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Overview 
 

In October 08 OVH commissioned Mott MacDonald to undertake a survey of our 
leaseholders based on the STATUS questions and methodology. During the 
period November – December 08 the surveys where sent to all OVH 
leaseholders. 
 
 
The following response rates where achieved for the survey: 
 

 
146 responses from 534 mail outs (27.3%) 

 
 
The charts contain within this summary are the results for the high level (PI) 
questions. They will be feed into the leaseholder service review action plan and 
allow us to undertake external benchmarking of the service.  A meeting has been 
arranged with the Leaseholder management on the 2nd February 09 to progress 
this.  
 
 
It is recommended that another survey should be undertaken towards the end of 
2009 to ascertain the effectiveness of the service review outcomes. 
 
 
 

 
 
 
 
 
 
 
 
 
 
 



 
Overall satisfaction with services provided by 

OVH 
 
 
 
 
 

Overall satisfaction with the service provided by O VH
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Response % 
Very Satisfied 4.8 
Fairly Satisfied 32.3 
Neither 28.2 
Fairly Dissatisfied 18.5 
Very Dissatisfied 16.1 

 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

Satisfaction with repair service 
 
 
 
 
 
 
 

Satisfaction with the repairs service
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Response % 
Very Satisfied 3.6 
Fairly Satisfied 23.4 
Neither 18.2 
Fairly Dissatisfied 18.2 
Very Dissatisfied 21.9 
No opinion 14.6 

 
 
 
 
 
 
 
 
 
 
 
 
 



Satisfaction with the neighbourhood  
as a place to live 

 
 
 
 
 
 

Satisfaction with the neighbourhood
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Response %  
Very Satisfied 31 
Fairly Satisfied 47.2 
Neither 8.5 
Fairly Dissatisfied 4.9 
Very Dissatisfied 8.5 

 
 
 
 
 
 
 
 
 
 
 

 



Satisfaction with cleaning and upkeep of the 
communal areas 

 
 
 
 
 
 

Satisfaction with communal areas
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Response % 
Very Satisfied 4.8 
Fairly Satisfied 21.4 
Neither 20.6 
Fairly Dissatisfied 10.3 
Very Dissatisfied 25.4 
No opinion 17.5 

 
 
 
 
 
 
 
 
 
 
 
 



Satisfaction that their views are being taken into 
account 

 
 
 
 
 
 

Satisfaction that views are taken into account
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Response %  
Very Satisfied 8 
Fairly Satisfied 20.3 
Neither 26.1 
Fairly Dissatisfied 11.6 
Very Dissatisfied 19.6 
No opinion 14.5 

 
 
 
 
 
 
 
 
 

 



Satisfaction with the leaseholder handbook 
(Sent to all leaseholders two weeks previous) 

 
 
 
 
 
 

Satisfaction with leaseholder handbook
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Response %  
Very Satisfied 19.4 
Fairly Satisfied 45.7 
Neither 27.1 
Fairly Dissatisfied 5.4 
Very Dissatisfied 2.3 

 
 
 
 
 
 
 
 
 
 
 
 



Satisfaction with the clarity of your service charg e 
statement 

 
 
 
 
 
 

Satisfaction with service charge statement
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Response %  
Very Satisfied 10.2 
Fairly Satisfied 40.6 
Neither 25.8 
Fairly Dissatisfied 14.8 
Very Dissatisfied 8.6 

 
 
 
 
 
 
 
 
 
 
 
 



Satisfaction with information provided on the 
Decent Homes programme 

 
 
 
 
 
 
 

Satisfaction with information on Decent Homes

10%

33%

10%

38%

9%

Very Satisfied Fairly Satisfied Neither

Fairly Dissatisfied Very Dissatisfied
 

 
 
 
 
 
 
 
 
 
 

Response %  
Very Satisfied 10.3 
Fairly Satisfied 32.5 
Neither 38.9 
Fairly Dissatisfied 9.5 
Very Dissatisfied 8.7 

 
 
 
 
 
 
 
 
 
 
 



 

Satisfaction with the sales process when 
purchasing your property 

 
 
 
 
 
 

 

Satisfaction with the sales process of the property
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Response %  
Very Satisfied 19.6 
Fairly Satisfied 21.7 
Neither 45.7 
Fairly Dissatisfied 4.3 
Very Dissatisfied 8.7 

 
 
 
 
 


