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This document has been prepared for the titled project or named part thereof and should not be relied upon or used for any 
other project without an independent check being carried out as to its suitability and prior written authority of Mott 
MacDonald being obtained.  Mott MacDonald accepts no responsibility or liability for the consequence of this document 
being used for a purpose other than the purposes for which it was commissioned.  Any person using or relying on the 
document for such other purpose agrees, and will by such use or reliance be taken to confirm his agreement to indemnify 
Mott MacDonald for all loss or damage resulting therefrom.  Mott MacDonald accepts no responsibility or liability for this 
document to any party other than the person by whom it was commissioned. 

To the extent that this report is based on information supplied by other parties, Mott MacDonald accepts no liability for any 
loss or damage suffered by the client, whether contractual or tortious, stemming from any conclusions based on data 
supplied by parties other than Mott MacDonald and used by Mott MacDonald in preparing this report. 
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1 Summary 

1.1 Introduction 

Mott MacDonald were commissioned by One Vision Housing to undertake a Standardised Tenants 
Satisfaction (STATUS) survey of its tenants with the primary aim being to help gauge the satisfaction 
of services provided by One Vision Housing and where improvements could be made.  The survey 
would also obtain information on the tenants including their demographic information, household 
compositions, how they would like to pay their rent and how they feel One Vision Housing is 
performing. 

1.2 Main findings 

Almost three-tenths (28.6%) of respondents had been a tenant of One Vision Housing for one to two 
years, under one fifth (18.3%) of respondents had been a tenant of One Vision Housing for more than 
twenty-one years and a slightly lesser proportion (17.7%) had been a tenant of One Vision Housing for 
less than one year. 
 
More than one third (34.9%) of respondents had lived in their home for more than twenty-one years, 
under one fifth (18.2%) of respondents had lived in their home for eleven to twenty years and a 
slightly lesser proportions (14.8 and 14.5%) had lived in their home for  six to ten years and three to 
five years respectively. 
 
Less than one quarter of respondents state that their household comprises of one adult under 60 years 
of age (23.4%) or one adult aged 60 or over (23.2%). 
 
Three quarters (75.8%) of respondents stated that they are fairly (48.6%) or very (27.2%) satisfied 
with the overall service provided by One Vision Housing as landlords. 
 
More than three quarters (77.4%) of respondents stated that they were very (27.2%) or fairly (50.2%) 
satisfied with the quality of their home. 
 
Seven tenths (70.3%) of respondents stated that they were very (21.0%) or fairly (49.3%) satisfied 
with the general condition of their property. 
 
Three quarters (75.7%) of respondents were very (31.6%) or fairly (44.1%) satisfied with the value for 
money of their rent. 
 
Respondents were asked what they considered to be the most important aspects of the service that One 
Vision Housing provides, more than four in five (82.8%) respondents stated that repairs and 
maintenance was important, while just one fifth (20.3%) of respondents stated that the value for 
money of the rent was important. 

Respondents were asked to rate the extent of a number of possible problems in their neighbourhood, 
just over two fifths (40.7%) of respondents stated that rubbish or litter is a very (16.7%) or fairly 
(24.1%) big problem in the neighbourhood.  One third (33.3%) of respondents stated that disruptive 
children or teenagers was a very (16.1%) or fairly (17.2%) big problem in their neighbourhood. 

Seven tenths (70.2%) of respondents stated that they would recommend One Vision Housing to other 
prospective tenants. 
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Nearly three fifths (59.0%) of respondents stated that it was easy to get hold of the right person when 
contacting One Vision Housing. 

More than four fifths (80.1%) of respondents stated that when they had contacted One Vision Housing 
they found the staff to be helpful. 
 
Less than two thirds (65.7%) of respondents said they were very (28.9%) or fairly (36.8%) satisfied 
with the way your landlord deals with repairs and maintenance. 

A letter was the preferred form of contact from One Vision Housing for four fifths (80.6%) of 
respondents, a magazine or newsletter was the preferred method of contact for three fifths (30.6%). 

Less than one in seven (13.7%) respondents stated that they had reported anti social behaviour to One 
Vision Housing in the past 12 months. 

