both scores
have improved compared to a year ago.



8. Engagement

% listen & act on residents’ views

%

opportunities to take
part in decision making

" All of the questions in the section of the survey have

improved significantly since 2022

\J//fié They have increased to the extent that they are now in the top
quartile compared to all other landlords in Wales

o’g\o Listening to tenants’ views and acting upon them has
returned to the key driver list, being absent last year

Z  The tenant involvement questions are lower than average in
Colwyn Bay and Ynys Mon



8. Engagement

The extent to which NWH engages with its customers appears to have now become one of the organisation’s
strengths, with the story told both in terms of the results themselves, and their influence on the key driver

analysis (see section 3).

Returning to the top of the key driver list this year is the extent to which tenants feel they are listened to and
their views acted upon. This has improved for the third survey in a row and is now one of the questions that
compares most favourably against the benchmark of other landlords in Wales. Indeed, the satisfaction score of
76% is seven points higher than it was in 2022 and is now in the top quartile compared to the benchmark
median of 66%.

In addition, the other two paired statements on tenant involvement, namely the having a say in service
management and the opportunities to take part in decision making, have improved even further and are also
now both in the benchmark top quartile.

o000 ﬁﬁ
M By people ¢~ By place
L] Respondents aged 35 - 49 are the least likelyto = There is only one significant difference in
feel that their views are listened to and acted satisfaction with tenant involvement by the three
upon (71%, up 7%), their opportunities to take main local authority areas with those in Ynys
part in decision making (71%, up 21%) or having Mon less satisfied than average with their
a say in in service management (75%, up 25%). chances to take part in decision making (55%)
S o
[ For all three questions in this section, retirement which is down 6% from a year ago.
age respondents are significantly more positive = At neighbourhood level Colwyn Bay residents
than average by at least five percentage points. are again significantly less satisfied with having a
. . o .
L] All three scores in this section are rated say in service management (68%) as well as their

significantly below average by tenants who have opportunities to influence decision making

been in contact in the previous year (74% (71%), however scores for both have improved by
(o) (o) H
‘listens’, 78% ‘say in service management’ and 19% and 17% respectively.

74% ‘chances to take part in decision making’).

L] New tenants are significantly more satisfied than
average, with a satisfaction over 90% for all three
questions.

[ Every aspect of tenant involvement is also rated
significantly below average by those who have
reported an incident of ASB in the previous year.



8. Engagement

8.1 Involvement
% Bases (descending) 476, 545, 450 | Excludes non respondents

U
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9. Neighbourhood services

%
good place to live

|i' Although not statistically significant, neighbourhood
satisfaction is now back to the pre-pandemic level

E Similarly, satisfaction with grounds maintenance has gone up
slightly every year since 2020

%%  This year grounds maintenance is rated lower than average in
Conwy, which may indicate an issue there



9. Neighbourhood services

Tenant satisfaction with their neighbourhood as a place to live remains largely unchanged at 83%, which

places NWH right in the mid-point compared to social housing landlords in Wales.

However, across the stock this score will vary because no two neighbourhoods are the same and many aspects

of the local environment and community are simply outside the purview of the landlord. This can be seen in

table 9.3 that contains a breakdown by local authority and neighbourhood.

The second question in this section of the surveys asks respondents to rate the grounds maintenance, such as

grass cutting, in their local area. This too is consistent with the 2022 survey with a satisfaction score of 72% that

has varied by only a single point since last year. Viewed over a longer-term period, however, this measure has

demonstrated consistent small improvements since 2020, to the extent that satisfaction is now 6% higher

than it was then, and unlike in 2022 has now dropped off the key driver list.

Mt By people

[ Satisfaction with the neighbourhood as a place to =
live is rated significantly higher than average for
those aged 65 or over (91%), but significantly
lower than average by those aged 35 — 49 (77%).

[ Older respondents are also significantly more [
satisfied with the grounds maintenance service
(81%), compared to only 68% of the under 50s.

[ All respondents in older persons
accommodation are satisfied with their
neighbourhood (100%) compared to just 81% of =
general needs (81%). The same pattern occurs for
grounds maintenance (87% v 69% respectively).

[ The small proportion of respondents who have
experienced or reported an incident of anti-
social behaviour are unsurprisingly far less |
satisfied with their neighbourhood as a whole
(54% and 53% respectively).

[ New tenants (under 1 year) are significantly
more satisfied than average with both their
neighbourhood as a place to live (85%) and the
grounds maintenance services (83%).

% By place

The neighbourhood rating has improved slightly
across the three main local authority areas
compared to 2022, however none are
significantly different than the overall score.

Denbighshire Wrexham Rural residents are
significantly more satisfied with their
neighbourhood as a place to live (100%, was
82%), as well as the grounds maintenance service
(92%, down from 100%).

Respondents in the Denbighshire Coastal area
also rated the grounds maintenance service
significantly higher than average (83%, was 77%),
however satisfaction has fallen 8% in Conwy and
is now significantly lower than average (64%).

Respondents in houses are more satisfied with
their neighbourhood as a place to live than those
in flats (85% and 79% respectively), however
those in flats are more satisfied with the grounds
maintenance service (76% v 67%).



9. Neighbourhood services

9.1 Neighbourhood
% Base 550 | Excludes non respondents % % U
(o] (o]
satisfied satisfied error  bench
2023 2022 margin  mark

Neighbourhood as a
place to live

g3 @

31 o

very fairly . fairly very
dissatisfied  dissatisfied "°'"'"  satisfied  satisfied
significantly significantly no significant significantly significantly
worse (95%) worse (90%) 4’ difference better (90%) better(95%)
@mhmark median [Bdnchmark quartile
100 +
% | % 82 82 83
‘\‘ ‘ 78 80/‘
70
60 T T T T T 1
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9.2 Grounds maintenance
% Base 456 | Excludes non respondents
% %
satisfied satisfied error
2023 2022  margin

Grounds maintenance,

. +/-
such as grass cutting, 724 71 4/1
in your area
very fairly . fairly very
dissatisfied dissatisfied neither satisfied satisfied
significantly significantly no significant significantly significantly
worse (95%) worse (90%) 4’ difference better (90%) better(95%)
100 1
80 1 70 67 - 69 7 72
m—
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40 T T T T T 1

2015 2017 2020 2021 2022 2023

37



9. Neighbourhood services

9.3 Neighbourhood services by area

% positive

Neighbourhood as Grounds
a place to live maintenance

Overall 83 72
Conwy
Gwynedd

Ynys Mon

Bangor & Bethesda

1%
(o)}

Caernarfon a Pen Llyn

Colwyn Bay

Conwy

W
Co

(o)}

Denbighshire Coastal
Denbighshire Wrexham Rural 15

Llandudno 121 82

Ynys Mon neighbourhood 44 87 70

Significantly worse than average  Significantly better than average
(95% confidence®) (95% confidence*)

Significantly worse than average Significantly bettgr than average ... appendix A for further information on
(90% confidence*) (90% confidence*) statistical tests and confidence levels
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10. Anti-social behaviour

22" 6/

claim to have handling of
experienced ASB ASB

|i' Tenants as a whole are now significantly more satisfied with
how ASB is handled

b 16 How ASB is dealt with is now rated above average for Wales

Over a fifth claim to have experienced ASB, but over a third
didn’t report it to NWH

information or reassurance on the process from NWH

@ A third of those that didn't report it might benefit from extra
|£ The final outcome is also rated better by those that claim to

have reported ASB, although still at a low level (36%)



10. Anti-social behaviour

One factor that can have a strong impact on quality of life within a neighbourhood is anti-social behaviour

(ASB), so it positive to see that the way NWH deals with this issue has significantly improved this year (67% v
56%), moving it ahead of the benchmark for other landlords in Wales (61%).

This is important because over fifth of respondents claim to have experienced ASB, and this group are less
satisfied NWH overall (section 3). However, only 63% of this group (14% of the sample) claim to have reported

their ASB incident to NWH.

This group are obviously less likely to have a positive view about NWH's approach to this issue, with the way ASB

is dealt with is rated significantly lower by those who have actually reported an incident (31%) compared to

57% that are dissatisfied.

However, this too is an improvement on last year when only 22% of that group said they were satisfied. Similarly,

although only 36% are happy with the final outcome of their ASB complaint, this is more than said the same last

year (was 27%).

Returning to the consider those tenants that had experienced an ASB problem but didn’t report it to NWH (38%

of experiences), it is good to see that the largest single reason for not doing so was that it was reported to

someone else such as the police, which makes up a third of this group. In addition, 14% said that they had

already reported it.

Unfortunately, over a fifth of those that answered said that didn't report ASB because of a fear of retaliation or

confrontation (22%)

That leaves around a third of this group that either don’t know how to report it, or don't feel that NWH could

help (32%). These individuals that might benefit from extra information or reassurance on the ASB reporting

process from NWH.

i By people
[ Satisfaction with how ASB is dealt with is rated ]
significantly higher than average for those aged
65 or over (79%), but lowest amongst the 35 -
49 year olds (61%, up 12%). Satisfaction has
improved the most amongst the under 35s from
52% to 65%.

[ Younger respondents (aged under 35) are also
more likely to have experienced an incident of
ASB than the oldest in the sample (31% v 12% of
those aged 65 or over).

[ New tenants (under 1 year) are significantly
more satisfied than average with how ASB is
handled (79%), however they are less likely to
have experienced it (13%), compared to 28% for
those who have been a tenant for 1 — 2 years.

% By place

No significant variations by local authority area
in terms of experiencing ASB, indeed it only
varied by 1% across the three areas. However,
actual reports of ASB are highest in Conwy (16%,
up 3%).

Notable increase in satisfaction with how ASB is
dealt with in Conwy (65%, was 53%) and Ynys
Mon (68%, was 57%).

Some significant differences at neighbourhood
level with experience of ASB significantly higher
than average in Conwy (31%), with reports up 8%
in this area from 14% to 22%.

Respondents in flats are more likely to
experience ASB than those in houses (28% v
19%).



10. Anti-social behaviour

10.1 Anti-social behaviour
% Base 346 | Excludes non respondents
% %
satisfied satisfied error
2023 2022  margin

The way NWH deals with

+/-
13 67 56
ASB A 5.0
very fairly . fairly very
dissatisfied dissatisfied """ satisfied satisfied

significant! S|gn|f|cantl no significant significantl significantly
v worse (95‘%) V worse (90°) 4} difference A better (9032) A better(95%)

@mhmark median [Benchmark quartile

10.2 Final outcome of ASB complaint

% Base 73 | Reported an incident of ASB in the last year. Excludes non respondents
% %
satisfied satisfied error
2023 2022 margin

Final outcome of ASB
complaint

+/-
36027

very fairly

fairly very
dissatisfied dissatisfied satisfied satisfied

neither

significantly significantly no significant significantl significantly
v worse (95%) v worse (90%) 4} difference A better (90‘%) A better(95%)

10.4 Reasons for not reporting ASB

% Base 45 | Respondents who experienced ASB but did NOT report it. More than one answer allowed.

Reported it to someone else,
such as the police

Concerned about retaliation or
confrontation

Don’t know how

Didn’t think NWH would be able
to help

Reported it before

said they had
reported ASB
to NWH in the
last year

14

I

bench
mark

@

znd

33
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10. Anti-social behaviour

10.3 Dealing with ASB by area

% positive

Experienced an Reported an | How ASB is dealt | Final outcome of

incident of ASB | incident of ASB with overall ASB complaint
Overall 22 14 67 36
Conwy
Gwynedd
Ynys Mon
Bangor & Bethesda 20 11 69 49
Caernarfon a Pen Llyn 27 11 71 48
Colwyn Bay n 23 58 19
Conwy 31 22 54 27
Denbighshire Coastal 14 11 81 70
Denbighshire Wrexham Rural 14 14 69 0
Llandudno 20 12 70 54
Ynys Mon neighbourhood - 21 8 68 0

Significantly worse than average  Significantly better than average

(95% confidence*) (95% confidence*)

Significantly worse than average  Significantly better than average . ., appendix A for further information on
(90% confidence*) (90% confidence*) statistical tests and confidence levels
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11. Older Persons Housing

97. 95.

satisfied with satisfied with
scheme manager frequency of contact



11. Older Persons housing

12.1 Older persons housing
% Bases (descending) 62, 60, 64, 64, 59 | Older persons tenants only. Excludes non respondents.

% %
satisfied satisfied error
2023 2022 margin

The facilities at your

+/-
scheme 100 <> 95 0.0

Ease of accessing all
areas of home and
scheme

+/-
100> 98

Overall service
provided by scheme
manager

97 v

Frequency of contact

+/-
with scheme manager 95 ¢os 4,

The call centre/

95 dpoa L
emergency call system 5.5

very fairly heither fairly very

dissatisfied dissatisfied satisfied satisfied
significantly significantly no significant significantl significantly
worse (95%) worse (90%) difference A better (90%) A better(95%)

Due to the changes in the survey methodology the overall survey sample is a little smalller than it was in previous
years, which also means that the there are fewer respondents this year that live in older persons accommodation.