Almost three fifths (59.5%) of respondents stated that they were very unlikely to be moving in the next 
3 years. 

Of the respondents who were very or fairly likely to move in the next 3 years two fifths (40.7%) stated 
they would still rent their accommodation from One Vision Housing. 

1.3 Background Information 

96.8% of respondents described the tenants of the home as being “White-British” . 

 
One fifth (20.0%) of respondents stated that the tenant of the home was aged between 45 and 54 years. 
 
Three tenths (30.7%) of respondents said that the work status of the tenant of the home was “wholly 
retired from work” , just less than this (27.5%) said that they were “permanently sick/disabled”  and 
more than one tenth (12.2%) said that they were employed full time. 
 
More than two fifths (43.9%) of respondents state that they (and their partner) receives income 
support, just less than one third (32.0%) stated that they receive income from a state pension. 

Just less than three quarters (74.5%) of respondent stated that their household currently received 
housing benefit (either paid directly to them, or directly to their landlord). 

 
Just over half (53.5%) of respondents said that the group £100-£199 per week or £5200 - £10399 per 
year represents their (and their partners) total NET income. 
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2 Methodology 

2.1 Introduction 

Mott MacDonald were commissioned by One Vision Housing to undertake a Standardised Tenants 
Satisfaction (STATUS) survey of its tenants with the primary aim being to help gauge the satisfaction 
of services provided by One Vision Housing and where improvements could be made.  A secondary 
aim was to obtain information on the tenants including their demographic information, household 
compositions, how they would like to pay their rent and how they feel One Vision Housing is 
performing. 

2.2 The Questionnaire  

The questionnaire (see Appendix A) consisted of nine sections relating to the respondents household, 
housing and neighbourhood, contact with One Vision Housing, the repairs service, communication 
and information, anti social behaviour, future plans, other comments and background information.   

2.3 Survey Methodology 

The survey was designed to provide ‘ tenant perception’  information at Housing Area Office level. The 
sampling frame for the survey was all general needs tenants of One Vision Housing. The questionnaire 
was sent out with a covering letter and pre-paid reply envelope.  

2.4 Response Rate  

In total 992 questionnaires were returned by respondents from 2378 (taking into account gone aways 
and deceased tenants) which were mailed out giving an overall response rate of 41.7%. 

2.5 Presentation of Results 

The number of respondents who answered a particular question is often not the same as the total 
number of overall respondents, as not all questions apply to everyone and some respondents did not 
answer all of the questions. 
The number of respondents for each question can be found in the ‘ total’  row along the bottom of each 
table in the results section, or labelled as ‘valid cases’  in the top right hand corner of multiple response 
type tables; in questions such as these where a respondent was allowed to make more than one 
response the total may therefore add up to more than 100%. 
The results of the survey are based on a sample, which means that the figures shown in the tables of 
this report may differ from those which would have been produced had every household been 
interviewed. The sampling error for any particular percentage as presented in the tables depends on the 
numbers that have answered that question and the size of the percentage itself. The table on the 
following page gives a general indication of the accuracy of the results presented in the report. 
 

 

 



One Vision Housing   Mott MacDonald 
Tenant Satisfaction (General Needs)  One Vision Housing 
Survey 2007 

2-2 
242299AA01/01/A  -  Jan 2008/2-2 of 2 
P:\Liverpool\ITD\Projects\242299 OVH STATUS SURVEY 07\OVH STATUS Report 07.doc/ 
 
 

Table 2.1: Sampling errors of a simple random sample: 

 PERCENTAGE WITH A CHARACTERISTIC 
 95 or  90 or  85 or 80 or 75 or 70 or 65 or 60 or 55 or  

size of  
base 

5 10 15 20 25 30 35 40 45 50 

  + or -  + or -  + or -  + or -  + or -  + or -  + or -  + or -  + or -  + or - 
  %  %  %  %  %  %  %  %  %  % 
           