With smaller sample sizes it is harder to detect any statistically significant changes over time, but even more so
when considering the very high levels of satisfaction that this group express with the specific services they
receive. Indeed, the satisfaction rate is over 95% for all five questions in the chart above, including a perfect
100% score for the facilities at the scheme and its ease of access.

This year's results confirm what was noted last year, namely that satisfaction within older persons housing has
returned to the pre-pandemic levels. This is also reflected in the overall satisfaction score of 93% for this group
of tenants, which is virtually the same as the 95% achieved in 2022.
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12. Supported housing

%

i

support worker

support plan




12. Supported housing

12.1 Supported housing

% Bases (descending) 36, 34, 33, 37, 35 | Respondents in supported housing. Excludes non respondents.

% %
satisfied satisfied error
2023 2022 margin

Overall service
provided by support
worker

+/-
94 4» 93 .

Overall service 94 ) /-
provided by other staff 7.8
The facilities at your /-
scheme % ) 8.0

Frequency of contact

+/-
with support worker 92 » 9%

+/-
Your support plan 91 <> 9% |
very fairly . fairly very
dissatisfied dissatisfied """ satisfied  satisfied
significantl significantl no significant significant! significant!
v w%rse (95°/Z) w%rse (90°/Z) dlffergence A bgtter (90‘%) A bgtter 5%y

The sample of respondents from supported housing is even smaller than for older persons, so similar caveats
apply. However, it should be noted that in absolute terms it still includes more individuals this year than last.

This group are also extremely satisfied with the service they receive overall from NWH, although in this instance
the headline score of 87% is slightly lower than the 94% achieved last year. To place this in context, however,
the difference is due to their being three dissatisfied respondents compared to just two in 2022.

Indeed, as was the case with older persons housing, all of the specific questions that aware asked about the
specific support services that this group receive achieved satisfaction scores in excess of 90%, with no-one
claiming to be actively dissatisfied.
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13. Further comments

3 6 % made additional comments

13.1 Additional comments about home and/or services provided - summary

% Base 202 | Proportion of all tenants that commented. Includes multiple responses. Coded from verbatim comments.

Positive comments

Repairs and maintenance

Property

Neighbourhood

Other

Customer service and
communication




13. Further comments

The final question that residents were asked at the end of the survey was simply to provide any further feedback.
These comments are coded and organised into different categories, both as broad headings, and in a further
level of detail. Note that many respondents made comments that fall into multiple categories.

Chart 13.1 presents this analysis in terms of just a handful of broad categories. Despite not appearing as a key
driver of overall satisfaction, after the positive comments, repairs and maintenance improvements are the
most commonly suggested items (26%).

Considering the many specific issues that tenants raised regarding the repairs service (chart 13.2), the need for a
quicker response is the most top issue amongst the additional comments, followed closely by the related topic
of tackling outstanding repairs.

“Taking a good while to get jobs done and repairing the same thing more than once.”

“The worst part of the housing association is the repair service is absolutely appalling, it is really really bad, and they don't try
to make things better, there are things on their list which they haven't acknowledged, they just make you wait weeks.”

“Since Covid when | reported a repair, it has taken a long time. They don't inform you when the repair is going to take place.
You have to phone them up and find out..”

“I have been waiting 3 years for repairs, they keep sending out surveyors, but nothing gets done.”

“It just with various repairs, some are listed as job finished that haven't started. | have logged this with the office but was told
not to worry.”

“Some jobs | have continuously asked for have been ignored.”

“Moved into a new build property with a 12 month warranty, reported several defects during this time but over a year on some
of these are still outstanding.”

“Sometimes when | have reported repairs | have not had any feedback and repairs are not always completed.”

As seen in section 6, the quality of the repair work is the clear primary key driver of satisfaction with the last
repair, which is raised as an issue by 6.4% of respondents, with an identical proportion raising the need for better
information and communication.

“The quality of repairs needs addressing, maybe should some sort of Quality Control service after the repair is finished.”

“Their repairs let them down, everything is great is just the repairs and replacements are not of the quality | would like them
to be.”

“Sometimes | wish they would come back to 'Quality Control' the repair work carried out, they do phone to check but | feel it
would be better if someone came in person to view the workmanship.”

“I'd like them to give me more advance warning about regular maintenance checks. (The yearly gas/electric checks etc) | have
to give my own work advanced notice and | don't often know until the week it happens.”

“The only issue | have is being informed of when the repair will be completed. A text 24 hours before is not good enough
when we both work full time and then being threatened of court. | will need 2 weeks notice to book time off work.”



13. Further comments

13.2 Repair and maintenance improvements - detail

% Base 202 | Proportion of all tenants that commented. Coded from verbatim responses. Excludes non respondents.

Quicker response

Jobs that remain outstanding

Better information and communication
Better quality

Flexible appointments

Dealing with missed appointments

Improve standard of workers

13.3 Property improvements - detall

% Base 202 | Proportion of all tenants that commented. Coded from verbatim responses. Excludes non respondents.

Damp, mould or condensation
Heating and energy efficiency
Miscellaneous improve and maintain
Window replacements
Fencing and gates

Communal areas and facilities
Safety and security

Bathroom improvements
Communal cleaning
Adaptations

Doors

Replacement kitchens
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13. Further comments

In terms of property issues, (chart 13.3), damp, mould or condensation is the most mentioned topic (5.0%)
followed closely by the related issue of heating and energy efficiency (3.5%). This is, however, common to most
recent tenant surveys due to the raised media profile of this issue.

“My only concern is the amount of damp and mould in 2 areas in my home, there is someone coming out shortly to inspect
and | will point that out.”

“I would like to move out as the flat is very damp, and | suffer with an associated iliness”

“We have lived in this property for a year and we've had to live with mould. There are 2 of us who are asthmatics. They have
done nothing to kill the mould, and we are the ones that have to keep cleaning it up. | wake up in the night coughing.”

“l'live in an end house, and we have damp on the wall that is facing outwards and not attached to adjacent house. There is
damp in both of the bedrooms.”

“The radiators are so old, approx. 38 years. When they are on full they do not provide much heat, a surveyor came round and
put them down to be replaced.”

“I need a new boiler it takes a long time to heat the water and we are spending a lot of money. They have left a key under the
boiler so | can relieve the pressure myself but we need a new boiler.”

There are fewer comments about the neighbourhood (15%), but by far the most common single suggestion
amongst them is to improve how anti-social behaviour is dealt with (5.9% of comments, chart 13.4).

“Made anti-social behaviour complaints previously but has had to chase up on this several times before any contact is made
or the problem addressed. Feel NWH are reluctant to address concerns or do anything about ASB. Sometimes left for months.”

“Just regarding the anti-social behaviour. | feel like they did not have a clue on what to do. The police had to get involved as
drugs were related.”

“Anti-social behaviour has gone up over the years.”
“They need to up their game in regards to anti-social behaviour.”

“Eighteen months ago a very anti-social person was moved into our area, | felt the representative from NWH was intimidated
by them.”

Despite the slight improvement with the ground’s maintenance service overall (section 9), the next most
commonly mentioned topic was untidy gardens and grass cutting.

“With the ground’s maintenance, where we live in particular it doesn't need to be done as regular as they do it. It is only a
small strip of land and at (roughly) £1.27 per house (service charge) seems a bit much.”

“The grounds look a mess. There are places round the back which has been dumped on by previous tenants. There is a fence
that is falling down and absolutely rotten.”

“Gardening and outside maintenance could be better.”

“I speak on behalf of numerous tenants for NWH that we are told we have to comply with the contract and if we don't comply
we are hounded by NWH. When it comes to NWH complying with cutting the grass and keeping the area maintained they do
not comply.”

“The gardeners are not gardeners. They don’t sweep up enough and leave leaves and are untidy.”
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13. Further comments

13.4 Neighbourhood improvements - detail

13.5

% Base 202 | Proportion of all tenants that commented. Coded from verbatim responses. Excludes non respondents.

Dealing with anti-social behaviour
Untidy gardens and grass cutting
Bins and waste disposal

Paths and roads

Hedges and trees

Litter and rubbish

Problems with pets

CCTv

Parking issues

Customer service and communication improvements - detail

% Base 202 | Proportion of all tenants that commented. Coded from verbatim responses. Excludes non respondents.

Kept better informed

Getting hold of the right person
Listen more meaningfully
Miscellaneous improvements

Regular contact with tenants e.g. calls
Returning calls and emails etc
Quicker response to queries

To be treated more fairly

13.6 Other improvements - detail

% Base 202 | Proportion of all tenants that commented. Coded from verbatim responses. Excludes non respondents.

Miscellaneous comments
Transfers and allocations
Restaurant services
Value for money

Wellbeing and disability support
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13. Further comments

There have been some significant improvements in satisfaction with query handling (section 7), and tenant
involvement (section 8), so it is unsurprising to find that customer-service related comments ae the least
prevalent, with only one in ten on this theme. Being kept better informed is just ahead of getting hold of the
right person as an area to improve the customer service experience (chart 13.5). Example comments on these
themes include:

“Contact us before any big work is carried out on your home.”

“Need a paper copy of what activities are offered every week and be verbally informed of and assisted and encouraged to
attend. Need a paper copy of what is offered and ordered as | forget what I've ordered.”

“It's very hard to talk to a supervisor as the company is so big, nothing gets done.”

“I have had a couple of calls from the Rent Department asking me to reply to an automated number. I'm not sure if this is a
scam. | have tried to contact NWH direct but, so far, they have not been able to put me through the right department.”

“There are certain areas that they need to improve on such as it takes time to get hold of anyone and the response time is
too slow. There is no email address on the website and the emergency number doesn't work at the weekends.”

In terms of more generic responses, it was interesting that there are a number comments related to the
restaurant services in older person’s housing (2.5%):

“Very dissatisfied with our daily dinner! Quality of ingredients, quality of menus chosen and method of serving are very poor.
| taught cookery for 36 years and pupils of 12+ could do much better.”

“The food provided has deteriorated since Academy took over. There is no permanent staff and the quality of the food is
poor.”

“The quality of food is very poor. Many times, it has been inedible. No cook/chef working here.”

“Failure to get a company to provide good food regularly. Not good when regular staff or on holiday, quite often no cover is
provided.”

“I do not feel that | am getting value for money from the midday meals. | am diabetic and have high cholesterol so | can't
always select what's on the menu. When | get an alternative it's not much on the plate. | think there should be more on the
plate for someone like me who has a healthy appetite.”

As always, it is important to remember that around a third of respondents gave positive feedback (30%). We
therefore conclude with a selection of comments that highlight the positive perception of the services that
many hold:

“I have no problem with them and | have recommended them to my daughter and a few other people, | am happy.”
“Everything is fine. If I ring up they sort it out and are always professional and considerate.”

“They are one of the better housing associations in North Wales. The disabilities manager has been exceptional.”
“I don't think the workmen get praised enough. They are really nice.”

“Yes, the customer service is outstanding and they are great landlords.”

“Their professionalism and customer service is second to none, they don't make me feel like a council tenant, they are
amazing.”

“I'm happy with all round. They are brilliant and they are like family. It's nice to speaking to someone and have a laugh with
them.”

“The support staff are amazing, always willing to help regardless of what is asked.”

“I'moved here in 2019 and | am so glad | am a resident here. Lovely spacious flat. Good company. All in all an excellent
move!”

“I love it here, would recommend to anyone.”
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14. Respondent profile

In addition to documenting the demographic profile of the sample, tables 14.7 to 14.9 in this section also display
the core survey questions according to the main property and equality groups. When considering these tables it
is important to bear in mind that some of the sub groups are small, so many observed differences may simply be
down to chance. To help navigate these results they have been subjected to statistical tests, with those that can
be confidently said to differ from the average score being highlighted in the tables.

14.1 Area 14.2 Neighbourhood
% Base 558 % Base 558
Total %

Conwy Bangor & Bethesda
Denbighshire Caernarfon a Pen Llyn
Gwynedd Colwyn Bay “
Ynys Mon Conwy
Wrexham Denbighshire Coastal m

Denbighshire Wrexham Rural
Landudno

14.3 Property type

% Base 558 - 2023
N 2022
6
2 0.4
: .
Bungalow Flat House Maisonette Room
14.4 Property size
% Base 558
28
2 2

One bed Two bed Three bed Four or more



14. Respondent profile

14.5 Main tenant age

% Base 558

16-24 25-34 35-44 45-54 55-64 65-74 75-84 85 years
years years years years years years years and over

14.6 Length of tenure

% Base 558

Under 1year 1-2years 3 -5years 6 - 10 years 11 - 20 years 21 years and
over
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14. Respondent profile

14.7 Core questions by age

Sample size

Service overall

Quality of home

Safety and security of home
Repairs & maintenance service
Last completed repair

Rent value for money

Service charge value for money

Is easy to deal with

Listen to views and act upon them
Taking part in decision making
Having a say in service management
Neighbourhood as a place to live
Dealing with anti-social behaviour

Trust North Wales Housing

Overall

558

B

w

[o) o o) ~ ~ ~ o) oo ~ oo
N ~ oo [e)) [e)) (] ~ wvi

16 - 34

88

75

74

81

67

88

84

69

77

73

76

76

83

65

79

Significantly worse than average  Significantly better than average

(95% confidence*)

(95% confidence*)

Significantly worse than average  Significantly better than average

(90% confidence*)

(90% confidence*)

* See appendix A for further information on statistical tests and confidence levels

% positive
35-49 50 - 64

144 187

82 82

:

86 86

70 75

83 91

83 87

58 67

82 85

71 78

71 73

75 77

77 83

61 62

80 80

88
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14. Respondent profile

14.8 Core questions by disability

% positive

Overall Disability | No disability

Sample size 558 171 233
Service overall 83 83
Quality of home n 84 79
Safety and security of home n 84 86
Repairs & maintenance service 75 76
Last completed repair n 90 86
Rent value for money 88 88
Service charge value for money n 67 70
Is easy to deal with 85 83
Listen to views and act upon them 73 77
Taking part in decision making 75 77
Having a say in service management 75 80
Neighbourhood as a place to live 86 81
Dealing with anti-social behaviour 71 62
Trust North Wales Housing 79 84
Significantly worse than average  Significantly better than average
(95% confidence*) (95% confidence*)
Significantly worse than average  Significantly better than average
(90% confidence*) (90% confidence*)

* See appendix A for further information on statistical tests and confidence levels
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14. Respondent profile

14.9 Core questions by LA area

% positive

Overall Conwy Gwynedd | Ynys Mon

Sample size 558 309 185 44

Service overall 84 84 77
Quality of home n 78 82 81
Safety and security of home n 86 88 89
Repairs & maintenance service 74 80 68
Last completed repair n 91 91 75
Rent value for money 90 82 85
Service charge value for money n 68 70 57
Is easy to deal with 86 86 68
Listen to views and act upon them 78 77 63
Taking part in decision making 79 75 55
Having a say in service management 79 80 69
Neighbourhood as a place to live 82 83 87
Dealing with anti-social behaviour 65 69 68
Trust North Wales Housing 84 80 72

Significantly worse than average  Significantly better than average

(95% confidence*) (95% confidence*)
Significantly worse than average  Significantly better than average
(90% confidence*) (90% confidence*)

* See appendix A for further information on statistical tests and confidence levels
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14. Respondent profile

14.9 Core questions by neighbourhood

% positive

Overall

epsaylag pue Jobueg
UA|7 uad e uopielaed)
Aeg uAm|od

[eyseo) aJysybiquag
[einy Weyxaipm
allysybiquag
oupnpuel]
pooylnoqybiau

UOIA SAUA

[
w
(=]
u
o
o
o
w
(-]
=
N
=

Sample size

~
(o]

Service overall

Quality of home

Safety and security of home
Repairs & maintenance service
Last completed repair

Rent value for money

Service charge value for money
Is easy to deal with

Listen to views and act upon them

Taking part in decision making

Having a say in service management

Neighbourhood as a place to live

Dealing with anti-social behaviour

Trust North Wales Housing

Significantly worse than average  Significantly better than average

(95% confidence*) (95% confidence*)
Significantly worse than average  Significantly better than average
(90% confidence*) (90% confidence*)

* See appendix A for further information on statistical tests and confidence levels
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Appendix A. Methodology & data analysis

Questionnaire

The questionnaire was based on the one used in 2022, itself being based on the Housemark STAR survey
methodology, with the most appropriate questions for NWH being selected by them from the STAR
questionnaire templates, plus the inclusion of the Welsh Government tenant satisfaction performance measures.

The questionnaire was designed to be as clear and legible as possible to make it easy to complete and provided
in both English and Welsh

Fieldwork

The survey was carried out in November and December 2023. Telephone interviews were conducted with 450
general needs tenant households selected via a quota sample. In addition, paper self completion questionnaires
were distributed to all 407 older persons and supported households, with 108 responses (27%). The survey was
incentivised with a free prize draw.

Response rate

In total 558 tenants took part in the survey. A sample of this size has a theoretical error margin of +/- 3.6%
overall, which exceeds the STAR target of +/- 4%. Around a fifth (19%) of these responses were collected on
paper, and 8 were completed in Welsh.

Weighting

The sample was weighted in order to be representative by age, area, tenancy length and stock type. This
ensured that the other demographic and property variables were also representative

Data presentation

Readers should take care when considering percentage results from some of the sub groups within the main
sample, as the base figures may sometimes be small. Many results are recalculated to remove ‘no opinion’ or
‘can’t remember’ responses from the final figures, a technique known as ‘re-basing'.

Error Margins

Error margins for the sample overall, and for individual questions, are the amount by which a result might vary
due to chance. The error margins in the results are quoted at the standard 95% level, and are determined by the
sample size and the distribution of scores. For the sake of simplicity, error margins for historic data are not
included, but can typically be assumed to be at least as big as those for the current data. When comparing two
sets of scores, it is important to remember that error margins will apply independently to each.
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Appendix A. Methodology and data analysis

Tests of statistical significance

When two sets of survey data are compared to one another (e.g. between different years, or demographic sub
groups), the observed differences are typically tested for statistical significance. Differences that are significant
can be said, with a high degree of confidence, to be real variations that are unlikely to be due to chance. Any
differences that are not significant may still be real, especially when a number of different questions all
demonstrate the same pattern, but this cannot be stated with statistical confidence and may just be due to
chance.

Unless otherwise stated, all statistically significant differences are reported at the 95% confidence level. Tests
used were the Wilcoxon-Mann-Whitney test (rating scales), Fischer Exact Probability test (small samples) and the
Pearson Chi Square test (larger samples) as appropriate for the data being examined. These calculations rely on
a number of factors such as the base figure and the level of variance, both within and between sample groups,
thereby taking into account more than just the simple difference between the headline percentage scores. This
means that some results are reported as significant despite being superficially similar to others that are not.
Conversely, some seemingly notable differences in two sets of headline scores are not enough to signal a
significant change in the underlying pattern across all points in the scale.

For example:

n Two satisfaction ratings might have the same or similar total satisfaction score, but be quite
different when one considers the detailed results for the proportion very satisfied versus fairly
satisfied.

[ There may also be a change in the proportions who were very or fairly dissatisfied, or ticked the
middle point in the scale, which is not apparent from the headline score.

n In rare cases there are complex changes across the scale that are difficult to categorise e.g. in a
single question one might simultaneously observe a disappointing shift from very to fairly satisfied,
at the same time as there being a welcome shift from very dissatisfied to neither.

] If the results included a relatively small number of people then the error margins are bigger. This
means that the combined error margins for the two ratings being compared might be bigger than
the observed difference between them.

Key driver analysis

“Key driver analyses” are based on a linear regression model. This is used to investigate the relationship
between the overall scores and their various components. The charts illustrate the relative contribution of each
item to the overall rating; items which do not reach statistical significance are omitted. The figures on the
vertical axis show the standardised beta coefficients from the regression analysis, which vary in absolute size
depending on the number of questionnaire items entered into the analysis. The R Square value displayed on
every key driver chart shows how much of the observed variance is explained by the key driver model e.g. a
value of 0.5 shows that the model explains half of the total variation in the overall score.

Benchmarking

The core questions are benchmarked against the Welsh Government's 2022-2023 data, comprising 46 different
organisations.



Appendix B. Example questionnaire

This questionnaire was
available in Welsh and English
versions according to
language preference.
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Appendix B. Example questionnaire

Arolwg Boddhad Ei
Tenantiaid 2023 oo oo o": oGowoaos?r:aoe:t\?u

1 Wedi ystyried popeth, pa mor fodlon neu anfodlon ydych chi gyda’r gwasanaeth a ddarperir
gan Tai Gogledd Cymru (TGC)?

Bodlon Eithaf Y naill Eithaf Anfodlon

Mr A B Sample 999999 R fﬂ £‘I OO

1 Sample Street a fawn bodlon na'r llall anfodlon iawn
Sample District

Sample Town Fawr' £50 U U U U U

AB12CD
2x£25
2 | ba raddau ydych chi'n cytuno neu'n anghytuno a'r datganiad “Rwy'n ymddiried yn TGC'?
Cytuno'n Y naill Anghytuno'n
Annwyl {name} aryf Cytuno na'r llall Anghytuno gryf
Croeso i'ch Arolwg Boddhad Tenantiaid 2023 g u t u g

Mae'n bwysig iawn i ni wrando ar eich barn am y gwasanaethau rydym yn eu cynnig. A
fyddech cystal a threulio ychydig funudau o'ch amser drwy roi eich adborth i ni. Gall yr
adborth hwn wneud gwahaniaeth gwirioneddol i'r ffordd yr ydym yn darparu
gwasanaethau yn y dyfodol ac yn bwysicach, lle gallwn wella.

3 Pa mor debygol fyddech chi i argymell TGC i deulu neu ffrindiau ar raddfa o 0 10, lle mae
0 yn golygu ddim yn debygol o gwbl a 10 yn debygol iawn?

0O 1 2 3 4 5 6 7 8 9 10
Mae'r arolwg yn gyfrinachol, ac mae'n cael ei gwblhau gan gwmni o'r enw ARP research Ddimyndebygol (] [J (J (J [J [J (J (J [J [J [J Tebygoliawn
ar ein rhan. Mae hyn yn golygu na fyddwn yn gwybod pa atebion a ddarparwyd gennych.
Hefyd, dim ond ar gyfer yr arolwg hwn y bydd eich manylion yn cael eu defnyddio ac ni

fyddant yn cael eu storio mwyach fel y bo angen. E i c h Ca ra'- ref
Dylech ddychwelyd eich arolwg wedi'i gwblhau erbyn 15 Rhagfyr 2023. 00000000000 O0COCOCEO0EO

Os yw'n well gennych gallwch gwblhau'r arolwg ar-lein drwy'r ddolen isod.

. 4 Pa mor fodlon neu anfodlon ydych chi:
Os oes gennych unrhyw gwestiynau neu os hoffech gael yr arolwg mewn fformat

gwahanol, cysylltwch 4'n tim Gwasanaethau Cwsmeriaid ar 01492 572727. Bodlon  Eithaf  Vnaill  Eithaf  Anfodion  Ddim yn

iawn  bodlon na'rllall anfodlon jawn  berthnasol

Fel ffordd o ddiolch i chi am roi eich barn byddwn yn eich cynnwys mewn cystadleuaeth a. Gydag ansawdd cyffredinol O O 0
tynnu enwau gyda chyfle i ennill Talebau Siopau'r Stryd Fawr yn dechrau o £100. eich cartref
b. Wrth feddwl yn benodol am