30 7.8 10.7 12.8 14.3 15.5 16.4 17.1 17.5 17.8 17.9 
40 6.8 9.3 11.1 12.4 13.4 14.2 14.8 15.2 15.4 15.5 
50 6.0 8.3 9.9 11.1 12.0 12.7 13.2 13.6 13.8 13.9 
60 5.5 7.6 9.0 10.1 11.0 11.6 12.1 12.4 12.6 12.7 
70 5.1 7.0 8.4 9.4 10.1 10.7 11.2 11.5 11.7 11.7 
80 4.8 6.6 7.8 8.8 9.5 10.0 10.5 10.7 10.9 11.0 
90 4.5 6.2 7.4 8.3 8.9 9.5 9.9 10.1 10.3 10.3 

100 4.3 5.9 7.0 7.8 8.5 9.0 9.3 9.6 9.8 9.8 
125 3.8 5.3 6.3 7.0 7.6 8.0 8.4 8.6 8.7 8.8 
150 3.5 4.8 5.7 6.4 6.9 7.3 7.6 7.8 8.0 8.0 
175 3.2 4.4 5.3 5.9 6.4 6.8 7.1 7.3 7.4 7.4 
200 3.0 4.2 4.9 5.5 6.0 6.4 6.6 6.8 6.9 6.9 
225 2.8 3.9 4.7 5.2 5.7 6.0 6.2 6.4 6.5 6.5 
250 2.7 3.7 4.4 5.0 5.4 5.7 5.9 6.1 6.2 6.2 
275 2.6 3.5 4.2 4.7 5.1 5.4 5.6 5.8 5.9 5.9 
300 2.5 3.4 4.0 4.5 4.9 5.2 5.4 5.5 5.6 5.7 
350 2.3 3.1 3.7 4.2 4.5 4.8 5.0 5.1 5.2 5.2 
400 2.1 2.9 3.5 3.9 4.2 4.5 4.7 4.8 4.9 4.9 
500 1.9 2.6 3.1 3.5 3.8 4.0 4.2 4.3 4.4 4.4 
600 1.7 2.4 2.9 3.2 3.5 3.7 3.8 3.9 4.0 4.0 
700 1.6 2.2 2.6 3.0 3.2 3.4 3.5 3.6 3.7 3.7 
800 1.5 2.1 2.5 2.8 3.0 3.2 3.3 3.4 3.4 3.5 
900 1.4 2.0 2.3 2.6 2.8 3.0 3.1 3.2 3.3 3.3 

1000 1.4 1.9 2.2 2.5 2.7 2.8 3.0 3.0 3.1 3.1 
1100 1.3 1.8 2.1 2.4 2.6 2.7 2.8 2.9 2.9 3.0 
1200 1.2 1.7 2.0 2.3 2.5 2.6 2.7 2.8 2.8 2.8 
1300 1.2 1.6 1.9 2.2 2.4 2.5 2.6 2.7 2.7 2.7 
1400 1.1 1.6 1.9 2.1 2.3 2.4 2.5 2.6 2.6 2.6 
1500 1.1 1.5 1.8 2.0 2.2 2.3 2.4 2.5 2.5 2.5 
2000 1.0 1.3 1.6 1.8 1.9 2.0 2.1 2.1 2.2 2.2 
2500 0.9 1.2 1.4 1.6 1.7 1.8 1.9 1.9 2.0 2.0 
3000 0.8 1.1 1.3 1.4 1.5 1.6 1.7 1.8 1.8 1.8 

 
For example, in table A1 “How long have you/your household been a tenant of One Vision Housing?”   

17.7 % of respondents stated “under 1 year” , valid respondents for this question were 898. 

so sampling error          +/- 2.3% 
so true percentage         17.7 +/- 2.3% 
                                      (i.e. between 15.4% and 2.0%) 

The range in which any of the percentages really lies may be estimated from the reported percentages 
and the number of respondents. 
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2.6 Weighting 

 

No weighting is required to account for over sampling of sub groups since no sub groups were 
sampled. The sample chosen was a random sample of all eligible general needs tenants. 
After a comparison of responses achieved by area and dwelling type (see tables 2.2 and 2.3 below) it is 
not felt that weighting is required to redress any non response bias since the overall survey sample 
frame of all eligible general needs tenants and the results of the achieved sample closely reflect the 
overall sample frame on the two aspects we have been able to check (namely property type & postal 
area).  