eich cartref, ein bod yn O O O O O
darparu cartref sy'n ddiogel
Dychwelyd erbyn: 15 Rhagfyr 2023 ¢. Bod eich rhent yn rhoi gwerth 0 0 0 0 0 ®)
am arian (os yn berthnasol)
ch. Bod eich taliadau am
. . wasanaethau yn rhoi gwerth D [j D B G O
NORTH WALES am arian (os yn berthnasol)
QO www.arpsurveys.co.uk/tgc C\
TAI GOGLEDD .
. . CYMRU eich cod: 9999wmmw k
p2
. .
Cyfathrebu Gwaith Trwsio
00 00000OC0OCGCOGEOGEOGNOSNOSNOOS 00 00000OCOOOOOOGOOOC
5 Pa mor fodlon neu anfodion ydych chi: 8 Pa mor fodlon neu anfodlon ydych chi &'r canlynol:
Bodlon Eithaf Y naill Eithaf Anfodlon
Bodlon  Eithaf  Ynaill  Eithaf ~ Anfodlon  Dim iawn bodlon  na'rllall  anfodlon iawn
iawn bodlon  na'rllall  anfodlon iawn barn .
a. Y ffordd rydym yn delio & gwaith D D [:] D D
a. Ein bod yn hawdd i chi ddelio trwsio a chynnal a chadw yn
gyda ni v d d dJ O O O gyffredinol
b. Ein bod yn gwrando ar eich b. Cael eich diweddaru & chynnydd
sylwa::lau ac yn gweithredu O O ] [ [ O eich atgyweiriadau tJ tJ O O O
armnyn
c. Einbod yn rhoiy cyfle i chi —
Zgeggv'vzls(;:?:main;j%g;?‘ﬁ (] U U U U O 9 A ydym wedi cwblhau unrhyw waith trwsio i'ch cartref yny 12 mis diwethaf yr ydych
wedi adrodd amdano?
ch. Ein bod yn rhoi cyfleoedd i chi
gymryd rhan yn y broses o 0O 0O 0O 0 0 @) [J Do ewchic10§ [ ] Naddo ewchiC11=
wneud penderfyniadau
d. Gyda'r trefniadau sydd gan .
TGC mewn lle i gyfathrebu & O O O O O O 10 Gan feddwl am y gwaith trwsio diwethaf gafodd ei gwblhau, pa mor fodlon neu anfodion
chi yn eich iaith ddewisol oeddech chi gyda'r canlynol:
Bodlon Eithaf Y naill Eithaf Anfodlon
iawn bodlon  na'rllall  anfodlon iawn
a. Cael gwybod pryd y byddai'r
C "1. ~ N . gweithwyr yn galw D D D D D
ysy ua ! b. Gallu gwneud apwyntiad ] ] ] ] ]
00 00000OC0OCGCOGEOGEOGNOSNOSNOOS o v g ; i
. Yramser a gymrwyd cyn i'r gwai
ddechrau O O O O O
A ydych chi wedi cysylltu & ni yny 12 mis diwethaf?
6 ch. Cyflymder cwblhau'r gwaith O ] O O O
(] po ewchic7 § [[] Naddo ewch iC8 =»
d. Agwedd y gweithwyr O ] ] O O
7 Pan gawsoch chi y cyswlit diwethaf gyda ni, pa mor fodlon neu anfodlon oeddech chi gyda: dd. Ansawdd cyffredinol y gwaith trwsio ] ] dJ O O
Bodlon Eithaf Y naill Eithaf  Anfodlon e. Y gwaith yn cael ei wneud heb
iawn bodlon  na'rllall  anfodlon iawn \a\?/er o fa\<N a llanast O 0 0 U U
a. Pa mor hawdd oedd hi i gael gafael f. Y gwaith trwsio yn cael ei wneud yn
ary person cywir 0 O (] () (] ‘lawn y tro cyntaf’ O O O O O
b. Cyfathrebu yn eich dewis ffordd 0 dJ O (] d fi :;g\gijeéi:m\/\(/ynr glndgni\:égsxj\ yguain O O] O O O
.Y ith 'n ystyried eich
c. Canlyniad terfynol eich ymholiad D D [:] D [:] 9 an%\:\/:gioﬁvtrn?gorl‘ ystyried eic O O O O O
h. Y gwasanaeth trwsio a dderbyniwyd
ar yr achos hwn yn gyffredinol O ] O O O
p3 p4
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Cymdogaethau

n

Pa mor fodlon neu anfodlon ydych chi a'r canlynol:

Bodlon  Eithaf  Ynaill  Eithaf ~ Anfodlon  Dim
iawn  bodlon na'rllall anfodlon iawn barn
a. Eich cymdogaeth fel lle i fyw
Eehc O 0O 0O O O O
b. Y gwaith cynnal a chadw'r tir,
megis torri gwair, yn eich ardal chi O O O O O O
¢. Y ffordd y mae TGC yn delio ag D D D [:‘ [:‘ O

ymddygiad gwrthgymdeithasol

Ydych chi wedi profi unrhyw ymddygiad gwrthgymdeithasol yn ystod y 12 mis diwethaf?

(] po ewchicC13 |}
(] Naddo ewch i C16 =

12

A wnaethoch chi riportio'r ymddygiad gwrthgymdeithasol hwn i TQC?

(J pbo ewchiC14 |}
(7] Naddo ewchiC15 ™%

13

Pa mor fodlon neu anfodlon oeddech chi &'r ffordd yr ymdriniwyd a'ch cwyn am

ymddygiad gwrthgymdeithasol?

14

Cyngor a chymorth
0 0000000 OGCOGEOGOEOGEOSNOGNOGOEOEOSNOSNONIOS

Wrth feddwl am eich rhent a'ch incwm, pa mor fodlon neu anfodlon ydych chi gyda'r
cyngor a'r cymorth rydych yn ei gael gan Tai Gogledd Cymru gyda'r canlynol?

16

Y naill  Eithaf
na'r llall - anfodlon

o O

Anfodlon
iawn

OJ

Bodlon
fawn

a

Eithaf
bodlon

a

Dim
barn

a. Gwneud cynllun talu addas ar
gyfer eich rhenti a/neu
daliadau gwasanaeth

b. Gwybod pa fudd-daliadau y
dylid eu hawlio

o

.Y dulliau talu rydym yn eu
cynnig i chi

ch.Sut rydym yn cysylltu & chi i
drafod eich cyfrif rhent

d. Effeithiolrwydd ein
gwasanaethau Cyngor Ariannol

0000
0:0:0:0
0000
0000
O 0 0:0

a
g
g
]

Tai Pobl Hyny

17

A ydych chi'n byw mewn cartref Tai Pobl Hyn?

Bodlon Eithaf Y naill Eithaf Anfodlon Ddim yn
iawn bodlon na'r llall anfodlon iawn berthnasol () Ydw ewchiC18 ‘ [ Nac ydw ewch i C19 =»
O (] O O O O
ewch i C16 =» 18 Pa mor fodlon neu anfodlon ydych chi &'r canlynol:
Bodlon Eithaf Y naill Eithaf Anfodlon
— iawn bodlon na'rllall  anfodlon iawn
R . . 5
15 Pam na wnaethoch chi riportio'r ymddygiad gwrthgymdeithasol hwn i TQC? a. Amider y cyswilt gyda'ch rheolwr D D D D D
ticiweh bob un sy'n berthnasol MOOMC cynllun
i b. Y gwasanaeth cyffredinol a ddarperir
) bwiddim \_m gwybod sut . gan eich rheolwr cynllun O O O O O
[j Doeddwn i ddim yn meddw! y byddai TQC yn gallu helpu
C] Rwyf wedi ei adrodd o'r blaen ¢ gaf\?vr‘a(:il;inbarbgadaw svstem D D D D D
C] Rwy'n poeni am ddial neu wrthdaro ch.Pamor hawdd b el i
. W( il [
(] Rhoddais wybod i rywun arall, fel yr heddlu i bob rhan o'ch \é\;vnref ich nym,un O O O O O
d. Y cyfleusterau yn eich cynllun O 0 O O ]
p5 p6
www.arpsurveys.co.uk/tgc
L
Tai @ Chymorth X cichcos: 999abed
00 000000OCDOGCOGOOGNOSINOGEONOSNOO
19 A ydych chi’n byw mewn tai & chymorth?
(] Yaw ewchic20 § [ ] Nacydw ewchiC21 ™y
20 Pa mor fodlon neu anfodlon ydych chi &'r canlynol:
Bodion  Eithaf  Ynail  Eithaf  Anfodion D : l h : h M M h
iawn bodlon  na'rllall  anfodlon iawn 'o c l c | a m e | C
a. Y gwasanaeth cyffredinol a ddarperir
gan eich gweithiwr cymorth tJ tJ O 0J O a o rf !
b. Eich cynllun cymorth O ] O O dJ
c. Amider y cyswilt gyda'ch gweithiwr 0 0 0 0 Dychwelwch nawr yn yr amlen bost rydd amgaeedig am
cymorth i i .
. eich cyfle i ennill £100 mewn talebau ar y stryd fawr!
ch.Y gwasanaeth cyffredinol a [:‘ D D D D
ddarperir gan staff y cynllun
Freepost RTZK-RGZT-BSKU, ARP Research, PO Box 5928, SHEFFIELD, S35 5DN
d. Y cyfleusterau yn eich cynllun O ] dJ O dJ

Unrhyw beth arall?

Oes unrhyw sylw arall yr hoffech ei ychwanegu?

21

Mae hyn ar gyfer sylwadau cyffredinol yn unig. Os oes arnoch angen ymateb penodol,
er enghraifft adrodd yr angen am waith trwsio, ffoniwch TGC ar 01492 572 727

Ticiwch yma os ydych eisiau TGC i wybod pwy ydych ar gyfer y cwestiwn yma yn D

p7

NORTH WALES
HOUSING

TAlI GOGLEDD
CYMRU
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Appendix B. Example questionnaire

Tenant Satisfaction .
Survey 2023 coe .Ci‘ir.s.e.rr'.cff cee

1 Taking everything into account, how satisfied or dissatisfied are you with the service
provided by North Wales Housing (NWH)?

Very Fairly Fairly Very

Mr A B Sample 999999 Pn £‘I O O

1 Sample Street Ze satisfied satisfied Neither dissatisfied ~ dissatisfied
Sample District

Sample Town Draw' £50 U U U U U

AB12CD
2x£25
2 How much do you agree or disagree with the statement “| trust NWH"?
Agree Disagree
Dear {name} strongly Agree Neither Disagree strongly
Welcome to your 2023 Tenant Satisfaction Survey g u t u g

It is very important for us to listen to your views about the services we offer. Please spare
a few minutes of your time by giving us your feedback. This feedback can make a real
difference to the way we deliver services in the future and more importantly where we
can improve.

3 How likely would you be to recommend NWH to family or friends on a scale of 0 to 10,
where 0 is not at all likely and 10 is extremely likely?

0 1 2 3 4 5 6 7 8 9 10
The survey is confidential, and it is being completed by a company called ARP Research Notatalllikely (1] () () () [J (J (J (J [J [J [J Extremely likely
on our behalf. This means that we will not know which answers you have provided. Also,
your details will only be used for this survey and will be stored for no longer than

necessary. Your home
Please return your completed survey by 15 December 2023. [ N N N NN NNNNNNNNN)]

If you prefer you can instead complete the survey online instead the link below.

. . . . 4 How satisfied or dissatisfied are you:
If you have any questions or would like the survey in a different format, please contact our

. Very Fairly Fairly Very Doesn't
Customer Service team on 01492 572727. satisfied satisfied Neither dissatisfied dissatisfied apply

As a THANK YOU for providing your views you will be entered into a prize draw for High
Street Vouchers starting from £100.

. With the overall quality of your
home o 0o o

b. Thinking about your home
specifically, that we provide a O O O O O
home that is safe and secure
Return by: 1 5 Decem bel’ 20 23 ¢. That your rent provides value
“for money (if applicable) (] ] ] U tJ O
d. That your service charges
‘ . provide value for money D [j D D G O
NORTH WALES (if applicable)
O . www.arpsurveys.co.uk/nwh C\
TAI GOGLEDD o
. . CYMRU your code: 9999wmmw | 4 .
. . .
Communication Repairs
00 00000OC0OCGCOGEOGEOGNOSNOSNOOS 00 00000OCOOOOOOGOOOC
5 How satisfied or dissatisfied are you: 8 How satisfied or dissatisfied are you with:
. . Very Fairly Fairly Very
Very Fairly ~ Fairly Very No satisfied  satisfied  Neither dissatisfied dissatisfied
satisfied satisfied Neither dissatisfied dissatisfied opinion
a. The way we generally deal with
a. That we are easy to deal ] dJ O [ [ @) repairs and maintenance ] tJ 0 0J 0
b. That we listen to your views b. Being kept up to date with the
and act upon them D [j D D O progress of your repair D D D D D
c. That we give you a say in how D [j D [j D O
services are managed
. 9 Have we completed any repairs to your home in the last 12 months that you reported?
d. That we give you chances to
take part in decision making ] d ] O O O [ Yes gotoQ10 § [JNo gotoQll =»
processes
e. With our arrangements in place
to communicate with you in d dJ O O OJ O 10 Thinking about the last repair completed, how satisfied or dissatisfied were you with the
your chosen language following:
Very Fairly Fairly Very
satisfied satisfied ~Neither dissatisfied dissatisfied
.
a. Being told when workers would call
Contacting us 9 o o o o0 0O
00 00000OCGCOGCOGEOGEOGIOGINOSNOIOS b. Being able to make an appointment [ 0 0 O O
6 Have you contacted us in the last 12 months? c. Time taken before work started ] ] ) ) ]
d. The speed with which work was
() Yes gotoQ7 § [JNo gotoQs =» comp\peted 0 U u t U
e. The attitude of workers O O O O O
7 When you last had contact, how satisfied or dissatisfied were you with:
f. The overall quality of repair work O 0 O O ]
Very Fairly Fairly Very
satisfied ~satisfied ~ Neither dissatisfied dissatisfied g. Keeping dirt and mess to a G D E] E] E]
. ‘ minimum
a. The ease of getting hold of the right O O 0O 0O 0O
person h. The repair being done ‘right first O 0 0 0 0
fating | time’
b. Communicating in your preferred D D D D D
way i. The workers doing the job you [:‘ D D D D
expected
¢. The final outcome of your query D D D D D . The workers taking your individual
I needs into account ] ] ) ] ]
k. The overall repairs service you
received on this occasion U U U U U
p3 p4
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Appendix B. Example questionnaire

Neighbourhoods

n

12

13

14

15

How satisfied or dissatisfied are you with:

Very Fairly Fairly Very No
satisfied satisfied Neither dissatisfied dissatisfied opinion

a. Your neighbourhood as a place

i o o 0o 0O o O
b. The grounds maintenance, such

as grass cutting, in your area O O O U tJ O
¢. The way NWH deals with anti-

social behaviour g O 0 O O O

Have you experienced any anti-social behaviour in the last 12 months?

[JYes gotoQ13

() No goto Q16 =

Did you report this anti-social behaviour to NWH?
[JYes gotoQi4 }

() No goto Q15 ™y

How satisfied or dissatisfied were you with how we dealt with your anti-social behaviour
complaint?

Very Fairly Fairly Very Doesn't
satisfied satisfied Neither dissatisfied dissatisfied apply
) ] ] O O O
goto Q16 =»
Why didn’t you report this anti-social behaviour to NWH?
tick all that apply MOCIMO)
[ 1'don't know how
(] 1 didn’t think NWH would be able to help
(7] I have reported it before
(7] 1'am concerned about retaliation or confrontation
[ I'reported it to someone else, such as the police
p5

.
Advice and support
00 0000000O0COCOGNOGNOGEOGNOGNOGEONOSNOIO
16 Thinking about your rent and income, how satisfied or dissatisfied are you with the advice
and support you receive from North Wales Housing with the following?

Very Fairly Fairly Very No
satisfied satisfied Neither dissatisfied dissatisfied opinion

. Making a suitable payment plan
for your rents and/or service O d O O O O

charges

o

Knowing what benefits should
be claimed

o

offer you

a

How we contact you to discuss
your rent account

Effectiveness of our Money

O
. The methods of payments we D
O
Advice services O

0000
00 oo

O
0
O
O

0:0:0:0
O0:0:0:0

Older Persons Housing
00 000000000 OCOGNOGEOGNEOGNOGNOGNOGNOGOEOGOEONOSONOONONOPO

17 Do you live in Older Persons Housing?

[J Yes goto Q18 § [JNo gotoQ19 =»

How satisfied or dissatisfied are you with:
Very Fairly Fairly Very
satisfied satisfied ~ Neither dissatisfied dissatisfied
. The frequency of contact with your
scheme manager O O O O O

. The overall service provided by your
scheme manager

18

o

o

. The call centre / emergency call
system

a

How easy it is to access all areas of
your home and scheme

O O O
] O ]
] O ]
] ] ]

. The facilities at your scheme

O O
O O
O ]
] O

p6

Supported Housing

19

20

Do you live in Supported Housing?

(] Yes goto Q20 § [JNo gotoQ21 ™

How satisfied or dissatisfied are you with:
Very Fairly Fairly Very
satisfied satisfied ~ Neither dissatisfied dissatisfied

. The overall service provided by your
support worker D D D D D

o

Your support plan meeting your
individual needs

o

. The frequency of contact with your
support worker

a

. The overall service provided by
other scheme staff

O O O O
O 0 ] O
O O O O
O ] ] ]

00 0:0

. The facilities at your scheme

Anything else?

21

Are there any other comments that you would like to add?

This is for general comments only. If you need a specific response, for example
to report a repair, please phone North Wales Housing on 01492 572 727

Tick here if you would like NWH to know who you are for this question only D

p7

www.arpsurveys.co.uk/nwh

your code: 999abcd

Thank you for your
feedback!

Please now return in the enclosed freepost envelope for
your chance to win £100 in high street vouchers!

Freepost RTZK-RGZT-BSKU, ARP Research, PO Box 5928, SHEFFIELD, S35 5DN

ORTH WALES
IOUSING

N
H
TAlI GOGLEDD
CYMRU
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Appendix C. Data summary

66

Please note that throughout the report the
quoted results typically refer to the ‘valid’
column of the data summary if it appears.

The ‘valid’ column contains data that has
been rebased, normally because non-
respondents were excluded and/or question
routing applied.

Weighting has been applied to this data to
ensure that it is representative of the entire
population (see Appendix A).



Appendix C. Data summary

All Tenants General needs Older Persons Supported

Weight by stock, a and ten length Weighted by age and area Weighted by age, area and tenancy length Weighted by age

Count %raw %valid %+'ve Count %raw %valid %+'ve Count %raw %valid %+'ve Count %raw %valid % +'ve

Q1 Taking everything into account, how satisfied or
dissatisfied are you with the service provided by North Wales

Housing (NWH)? Base: 558 Base: 450 Base: 70 Base: 38
1:  Very satisfied 272 48.7 489 83.4 211 469 47.0 82.0 46 65.7 66.7 92.8 19 50.0 50.0 86.8
2: Fairly satisfied 192 344 345 157 349 35.0 18 25.7 26.1 14 36.8 36.8
3: Neither 39 70 7.0 34 76 76 3 43 43 2 53 53
4: Fairly dissatisfied 34 6.1 6.1 31 69 69 2 29 29 0 00 0.0
5:  Very dissatisfied 19 34 34 16 3.6 3.6 0 00 0.0 3 79 79
N/R 2 04 1 0.2 1 14 0 0.0
Q2 How much do you agree or disagree with the statement "l
trust NWH"? Base: 558 Base: 450 Base: 70 Base: 38
6:  Agree strongly 178 319 323 81.7 140 31.1 315 804 24 343 348 89.9 14 36.8 36.8 84.2
7:  Agree 272 48.7 494 217 48.2 489 38 543 551 18 474 47.4
8: Neither 69 124 125 57 12.7 1238 6 86 87 6 15.8 15.8
9: Disagree 23 41 42 22 49 50 1 14 14 0 00 0.0
10: Disagree strongly 9 16 16 8 18 1.8 0 00 0.0 0 00 0.0
N/R 8 14 6 13 1 14 0 0.0
Q3 How likely would you be to recommend NWH to family or
friends? Base: 558 NPS  Base: 450 NPS  Base: 70 NPS  Base: 38 NPS
11: 0- Notatall likely 21 3.8 338 340 20 44 45 31.8 0 00 0.0 588 0 00 0.0 28.9
12: 1 3 05 05 3 07 07 0 00 0.0 0 00 0.0
13: 2 4 0.7 0.7 4 09 09 0 00 0.0 0 00 0.0
14: 3 7 13 13 6 13 13 0 00 0.0 0 00 0.0
15: 4 7 13 13 6 13 13 1 14 15 1 26 26
16: 5 48 86 8.7 40 89 9.0 4 57 59 4 105 103
17: 6 28 5.0 51 21 47 4.7 2 29 29 4 105 103
18: 7 54 9.7 938 40 89 9.0 6 86 8.8 6 158 154
19: 8 74 133 134 63 14.0 14.2 8 114 11.8 3 79 77
20: 9 53 95 96 44 98 99 6 86 8.8 4 105 103
21: 10 - Extremely likely 252 452 457 198 44.0 445 41 58.6 60.3 17 44.7 436
N/R 8 14 6 13 2 29 0 0.0
R3 Net Promoter Score (NPS) Base: 558 NPS  Base: 450 NPS  Base: 70 NPS  Base: 38 NPS
22: Promoters 305 54.7 554 34.0 241 53.6 543 31.38 47 67.1 69.1 58.8 20 52.6 52.6 28.9
23: Passives 128 229 23.2 103 229 23.2 14 20.0 20.6 9 23.7 237
24: Detractors 118 21.1 214 100 22.2 225 7 10.0 10.3 9 23.7 237
N/R 8 14 6 13 2 29 0 00
Q4a With the overall quality of your home Base: 558 Base: 450 Base: 70 Base: 38
25: Very satisfied 260 46.6 46.7 79.7 191 424 426 77.2 54 77.1 76.1 97.2 21 55.3 55.3 84.2
26: Fairly satisfied 184 33.0 33.0 155 34.4 346 15 214 211 11 289 28.9
27: Neither 39 70 7.0 36 8.0 80 0 00 0.0 2 53 53
28: Fairly dissatisfied 42 75 75 37 82 83 1 14 14 3 79 79
29: Very dissatisfied 32 57 57 29 64 65 1 14 14 1 26 26
30: Doesn't apply 2 04 2 04 0 00 0 00
N/R 0 00 0 0.0 0 0.0 0 0.0
Q4b Thinking about your home specifically, that we provide a
home that is safe and secure Base: 558 Base: 450 Base: 70 Base: 38
31: Very satisfied 351 629 629 86.2 273 60.7 609 85.7 56 80.0 81.2 91.3 25 65.8 65.8 86.9
32: Fairly satisfied 130 23.3 233 111 24.7 248 7 100 10.1 8 211 211
33: Neither 25 45 45 20 44 45 4 57 58 1 26 26
34: Fairly dissatisfied 26 47 47 21 47 47 1 14 14 3 79 79
35: Very dissatisfied 26 47 47 23 51 51 1 14 14 1 26 26
36: Doesn't apply 1 02 1 02 0 00 0 00

N/R 0 0.0 0 00 0 00 0 00



Appendix C. Data summary

All Tenants General needs Older Persons Supported

Weight by stock, a and ten length Weighted by age and area Weighted by age, area and tenancy length Weighted by age

Count %raw %valid %+'ve Count %raw %valid % +'ve Count %raw %valid % +ve Count % raw

% valid % +'ve

Q4c That your rent provides value for money Base: 558 Base: 450 Base: 70 Base: 38
37: Very satisfied 306 54.8 56.1 87.1 239 53.1 543 87.5 50 714 725 913 21 55.3 60.0 80.0
38: Fairly satisfied 169 30.3 31.0 146 324 33.2 13 18.6 18.8 7 184 20.0
39: Neither 35 63 64 23 51 5.2 3 43 43 7 184 20.0
40: Fairly dissatisfied 21 3.8 39 19 42 43 2 29 29 0 00 00
41: Very dissatisfied 14 25 26 13 29 3.0 1 14 14 0 00 0.0
42: Doesn't apply 11 2.0 9 20 1 14 1 26
N/R 2 04 0 0.0 0 00 2 53
Q4d That your service charges provide value for money (if
applicable) Base: 449 Base: 344 Base: 70 Base: 38
43: Very satisfied 152 27.2 369 68.0 104 23.1 33.1 65.3 42 60.0 60.0 90.0 14 36.8 42.4 66.6
44: Fairly satisfied 128 229 31.1 101 224 32.2 21 30.0 30.0 8 21.1 24.2
45: Neither 47 84 114 32 7.1 10.2 5 71 71 8 21.1 24.2
46: Fairly dissatisfied 34 6.1 83 29 64 9.2 0 00 0.0 3 79 91
47: Very dissatisfied 51 9.1 124 48 10.7 15.3 2 29 29 0 00 0.0
48: Doesn't apply 36 6.5 30 6.7 0 00 4 105
N/R 110 19.7 0.2 106 23.6 0.0 0 00 0.0 1 26 26
Q5a That we are easy to deal Base: 558 Base: 450 Base: 70 Base: 38
49: Very satisfied 334 599 60.1 84.6 269 59.8 60.0 83.4 38 543 559 92.7 25 65.8 65.8 86.9
50: Fairly satisfied 136 24.4 245 105 23.3 234 25 35.7 36.8 8 211 211
51: Neither 45 81 8.1 36 80 80 3 43 44 5 13.2 13.2
52: Fairly dissatisfied 20 36 36 18 4.0 4.0 2 29 29 0 00 00
53: Very dissatisfied 21 3.8 3.8 20 44 45 0 00 00 0 0.0 00
54: No opinion 3 05 2 04 1 14 0 00
N/R 0 00 0 0.0 1 14 0 0.0
Q5b That we listen to your views and act upon them Base: 558 Base: 450 Base: 70 Base: 38
55: Very satisfied 264 473 484 76.3 210 46.7 47.7 175.2 34 48.6 50.7 82.0 19 50.0 52.83 80.6
56: Fairly satisfied 152 27.2 279 121 26.9 275 21 30.0 313 10 26.3 27.8
57: Neither 55 99 101 40 89 9.1 9 129 134 5 13.2 139
58: Fairly dissatisfied 39 70 72 35 7.8 80 2 29 30 2 53 56
59: Very dissatisfied 35 63 64 34 76 7.7 1 14 15 0 00 0.0
60: No opinion 12 22 10 2.2 3 43 0 00
N/R 1 0.2 0 0.0 0 0.0 1 26
Q5c That we give you a say in how services are managed Base: 558 Base: 450 Base: 70 Base: 38
61: Very satisfied 213 38.2 44.7 783 169 37.6 449 77.9 32 45.7 485 81.8 14 36.8 40.0 80.0
62: Fairly satisfied 160 28.7 33.6 124 27.6 33.0 22 314 333 14 36.8 40.0
63: Neither 48 8.6 10.1 33 73 838 10 14.3 15.2 5 13.2 143
64: Fairly dissatisfied 32 57 6.7 28 6.2 74 1 14 15 2 53 57
65: Very dissatisfied 23 41 438 22 49 59 1 14 15 0 00 0.0
66: No opinion 81 145 73 16.2 3 43 4 10.5
N/R 1 0.2 0 00 1 14 0 0.0
Q5d That we give you chances to take part in decision making
processes Base: 558 Base: 450 Base: 70 Base: 38
67: Very satisfied 197 353 438 75.6 151 33.6 42.8 734 34 48.6 54.0 87.3 15 39.5 429 80.0
68: Fairly satisfied 143 256 31.8 108 24.0 30.6 21 30.0 333 13 342 37.1
69: Neither 46 8.2 10.2 38 84 108 3 43 48 4 105 11.4
70: Fairly dissatisfied 36 6.5 8.0 31 69 88 4 57 63 1 26 29
71: Very dissatisfied 28 50 6.2 25 56 7.1 1 14 16 2 53 57
72: No opinion 107 19.2 96 21.3 5 71 4 105
N/R 1 0.2 0 00 1 14 0 00
Q5e With our arrangements in place to communicate with you
in your chosen language Base: 558 Base: 450 Base: 70 Base: 38
73: Very satisfied 420 753 77.2 96.3 347 77.1 78.7 97.1 51 729 785 954 23 60.5 62.2 89.2