 

Table 2.2: Area comparison 

  ALL GERERAL NEEDS 

TENANTS 

ALL GENERAL NEEDS 

RESPONDENTS 

  Frequency Percent Frequency Percent 

Aintree 77 .8 9 .9 

Bootle 4558 48.6 460 46.4 

Crosby 942 10.0 87 8.8 

Formby 142 1.5 15 1.5 

Ince Blundell 16 .2 1 .1 

Litherland 1614 17.2 171 17.2 

Lydiate 92 1.0 11 1.1 

Maghull 89 .9 8 .8 

Melling 39 .4 4 .4 

Seaforth 727 7.8 74 7.5 

Sefton 20 .2 3 .3 

Southport 820 8.7 111 11.2 

Thornton 11 .1 2 .2 

Waterloo 232 2.5 36 3.6 

Valid 

Total 9379 100.0 992 100.0 
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Table 2.3: Dwelling type comparison 

  ALL GERERAL NEEDS 

TENANTS 

ALL GENERAL NEEDS 

RESPONDENTS 

  Frequency Percent Frequency Percent 

BSIT 32 .3 4 .4 

BUNG 267 2.8 40 4.0 

COTT 1 .0 0 .0 

FLAT 3493 37.2 372 37.5 

HOUS 5554 59.2 573 57.8 

MAIS 32 .3 3 .3 

Valid 

Total 9379 100.0 992 100.0 
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3 Main findings 

3.1 Section A: Information About Your Household 

Figure 3.1: QA1 - How long have you/your household been a tenant of the One Vision 
Housing? 

Valid respondents 839 

 
·  Almost three-tenths (28.6%) of respondents had been a tenant of One Vision Housing for one to 

two years, under one fifth (18.3%) of respondents had been a tenant of One Vision Housing for 
more than twenty-one years and a slightly lesser proportion (17.7%) had been a tenant of One 
Vision Housing for less than one year. 

Figure 3.2: QA2 - How long have you/your household lived in this home? 

Valid respondents 913 

 
·  More than one third (34.9%) of respondents had lived in their home for more than twenty-one 

years, under one fifth (18.2%) of respondents had lived in their home for eleven to twenty years 
and a slightly lesser proportions (14.8 and 14.5%) had lived in their home for  six to ten years and 
three to five years respectively. 
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·  Less than half (46.2%) of respondents said that just one person usually lived in their home, one 

quarter (26.8%) said that two people usually lived in their home and a seventh (14.1%) of 
respondents said that three people usually lived in their home. 

 

Figure 3.3: QA4 - How many people living in your household are aged under 16?  

Valid Respondents 926 

 

·  More than three quarters (76.7%) of respondents state that no people living in their household are 
aged under 16, one in eight (12.5%) respondents stated that one person living in their household is 
aged under 16. 

Figure 3.4: QA5 - How many people living in your household are aged over 60?  

Valid Respondents 938 

 
·  Almost three fifths (58.1%) of respondents state that no people living in their household are aged 

over 60, almost three tenths (29.2%) respondents stated that one person living in their household is 
aged over 60. 
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Figure 3.5: QA6 – How would you describe the composition of your household?  

Valid Respondents 978 

 

·  Less than one quarter of respondents state that their household comprises of one adult under 60 
years of age (23.4%) or one adult aged 60 or over (23.2%). 
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3.2 Section B: Information About Your Housing and Area 

 

Table 3.4: QB1 – Taking everything into account how satisfied or dissatisfied are you 
with the overall service provided by your landlord? 

 Number % of responses 
   
Very satisfied 252 27.2 
Fairly satisfied 450 48.6 
Neither 90 9.7 
Fairly dissatisfied 76 8.2 
Very dissatisfied 58 6.3 
   
Total 926 100.0 

 
 
·  Three quarters (75.8%) of respondents stated that they are fairly (48.6%) or very (27.2%) satisfied 

with the overall service provided by One Vision Housing as landlords. 
 