Appendix C. Data summary

All Tenants General needs Older Persons Supported

Weight by stock, a and ten length Weighted by age and area Weighted by age, area and tenancy length Weighted by age

Count %raw %valid %+'ve Count %raw %valid %+'ve Count %raw %valid %+'ve Count %raw %valid % +'ve

74: Fairly satisfied 104 186 19.1 81 18.0 184 11 15.7 169 10 26.3 27.0
75: Neither 12 22 22 7 16 16 0 00 0.0 4 105 10.8
76: Fairly dissatisfied 5 09 09 3 07 07 2 29 31 0 00 00
77: Very dissatisfied 3 05 06 3 07 07 1 14 15 0 0.0 00
78: No opinion 12 2.2 9 20 2 29 1 26
N/R 3 05 0 00 3 43 1 26
Q6 Have you contacted us in the last 12 months? Base: 558 Base: 450 Base: 70 Base: 38
79: Yes 477 85.5 85.6 407 90.4 904 32 457 471 28 73.7 73.7
80: No 80 143 144 43 96 9.6 36 51.4 529 10 26.3 26.3
N/R 1 0.2 0 00 2 29 0 0.0
Q7a The ease of getting hold of the right person Base: 477 Base: 407 Base: 32 Base: 28
81: Very satisfied 280 50.2 59.2 86.9 243 540 60.4 86.8 21 30.0 65.6 87.5 12 316 444 925
82: Fairly satisfied 131 235 277 106 23.6 264 7 100 21.9 13 342 48.1
83: Neither 21 38 44 19 42 47 2 29 63 0 00 0.0
84: Fairly dissatisfied 26 47 55 20 44 50 2 29 63 2 53 74
85: Very dissatisfied 15 2.7 3.2 14 31 35 0 00 0.0 0 00 0.0
N/R 86 154 1.0 48 10.7 1.2 38 543 0.0 10 26.3 0.0
Q7b Communicating in your preferred way Base: 477 Base: 407 Base: 32 Base: 28
86: Very satisfied 323 579 69.0 94.0 279 62.0 69.9 94.7 25 35.7 78.1 90.6 14 36.8 519 88.9
87: Fairly satisfied 117 210 25.0 99 22.0 2438 4 5.7 125 10 26.3 37.0
88: Neither 14 25 30 9 20 23 3 43 94 2 53 74
89: Fairly dissatisfied 9 16 19 8 18 20 0 00 00 1 26 37
90: Very dissatisfied 5 09 11 4 09 10 0 00 0.0 0 00 0.0
N/R 90 16.1 1.9 51 113 2.0 38 543 0.0 11 289 3.6
Q7c The final outcome of your query Base: 477 Base: 407 Base: 32 Base: 28
91: Very satisfied 245 439 55.7 78.2 206 458 55.7 77.1 23 329 69.7 87.9 13 34.2 46.4 85.7
92: Fairly satisfied 99 17.7 225 79 176 214 6 86 18.2 11 289 393
93: Neither 24 43 55 19 42 51 2 29 61 2 53 71
94: Fairly dissatisfied 32 57 73 29 64 738 1 14 30 1 26 36
95: Very dissatisfied 40 72 9.1 37 8.2 10.0 1 14 30 1 26 36
N/R 119 213 8.0 80 178 9.1 38 543 0.0 10 26.3 0.0
Q8a The way we generally deal with repairs and maintenance Base: 558 Base: 450 Base: 70 Base: 38
96: Very satisfied 265 47.5 484 75.3 210 46.7 475 74.0 38 543 56.7 89.5 18 474 486 72.9
97: Fairly satisfied 147 26.3 26.9 117 26.0 26.5 22 314 3238 9 23.7 243
98: Neither 51 9.1 93 44 9.8 10.0 3 43 45 4 105 10.8
99: Fairly dissatisfied 41 73 75 32 71 72 3 43 45 5 13.2 135
100: Very dissatisfied 43 7.7 79 39 87 838 1 14 15 1 26 27
N/R 11 2.0 8 1.8 3 43 1 26
Q8b Being kept up to date with the progress of your repair Base: 558 Base: 450 Base: 70 Base: 38
101: Very satisfied 263 47.1 49.0 75.4 211 469 48.7 76.2 36 51.4 53.7 77.6 17 44.7 47.2 66.6
102: Fairly satisfied 142 254 264 119 26.4 275 16 229 239 7 184 194
103: Neither 38 68 7.1 27 6.0 6.2 9 129 134 4 105 111
104: Fairly dissatisfied 60 10.8 11.2 45 100 10.4 5 71 75 7 184 19.4
105: Very dissatisfied 34 6.1 63 31 69 7.2 1 14 15 1 26 28
N/R 22 39 17 3.8 3 43 2 53

Q9 Have we completed any repairs to your home in the last 12

months that you reported? Base: 558 Base: 450 Base: 70 Base: 38
106: Yes 384 68.8 69.2 309 68.7 68.7 43 614 63.2 29 763 784
107: No 171 30.6 30.8 141 313 313 25 35.7 36.8 8 211 216
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N/R 3 05 0 0.0 2 29 1 26
Q10a Being told when workers would call Base: 384 Base: 309 Base: 43 Base: 29
108: Very satisfied 232 416 60.6 83.6 191 424 61.83 84.5 29 414 659 93.2 13 34.2 433 66.6
109: Fairly satisfied 88 15.8 23.0 70 15.6 22.7 12 17.1 273 7 184 233
110: Neither 14 25 3.7 8 18 26 2 29 45 4 105 133
111: Fairly dissatisfied 31 56 81 24 53 738 0 00 0.0 5 13.2 16.7
112: Very dissatisfied 18 32 47 16 36 5.2 1 14 23 1 26 33
N/R 175 314 03 142 316 0.3 27 386 0.0 9 23.7 0.0
Q10b Being able to make an appointment Base: 384 Base: 309 Base: 43 Base: 29
113: Very satisfied 227 40.7 614 84.6 193 429 643 85.6 19 27.1 514 73.0 13 34.2 448 827
114: Fairly satisfied 86 15.4 232 64 142 213 8 114 216 11 289 37.9
115: Neither 26 47 7.0 15 33 5.0 9 129 243 3 79 103
116: Fairly dissatisfied 21 38 57 19 42 63 0 00 0.0 2 53 69
117: Very dissatisfied 10 18 27 9 20 3.0 1 14 27 0 00 0.0
N/R 187 335 34 150 33.3 2.9 33 47.1 14.0 9 23.7 0.0
Q10c Time taken before work started Base: 384 Base: 309 Base: 43 Base: 29
118: Very satisfied 216 38.7 56.5 81.6 181 40.2 58.83 82.5 23 329 535 81.4 12 316 414 75.9
119: Fairly satisfied 96 17.2 251 73 16.2 23.7 12 17.1 279 10 26.3 345
120: Neither 29 52 76 18 40 58 3 43 7.0 6 15.8 20.7
121: Fairly dissatisfied 19 34 50 16 36 5.2 2 29 47 1 26 34
122: Very dissatisfied 22 39 538 20 44 65 3 43 7.0 0 00 0.0
N/R 176 315 0.5 142 316 0.3 27 386 0.0 9 23.7 0.0
Q10d The speed with which work was completed Base: 384 Base: 309 Base: 43 Base: 29
123: Very satisfied 253 453 66.6 88.4 208 46.2 68.0 89.2 32 45.7 744 90.7 15 39.5 51.7 79.3
124: Fairly satisfied 83 149 2138 65 144 21.2 7 100 16.3 8 211 27.6
125: Neither 13 23 34 8 18 26 2 29 47 3 79 103
126: Fairly dissatisfied 14 25 3.7 9 20 29 2 29 47 3 79 103
127: Very dissatisfied 17 3.0 45 16 36 5.2 0 00 0.0 0 00 0.0
N/R 177 317 0.8 144 320 1.0 27 386 0.0 9 23.7 0.0
Q10e The attitude of workers Base: 384 Base: 309 Base: 43 Base: 29
128: Very satisfied 288 51.6 76.0 93.2 237 52.7 77.7 94.4 37 529 86.0 97.6 16 421 55.2 75.9
129: Fairly satisfied 65 116 17.2 51 113 16.7 5 7.1 116 6 15.8 20.7
130: Neither 19 34 50 10 22 33 1 14 23 7 184 24.1
131: Fairly dissatisfied 6 11 16 6 13 20 0 00 0.0 0 00 0.0
132: Very dissatisfied 1 02 03 1 02 03 0 00 00 0 00 00
N/R 179 321 13 145 322 13 27 386 0.0 9 23.7 0.0
Q10f The overall quality of repair work Base: 384 Base: 309 Base: 43 Base: 29
133: Very satisfied 244 437 64.7 85.7 198 440 65.1 85.5 31 443 738 92.8 15 39.5 51.7 75.8
134: Fairly satisfied 79 142 210 62 13.8 204 8 114 19.0 7 184 24.1
135: Neither 20 36 53 13 29 43 2 29 438 5 13.2 17.2
136: Fairly dissatisfied 26 47 69 23 51 76 1 14 24 2 53 69
137: Very dissatisfied 8 14 21 8 18 26 0 00 0.0 0 00 0.0
N/R 182 326 2.1 147 32.7 1.9 28 40.0 23 9 23.7 0.0
Q10g Keeping dirt and mess to a minimum Base: 384 Base: 309 Base: 43 Base: 29
138: Very satisfied 288 51.6 764 94.4 232 516 76.8 95.7 35 50.0 79.5 90.9 21 553 700 86.7
139: Fairly satisfied 68 12.2 18.0 57 12.7 189 5 71 114 5 13.2 16.7
140: Neither 9 16 24 3 07 1.0 1 14 23 4 105 133
141: Fairly dissatisfied 8 14 21 6 13 20 3 43 6.8 0 00 0.0
142: Very dissatisfied 4 07 11 4 09 13 0 00 0.0 0 00 0.0
N/R 181 324 1.8 147 32.7 1.9 27 386 0.0 9 23.7 0.0
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Q10h The repair being done "right first time" Base: 384 Base: 309 Base: 43 Base: 29
143: Very satisfied 241 432 64.1 82.2 199 442 655 82.6 25 35.7 59.5 83.3 15 39.5 51.7 724
144: Fairly satisfied 68 12.2 18.1 52 116 171 10 143 23.8 6 15.8 20.7
145: Neither 20 36 53 10 22 33 4 57 95 6 15.8 20.7
146: Fairly dissatisfied 30 54 8.0 26 58 86 3 43 71 2 53 69
147: Very dissatisfied 17 3.0 45 17 3.8 5.6 0 00 0.0 0 00 0.0
N/R 182 326 2.1 147 32.7 1.9 28 40.0 23 9 23.7 0.0
Q10i The workers doing the job you expected Base: 384 Base: 309 Base: 43 Base: 29
148: Very satisfied 264 473 700 92.8 219 48.7 71.8 92.8 29 414 69.0 92.8 15 39.5 51.7 89.6
149: Fairly satisfied 86 154 2238 64 142 210 10 143 23.8 11 289 37.9
150: Neither 9 16 24 7 16 23 2 29 438 1 26 34
151: Fairly dissatisfied 14 25 3.7 11 24 36 1 14 24 2 53 69
152: Very dissatisfied 4 07 11 4 09 13 0 00 0.0 0 00 0.0
N/R 180 323 1.6 145 322 13 28 40.0 23 9 23.7 0.0
Q10j The workers taking your individual needs into account  Base: 384 Base: 309 Base: 43 Base: 29
153: Very satisfied 271 48.6 72.7 90.7 226 50.2 753 93.0 32 45.7 744 90.7 14 36.8 48.3 69.0
154: Fairly satisfied 67 12.0 18.0 53 11.8 17.7 7 100 16.3 6 15.8 20.7
155: Neither 21 38 56 7 16 23 3 43 7.0 9 23.7 31.0
156: Fairly dissatisfied 11 2.0 29 11 24 3.7 1 14 23 0 00 0.0
157: Very dissatisfied 3 05 038 3 07 10 0 00 00 0 00 00
N/R 184 330 2.6 151 33.6 3.2 27 386 0.0 9 23.7 0.0
Q10k The overall repairs service you received on this occasion Base: 384 Base: 309 Base: 43 Base: 29
158: Very satisfied 255 45.7 66.6 88.8 213 47.3 69.4 88.9 28 40.0 63.6 95.4 14 36.8 46.7 83.4
159: Fairly satisfied 85 15.2 222 60 133 195 14 20.0 31.8 11 289 36.7
160: Neither 19 34 50 12 2.7 39 1 14 23 5 13.2 16.7
161: Fairly dissatisfied 15 2.7 39 14 31 46 0 00 0.0 0 00 0.0
162: Very dissatisfied 9 16 23 8 18 26 1 14 23 0 00 00
N/R 176 315 0.5 143 31.8 0.6 27 386 0.0 9 23.7 0.0
Q11a Your neighbourhood as a place to live Base: 558 Base: 450 Base: 70 Base: 38
163: Very satisfied 313 56.1 56.9 83.3 241 53.6 54.4 81.0 58 829 84.1 #HiH# 21 55.3 56.8 89.2
164: Fairly satisfied 145 26.0 26.4 118 26.2 26.6 11 15.7 159 12 316 324
165: Neither 29 52 53 26 58 59 0 00 0.0 2 53 54
166: Fairly dissatisfied 24 43 44 21 47 47 0 00 0.0 2 53 54
167: Very dissatisfied 39 70 71 37 82 84 0 00 0.0 0 00 0.0
168: No opinion 6 11 6 13 0 00 0 00
N/R 2 04 0 0.0 1 14 1 26