Figure 3.6: QB2a - Overall how satisfied or dissatisfied are you with the quality 
of your home? 

Valid respondents 925 

 

·  More than three quarters (77.4%) of respondents stated that they were very (27.2%) or fairly 
(50.2%) satisfied with the quality of their home. 
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Figure 3.7: QB2b - Overall how satisfied or dissatisfied are you with the general 
condition of your property? 

Valid respondents 905 

 

·  Seven tenths (70.3%) of respondents stated that they were very (21.0%) or fairly (49.3%) satisfied 
with the general condition of their property. 

 

Figure 3.8: QB2c – How satisfied or dissatisfied are you with this neighbourhood as a 
place to live? 

Valid respondents 915 

 
 
·  More than three quarters (76.5%) of respondents were very (35.6%) or fairly (40.9%) satisfied 

with their neighbourhood as a place to live. 
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Figure 3.9: QB2d – How satisfied or dissatisfied are you with the value for money of 
your rent? 

Valid respondents 877 

 
 
·  Three quarters (75.7%) of respondents were very (31.6%) or fairly (44.1%) satisfied with the 

value for money of their rent. 

Table 3.5: QB3. How satisfied or dissatisfied are you with each of the following 
services provided by One Vision Housing? 

         Valid respondents (see table) 

 Very/fairly satisfied Very/fairly dissatisfied 
 Freq % Freq % 

Advice on rent payments 
(874) 

570 65.2 36 4.1 

Advice on moving home 
(822) 

271 33.0 67 8.1 

Support provided for new 
tenants (818) 

299 36.6 65 8.0 

Support provided for 
vulnerable tenants (832) 

283 34.0 118 14.2 

How enquiries are dealt with 
generally (904) 

611 67.6 143 15.8 

 

·  Respondents were asked how satisfied or dissatisfied they were with services provided to them 
from One Vision Housing, more than two thirds (67.6%) of respondents stated that they were very 
(23.9%) or fairly (43.7%) satisfied with how enquiries are dealt with and almost two thirds 
(65.2%) of respondents stated they were very (33.5%) or fairly (31.7%) satisfied with the advice 
they receive on rent payment.  . 
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Table 3.6: QB4 – What do you consider to be the three most important features of the 
service provided by One Vision Housing? 

 

 Most important feature of service   
 Freq % 
Repairs and maintenance 781 82.8 
Overall quality of home 497 52.7 
Dealing with ASB 421 44.6 
Keeping tenants informed 326 34.6 
Neighbourhood as a place to live 318 33.7 
Taking tenants views into account 238 25.2 
Value for money of rent 191 20.3 

 
·  Respondents were asked what they considered to be the most important aspects of the service that 

One Vision Housing provides, more than four in five (82.8%) respondents stated that repairs and 
maintenance was important, while just one fifth (20.3%) of respondents stated that the value for 
money of the rent was important. 

 Table 3.7: QB5 – Very/fairly big problems in neighbourhood 

        Valid respondents (see table) 

 Number 
(to respond to question) 

% saying 
‘very/fairly big 

problem’ 
   

Rubbish or litter 918 40.7 
Noisy neighbours 865 18.4 
Pets and animals 852 14.9 

Disruptive children/teenagers 886 33.3 
Racial or other harassment 839 8.1 
Drunk or rowdy behaviour 864 20.4 

Vandalism and graffiti 880 28.4 
People damaging your property 874 13.5 

Drug use or dealing 874 28.3 
Abandoned or burnt out vehicles 834 4.4 

Other crime 835 15.2 
Noise from traffic 857 15.9 

Car parking 862 28.1 
 

·  Respondents stated to what extent a problem they believe certain problems to be in their 
neighbourhood, just over two fifths (40.7%) of respondents stated that rubbish or litter is a very 
(16.7%) or fairly (24.1%) big problem in the neighbourhood.  One third (33.3%) of respondents 
stated that disruptive children or teenagers was a very (16.1%) or fairly (17.2%) big problem in 
their neighbourhood. 
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Figure 3.10: QB6 – Which payment methods do you currently use to pay your rent? 

Valid respondents 932 

 

·  More than half (55.6%) of respondents stated that they paid their rent through their benefits. 

 

·  Respondents were asked how satisfied they were with the current method by which they paid 
their rent; less than nine tenths (86.7%) of respondents said they were either very satisfied 
(73.4%) or fairly satisfied (13.3%). 
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Figure 3.11: QB8 – Would you recommend One Vision Housing to other prospective 
tenants?  

Valid respondents 946 

 

·  Seven tenths (70.2%) of respondents stated that they would recommend One Vision Housing to 
other prospective tenants. 

Table 3.8: QB9 – Why would you recommend One Vision Housing to other prospective 
tenants? 

         Valid respondents 664 

Reason to recommend One Vision Housing 
  
  
Category label  Freq % 
   
Overall quality of landlord 310 46.7 
Value for money of rent 289 43.5 
Quality of repairs service 276 41.6 
Condition of properties 257 38.7 
Customer care 246 37.0 
Choice of properties 175 26.4 
Other reason for recommendation 35 5.3 

·  Less than half (46.7%) of respondents stated that they would recommend One Vision Housing to 
other prospective tenants because of the overall quality of the landlord. 
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3.3 Section C: Your contact with One Vision Housing 

·  Over four in five (82.5%) of respondents stated that they had been in contact with One Vision 
Housing in the last 12 months. 

 

Table 3.9: QC2 – How did you last contact your landlord? 

Method Number  % of responses 
   

Phoned 606 78.4 
Visited office 141 18.2 
Wrote 13 1.7 
Email 6 0.8 
Can’t remember 4 0.5 
Other  3 0.4 
   
Total 773 100 

 

·  Over three quarters (78.4%) of respondents who had contacted One Vision Housing in the last 12 
months stated that they contacted them by telephone. 

Table 3.10: QC3 – What did you last have contact about? 

Purpose Number  % of responses 
   

Repairs 513 68.7 
Rent or Housing Benefit 94 12.6 
Other 40 5.4 
Neighbours 33 4.4 
Transfer or Exchange 30 4.0 
Garden/communal areas 22 2.9 
Can’t remember 15 2.0 
   
Total 747 100 

 

·  Over two thirds (68.7%) of respondents stated that when they last had contact with One Vision 
Housing it was to do with repairs. 

 

 

 

 

 

 



One Vision Housing   Mott MacDonald 
Tenant Satisfaction (General Needs)  One Vision Housing 
Survey 2007 

3-11 
242299AA01/01/A  -  Jan 2008/3-11 of 11 
P:\Liverpool\ITD\Projects\242299 OVH STATUS SURVEY 07\OVH STATUS Report 07.doc/ 
 
 

Figure 3.12: QC4 - When you last had contact, was getting hold of the right person…?  

Valid respondents 765 

 

·  Nearly three fifths (59.0%) of respondents stated that it was easy to get hold of the right person 
when contacting One Vision Housing. 

Figure 3.13: QC5 - When you last had contact did you find the staff…?  

Valid respondents 767 
 

 
·  More than four fifths (80.1%) of respondents stated that when they had contacted One Vision 

Housing they found the staff to be helpful. 
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Figure 3.14: QC6 - And were they able to deal with your problem? 

Valid respondents 766 

·  Less than three quarters (74.5%) of respondents who contacted One Vision Housing stated that 
the staff were able to deal with the problem. 

Figure 3.15: QC7 - Were you satisfied or dissatisfied with the outcome?  

Valid respondents 752 

 

·  Less than two thirds (62.8%) of respondents stated that they were satisfied with the outcome of 
their contact with One Vision Housing. 
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·  Over nine in ten respondents (92.3%) said that when they had contacted One Vision Housing in 
the past year the staff had been courteous. 

 
·  Almost nine tenths (88.2%) said that when they had contacted One Vision Housing in the past 

year the staff had been ready to help. 
 
·  Over nine in ten respondents (93.4%) said that when they had contacted One Vision Housing in 

the past year the staff had been friendly and polite. 
 