Q11b The grounds maintenance, such as grass cutting, in your

area Base: 558 Base: 450 Base: 70 Base: 38
169: Very satisfied 214 38.4 469 71.7 154 34.2 43.0 69.3 46 65.7 65.7 88.6 20 526 645 77.4
170: Fairly satisfied 113 20.3 24.8 94 209 26.3 16 229 229 4 105 129
171: Neither 34 61 75 24 53 6.7 4 57 57 5 13.2 16.1
172: Fairly dissatisfied 42 75 9.2 35 78 938 4 57 57 2 53 65
173: Very dissatisfied 53 9.5 116 51 113 14.2 0 00 0.0 0 00 0.0
174: No opinion 100 17.9 91 20.2 0 0.0 4 10.5
N/R 2 04 0 0.0 0 0.0 2 53
Q11c The way NWH deals with anti-social behaviour Base: 558 Base: 450 Base: 70 Base: 38
175: Very satisfied 148 26.5 42.8 66.5 103 229 40.4 62.0 34 48.6 63.0 81.5 14 36.8 389 77.8
176: Fairly satisfied 82 14.7 23.7 55 12.2 21.6 10 143 185 14 36.8 38.9
177: Neither 42 75 121 27 6.0 10.6 9 129 16.7 7 184 194
178: Fairly dissatisfied 30 54 87 27 6.0 10.6 1 14 19 1 26 28

179: Very dissatisfied 44 79 127 43 9.6 169 0 00 00 0 00 00
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180: No opinion 208 37.3 194 43.1 10 143 2 53

N/R 5 09 0 00 5 71 1 26

Q12 Have you experienced any anti-social behaviour in the

last 12 months? Base: 558 Base: 450 Base: 70 Base: 38
181: Yes 122 219 219 111 24.7 247 3 43 43 5 13.2 135
182: No 434 77.8 78.1 339 753 753 67 95.7 95.7 32 84.2 86.5
N/R 1 0.2 0 0.0 0 0.0 1 26
Q13 Did you report this anti-social behaviour to NWH? Base: 122 Base: 111 Base: 3 Base: 5
183: Yes 77 13.8 63.1 71 15.8 64.0 1 14 500 3 79 50.0
184: No 45 8.1 36.9 40 89 36.0 1 14 500 3 79 50.0
N/R 436 78.1 0.0 339 753 0.0 67 95.7 0.0 33 86.8 0.0

Q14 How satisfied or dissatisfied were you with the final

outcome of your anti-social behaviour complaint? Base: 77 Base: 71 Base: 1 Base: 3
185: Very satisfied 19 34 260 35.6 17 3.8 25.0 353 1 1.4 100.0 #i## 1 26 333 333
186: Fairly satisfied 7 13 96 7 16 103 0 00 0.0 0 00 0.0
187: Neither 9 16 123 7 16 103 0 00 0.0 2 53 667
188: Fairly dissatisfied 12 22 164 12 2.7 176 0 00 0.0 0 00 0.0
189: Very dissatisfied 26 4.7 356 25 56 368 0 00 0.0 0 00 0.0
190: Doesn't apply 4 07 4 09 0 00 0 00
N/R 481 86.2 0.0 379 842 0.0 69 98.6 0.0 35 921 0.0
Q15 Why didn't you report this anti-social behaviour to NWH? Base: 45 Base: 40 Base: 1 Base: 3
191: Idon't know how 8 14 157 7 16 17.1 0 00 0.0 0 00 0.0
192: 1 didn't think NWH would be able to help 8 14 157 5 11 122 1 1.4 100.0 1 26 200
193: | have reported it before 7 13 137 5 11 122 0 00 00 2 53 400
194: | am concerned about retaliation or confrontation 11 2.0 216 9 20 220 0 0.0 00 1 26 200
195: | reported it to someone else, such as the police 17 3.0 333 15 3.3 36.6 0 00 00 1 26 200
N/R 513 919 0.0 410 91.1 0.0 69 98.6 0.0 35 921 0.0
Q16a Making a suitable payment plan for your rents and/or
service charges Base: 558 Base: 450 Base: 70 Base: 38
196: Very satisfied 348 624 722 929 276 613 71.1 93.3 52 743 813 93.8 23 60.5 69.7 81.8
197: Fairly satisfied 100 179 20.7 86 19.1 22.2 8 114 125 4 105 121
198: Neither 19 34 39 13 29 34 3 43 47 4 105 121
199: Fairly dissatisfied 8 14 17 6 13 15 1 14 16 2 53 6.1
200: Very dissatisfied 7 13 15 7 16 18 0 00 0.0 0 00 0.0
201: No opinion 70 125 62 13.8 3 43 3 79
N/R 5 09 0 0.0 3 43 2 53
Q16b Knowing what benefits should be claimed Base: 558 Base: 450 Base: 70 Base: 38
202: Very satisfied 288 51.6 69.6 91.1 226 50.2 69.8 93.9 39 55.7 66.1 78.0 23 60.5 67.6 79.4
203: Fairly satisfied 89 159 215 78 173 241 7 100 11.9 4 105 11.8
204: Neither 26 47 63 13 29 4.0 10 143 16.9 5 13.2 147
205: Fairly dissatisfied 3 05 07 3 07 0.9 1 14 17 0 00 0.0
206: Very dissatisfied 8 14 19 4 09 1.2 2 29 34 2 53 59
207: No opinion 140 25.1 126 28.0 9 129 3 79
N/R 4 07 0 0.0 2 29 2 53
Q16c The methods of payments we offer you Base: 558 Base: 450 Base: 70 Base: 38
208: Very satisfied 379 67.9 752 94.8 307 682 742 95.0 52 743 88.1 93.2 22 579 710 90.4
209: Fairly satisfied 99 17.7 19.6 86 19.1 20.8 3 43 51 6 158 19.4
210: Neither 17 3.0 34 12 2.7 29 2 29 34 3 79 97
211: Fairly dissatisfied 4 0.7 038 4 09 1.0 1 14 17 0 00 0.0
212: Very dissatisfied 5 09 1.0 5 11 1.2 1 14 17 0 00 0.0
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213: No opinion 48 8.6 36 8.0 9 129 4 10.5
N/R 5 09 0 0.0 3 43 2 53
Q16d How we contact you to discuss your rent account Base: 558 Base: 450 Base: 70 Base: 38
214: Very satisfied 332 59.5 68.7 89.8 276 61.3 704 91.6 38 543 644 74.6 19 50.0 559 85.3
215: Fairly satisfied 102 183 21.1 83 184 21.2 6 8.6 10.2 10 26.3 294
216: Neither 25 45 5.2 13 29 33 12 171 203 3 79 88
217: Fairly dissatisfied 10 18 21 8 18 20 1 14 17 2 53 59
218: Very dissatisfied 14 25 29 12 27 3.1 2 29 34 0 00 0.0
219: No opinion 70 125 59 13.1 9 129 2 53
N/R 5 09 0 00 3 43 2 53
Ql6e Effectiveness of our Money Advice services Base: 558 Base: 450 Base: 70 Base: 38
220: Very satisfied 213 38.2 64.2 90.1 167 37.1 67.1 92.8 28 40.0 56.0 72.0 17 44.7 515 879
221: Fairly satisfied 86 154 259 64 142 25.7 8 114 16.0 12 316 36.4
222: Neither 28 5.0 84 13 29 5.2 13 18.6 26.0 4 105 121
223: Fairly dissatisfied 2 04 06 2 04 08 0 0.0 00 0 0.0 00
224: Very dissatisfied 3 05 09 3 07 12 1 14 20 0 00 00
225: No opinion 221 39.6 201 447 17 243 3 79
N/R 5 09 0 0.0 3 43 2 53
Q17 Do you live in Older Persons Housing? Base: 558 Base: 450 Base: 70 Base: 38
226: Yes 4 79 79 0 00 0.0 70 100.0 100.0 0 00 0.0
227: No 514 92.1 921 450 100.0 100.0 0 00 0.0 38 100.0 100.0
N/R 0 00 0 00 0 0.0 0 0.0
Q18a The frequency of contact with your scheme manager Base: 44 Base: 0 Base: 70 Base: 0
228: Very satisfied 35 6.3 87.5 95.0 0 00 0.0 o0.0 57 814 89.1 95.4 0 00 0.0 o0.0
229: Fairly satisfied 3 05 75 0 00 0.0 4 57 63 0 00 0.0
230: Neither 2 04 50 0 00 0.0 3 43 47 0 00 0.0
231: Fairly dissatisfied 0 0.0 00 0 00 00 0 00 00 0 00 00
232: Very dissatisfied 0 00 00 0 00 00 0 00 00 0 00 00
N/R 518 92.8 9.1 450 0.0 0.0 6 86 8.6 38 00 0.0
Q18b The overall service provided by your scheme manager  Base: 44 Base: 0 Base: 70 Base: 0
233: Very satisfied 33 59 825 95.0 0 00 0.0 o0.0 54 77.1 844 96.9 0O 00 0.0 o0.0
234: Fairly satisfied 5 09 125 0 00 0.0 8 114 125 0 00 0.0
235: Neither 2 04 50 0 00 0.0 2 29 31 0 00 0.0
236: Fairly dissatisfied 0 0.0 00 0 00 00 0 00 00 0 00 00
237: Very dissatisfied 0 0.0 00 0 00 00 0 00 00 0 00 00
N/R 518 92.8 9.1 450 0.0 0.0 6 86 8.6 38 0.0 0.0
Q18c The call centre / emergency call system Base: 44 Base: 0 Base: 70 Base: 0
238: Very satisfied 31 5.6 838 94.6 0 00 0.0 o0.0 50 71.4 84.7 949 0 00 0.0 o0.0
239: Fairly satisfied 4 0.7 108 0 00 0.0 6 8.6 10.2 0 00 0.0
240: Neither 1 02 27 0 00 0.0 2 29 34 0 00 0.0
241: Fairly dissatisfied 1 02 27 0 00 0.0 1 14 17 0 00 0.0
242: Very dissatisfied 0 0.0 00 0 00 00 0 00 00 0 00 00
N/R 521 934 159 450 0.0 0.0 10 143 143 38 00 0.0
Q18d How easy it is to access all areas of your home and
scheme Base: 44 Base: 0 Base: 70 Base: 0
243: Very satisfied 33 5.9 89.2 ##i# 0O 00 0.0 o0.0 53 75.7 88.3 #HiH# 0 00 0.0 o0.0
244: Fairly satisfied 4 0.7 108 0 00 0.0 7 100 11.7 0 00 0.0
245: Neither 0 00 0.0 0 00 0.0 0 00 0.0 0 00 0.0
246: Fairly dissatisfied 0 0.0 00 0 00 00 0 00 00 0 00 00
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247: Very dissatisfied 0 0.0 00 0 0.0 00 0 0.0 00 0 0.0 00
N/R 521 934 159 450 0.0 0.0 10 143 143 38 00 0.0
Q18e The facilities at your scheme Base: 44 Base: 0 Base: 70 Base: 0
248: Very satisfied 30 5.4 78.9 ## 0O 00 0.0 o0.0 48 68.6 77.4 #HiH# 0O 00 0.0 o0.0
249: Fairly satisfied 8 14 211 0 00 0.0 14 20.0 22.6 0 00 0.0
250: Neither 0 00 0.0 0 00 0.0 0 00 0.0 0 00 0.0
251: Fairly dissatisfied 0 0.0 00 0 00 00 0 0.0 00 0 0.0 00
252: Very dissatisfied 0 0.0 00 0 0.0 00 0 0.0 00 0 0.0 00
N/R 520 93.2 136 450 0.0 0.0 8 114 11.4 38 00 0.0
Q19 Do you live in Supported Housing? Base: 558 Base: 450 Base: 70 Base: 38
253: Yes 50 9.0 9.0 0 00 0.0 0 00 0.0 38 100.0 100.0
254: No 508 91.0 91.0 450 100.0 100.0 70 100.0 100.0 0 00 0.0
N/R 0 00 0 00 0 0.0 0 0.0
Q20a The overall service provided by your support worker Base: 50 Base: 0 Base: 0 Base: 38
255: Very satisfied 39 7.0 83.0 95.8 0O 00 0.0 o0.0 0O 00 0.0 o0.0 30 789 833 944
256: Fairly satisfied 6 11 128 0 00 0.0 0 00 0.0 4 105 111
257: Neither 2 04 43 0 00 0.0 0 00 0.0 2 53 56
258: Fairly dissatisfied 0 0.0 00 0 00 00 0 0.0 00 0 0.0 00
259: Very dissatisfied 0 0.0 00 0 00 00 0 00 00 0 00 00
N/R 510 914 40 450 0.0 0.0 70 0.0 0.0 2 53 53
Q20b Your support plan meeting your individual needs Base: 50 Base: 0 Base: 0 Base: 38
260: Very satisfied 36 6.5 76.6 91.5 0O 00 0.0 o0.0 0 00 0.0 o0.0 27 711 77.1 91.4
261: Fairly satisfied 7 13 149 0 00 0.0 0 00 0.0 5 13.2 143
262: Neither 4 0.7 85 0 00 0.0 0 00 0.0 3 79 86
263: Fairly dissatisfied 0 0.0 00 0 00 00 0 00 00 0 00 00
264: Very dissatisfied 0 0.0 00 0 00 00 0 00 00 0 00 00
N/R 510 914 40 450 0.0 0.0 70 0.0 0.0 2 53 53
Q20c The frequency of contact with your support worker Base: 50 Base: 0 Base: 0 Base: 38
265: Very satisfied 36 6.5 76.6 93.6 0O 00 0.0 o0.0 0O 00 0.0 o0.0 28 73.7 75.7 91.9
266: Fairly satisfied 8 14 170 0 00 0.0 0 00 0.0 6 15.8 16.2
267: Neither 3 05 64 0 00 0.0 0 00 0.0 3 79 8.1
268: Fairly dissatisfied 0 0.0 00 0 00 00 0 00 00 0 0.0 00
269: Very dissatisfied 0 0.0 00 0 00 00 0 00 00 0 00 00
N/R 510 914 40 450 0.0 0.0 70 0.0 0.0 2 53 53
Q20d The overall service provided by other scheme staff Base: 50 Base: 0 Base: 0 Base: 38
270: Very satisfied 34 6.1 723 93.6 0O 00 0.0 o0.0 0O 00 0.0 o0.0 25 65.8 735 94.1
271: Fairly satisfied 10 1.8 213 0 00 0.0 0 00 0.0 7 184 20.6
272: Neither 3 05 64 0 00 0.0 0 00 0.0 2 53 59
273: Fairly dissatisfied 0 0.0 00 0 00 00 0 00 00 0 0.0 00
274: Very dissatisfied 0 0.0 00 0 00 00 0 00 00 0 00 00
N/R 512 91.8 8.0 450 0.0 0.0 70 0.0 0.0 3 79 79
Q20e The facilities at your scheme Base: 50 Base: 0 Base: 0 Base: 38
275: Very satisfied 32 5.7 727 93.2 0 00 0.0 o0.0 0 00 0.0 o0.0 24 63.2 72.7 93.9
276: Fairly satisfied 9 16 205 0 00 0.0 0 00 0.0 7 184 21.2
277: Neither 3 05 638 0 00 0.0 0 00 0.0 2 53 61
278: Fairly dissatisfied 0 0.0 00 0 00 00 0 00 00 0 00 00
279: Very dissatisfied 0 00 00 0 00 00 0 00 00 0 00 00



Appendix C. Data summary

All Tenants General needs Older Persons Supported

Weight by stock, age, area and ten length Weighted by age and area Weighted by age, area and tenancy length Weighted by age

Count %raw %valid %+'ve Count %raw %valid %+'ve Count %raw %valid %+'ve Count %raw %valid % +'ve

N/R 514 92.1 12.0 450 0.0 0.0 70 0.0 0. 4 10.5 10.5
D101 Stock type Base: 558 Base: 450 Base: 70 Base: 38
280: General needs 464 83.2 83.2 450 100.0 100.0 0 0.0 00 0 0.0 00
281: Older persons 4 79 79 0 0.0 00 70 100.0 100.0 0 0.0 00
282: Supported 50 9.0 9.0 0 0.0 00 0 0.0 00 38 100.0 100.0
N/R 0 0.0 0 00 0 00 0 00
D102 Area Base: 558 Base: 450 Base: 70 Base: 38
283: Conwy 309 554 554 243 54.0 54.0 44 629 62.9 25 65.8 65.8
284: Denbighshire 11 2.0 20 11 24 24 0 0.0 00 0 0.0 00
285: Gwynedd 185 33.2 33.2 148 329 329 26 37.1 37.1 11 289 289
286: Ynys Mon 4 79 79 40 89 89 0 0.0 00 2 53 53
287: Wrexham 9 16 16 8 18 138 0 0.0 00 0 0.0 00
N/R 0 0.0 0 00 0 00 0 00
D103 Neighbourhood Base: 558 Base: 450 Base: 70 Base: 38
288: Bangor & Bethesda 130 23.3 233 95 21.1 211 26 37.1 36.6 9 23.7 237
289: Caernarfon & Pen Llyn 56 10.0 10.0 53 11.8 1138 0 00 0.0 1 26 26
290: Colwyn Bay 90 16.1 16.1 75 16.7 16.7 0 0.0 00 10 26.3 26.3
291: Conwy 65 11.6 11.6 53 11.8 11.8 15 214 211 2 53 53
292: Denbighshire Coastal 38 6.8 6.8 23 51 51 18 25.7 254 3 79 79
293: Denbighshire Wrexham Rural 15 2.7 27 14 31 31 0 0.0 00 0 0.0 00
294: Llandudno 121 21.7 216 97 216 216 12 17.1 16.9 11 28.9 289
295: Ynys Mon 4 79 79 40 89 89 0 0.0 00 2 53 53
N/R 0 0.0 0 00 0 00 0 00
D104 Property type Base: 558 Base: 450 Base: 70 Base: 38
296: Bungalow 13 23 23 12 27 27 0 0.0 00 0 0.0 00
297: Flat 231 414 414 166 36.9 37.0 70 100.0 100.0 11 289 289
298: House 279 50.0 50.0 269 59.8 59.9 0 0.0 00 2 53 53
299: Maisonette 2 04 04 2 04 04 0 0.0 00 0 0.0 00
300: Room 33 59 59 0 0.0 00 0 0.0 00 25 65.8 65.8
N/R 0 0.0 0 00 0 00 0 00
D105 Property size Base: 558 Base: 450 Base: 70 Base: 38
301: 1 bed 156 28.0 27.9 84 18.7 18.7 33 47.1 471 36 94.7 947
302: 2 bed 179 32.1 32.0 149 33.1 331 37 529 529 2 53 53
303: 3 bed 215 38.5 385 209 464 464 0 0.0 00 0 00 00
304: 4+ beds 9 16 16 8 18 138 0 0.0 00 0 0.0 00
N/R 0 0.0 0 00 0 00 0 00
D106 Pay a service charge Base: 558 Base: 450 Base: 70 Base: 38
305: Yes 449 80.5 80.5 344 764 764 70 100.0 100.0 38 100.0 100.0
306: No 109 19.5 19.5 106 23.6 23.6 0 0.0 00 0 0.0 00
N/R 0 0.0 0 00 0 00 0 00
D107 Age group Base: 558 Base: 450 Base: 70 Base: 38
307: 16 - 24 years 21 3.8 338 12 27 27 0 0.0 00 7 184 184
308: 25-34 years 68 12.2 12.2 58 129 129 0 0.0 00 7 184 184
309: 35-44 years 101 18.1 18.1 89 19.8 19.8 0 0.0 00 8 21.1 211
310: 45-54 years 117 21.0 21.0 104 23.1 23.1 0 0.0 00 8 21.1 211
311: 55-64 years 112 20.1 20.1 97 21.6 216 3 43 43 6 158 15.8
312: 65-74 years 71 12.7 127 57 12.7 127 13 18.6 18.6 2 53 53
313: 75-84 years 45 81 81 26 58 538 28 40.0 40.0 0 0.0 00
314: 85 years and over 23 41 41 7 16 16 26 37.1 371 0 00 0.0

N/R 0 0.0 0 00 0 00 0 00



Appendix C. Data summary

All Tenants General needs Older Persons Supported

Weight by 1 length Weighted by age and area Weighted by age, area and tenancy length Weighted by age

Count %raw %valid %+'ve Count %raw %valid %+'ve Count %raw %valid %+'ve Count %raw %valid % +'ve

D108 Age group [summary] Base: 558 Base: 450 Base: 70 Base: 38
315: 18-34 88 15.8 15.8 70 15.6 15.6 0 00 0.0 14 36.8 36.8
316: 35-49 144 25.8 25.8 128 284 28.4 0 00 0.0 9 23.7 237
317: 50-64 187 33.5 335 162 36.0 36.0 3 43 43 13 342 34.2
318: 65+ 139 249 249 90 20.0 20.0 67 95.7 95.7 2 53 53
N/R 0 00 0 0.0 0 00 0 0.0
D109 Disability in household Base: 558 Base: 450 Base: 70 Base: 38
319: Disability 171 30.6 423 117 26.0 374 39 55.7 65.0 20 52.6 5838
320: No disability 233 418 57.7 196 43.6 62.6 21 30.0 35.0 14 36.8 41.2
N/R 154 27.6 138 30.7 10 143 5 13.2
D110 Length of tenancy Base: 558 Base: 450 Base: 70 Base: 38
321: Under 1 year 51 9.1 9.1 26 58 58 11 15.7 155 13 342 34.2
322: 1-2years 76 13.6 13.6 62 13.8 13.8 16 229 225 3 79 79
323: 3-5years 91 16.3 16.3 72 16.0 16.0 16 229 225 5 13.2 13.2
324: 6-10years 106 19.0 19.0 79 176 17.6 21 30.0 29.6 7 184 18.4
325: 11-20vyears 128 229 229 111 24.7 24.7 5 71 70 8 211 211
326: 21 years and over 107 19.2 19.1 100 22.2 222 2 29 28 2 53 53
N/R 0 00 0 00 0 00 0 00

76



this page is intentionally left blank

7



(t) 0844 272 6004

(w) www.arp-research.co.uk

ARP Research Ltd
1 Dickenson Court, Sheffield, S35 2ZS

Registered in England and Wales, No. 07342249.




	1. Introduction
	2. Executive summary
	3. Services overall
	4. The home
	5. Value for money
	6. Repairs and maintenance
	7. Customer service
	8. Engagement
	9. Neighbourhood services
	10. Anti-social behaviour
	11. Older Persons Housing
	12. Supported housing
	13. Further comments
	14. Respondent profile
	Appendix A. Methodology & data analysis
	Appendix B. Example questionnaire
	Appendix C. Data summary


<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.6
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.00000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.40
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 100
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 100
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 600
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (None)
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<

    /BGR <>
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /CZE <>
    /DAN <>
    /DEU <>
    /ESP <>
    /ETI <>
    /FRA <>
    /GRE <>

    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)
    /HUN <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /LTH <>
    /LVI <>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /POL <>
    /PTB <>
    /RUM <>
    /RUS <>
    /SKY <>
    /SLV <>
    /SUO <>
    /SVE <>
    /TUR <>
    /UKR <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 858.614]
>> setpagedevice