·  Just less than three quarters (73.6%) of respondents said that when they had contacted One Vision 

Housing in the past year the staff had been open and honest. 
 
·  Over four fifths (82.0%) of respondents said that when they had contacted One Vision Housing in 

the past year the staff had given them enough time to discuss things properly. 
 
·  Less than three quarters (73.4%) of respondents said that when they had contacted One Vision 

Housing in the past year the staff had given clear and accurate information. 
 
·  Less than half (46.1%) of respondents said that when they had contacted One Vision Housing in 

the past year the staff had promised something which wasn’ t followed up or achieved. 
 
·  More than one third (35.1%) of respondents said that when they had contacted One Vision 

Housing in the past year they had been needlessly passed from one person to another. 
 
·  Under seven tenths (68.5%) of respondents said that when they had contacted One Vision Housing 

in the past year the staff had dealt with their query/problem quickly. 

·  More than four fifths (83.4%) of respondents said that when they had contacted One Vision 
Housing in the past year the staff had treated them fairly. 

 

 

 

 

 

 

 

 

 

 

 

 



One Vision Housing   Mott MacDonald 
Tenant Satisfaction (General Needs)  One Vision Housing 
Survey 2007 

3-14 
242299AA01/01/A  -  Jan 2008/3-14 of 14 
P:\Liverpool\ITD\Projects\242299 OVH STATUS SURVEY 07\OVH STATUS Report 07.doc/ 
 
 

3.4 Section D: Your Repairs Service 

Figure 3.16:  QD1 - Generally, how satisfied or dissatisfied are you with the way your 
landlord deals with repairs and maintenance? 

Valid respondents 945 

 
·  Less than two thirds (65.7%) of respondents said they were very (28.9%) or fairly (36.8%) 

satisfied with the way your landlord deals with repairs and maintenance. 
 
·  Less than two thirds (66.1%) of respondents said they had repairs completed in the last 12 months. 
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Table 3.11: QD3. Thinking about your last completed repair, how would you rate it in 
terms of…? 

        Valid respondents (see table) 
 Very/fairly good Very/fairly poor 
 Freq % Freq % 

(a) Being told when workers 
will call (644) 

509 79.0 81 12.6 

(b) Time taken before work 
started (599) 

438 73.1 86 14.4 

(c) Speed at which work was 
completed (619) 

496 80.1 64 10.4 

(d) Attitude of workers (621) 549 88.4 21 3.4 
(e) Overall quality of repair 

work (622) 
491 78.9 75 12.1 

(f) Keeping dirt and mess to 
a minimum (620) 

517 83.4 54 8.7 

·  Almost nine tenths (88.4%) of respondents stated that during their last repair they rated the 
attitude of the workers as very (64.3%) or fairly (24.2%) good. 
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3.5 Section E: Communication and Information 

·  A letter was the preferred form of contact from One Vision Housing for four fifths (80.6%) of 
respondents, a magazine or newsletter was the preferred method of contact for three fifths 
(30.6%). 

Figure 3.17:  QE2 – Satisfaction that views are being taken into account by One Vision 
Housing 

Valid respondents 922 

·  Nearly seven tenths (69.4%) of respondents stated that they were very (28.2%) or fairly (41.2%) 
satisfied that tenants views are being taken into account by One Vision Housing. 
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Figure 3.18:  QE3. How good or poor do you feel One Vision Housing is at keeping you 
informed about things that might affect you as a tenant? 

         Valid respondents 904 

 

·  Just less than four fifths (78.3%) of respondent stated that they feel that One Vision Housing is 
very (34.0%) of fairly (44.4%) good at keeping them informed about things that might affect them 
as a tenant. 
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3.6 Section F: Anti Social Behaviour 

·  Less than one in seven (13.7%) respondents stated that they had reported anti social behaviour to 
One Vision Housing in the past 12 months. 

Figure 3.19: QF2 - When you last had contact, was getting hold of the right person…?  

Valid respondents 127 

 

 
·  More than two fifths (43.3%) of respondents stated  that when they have contacted One Vision 

Housing to report anti social behaviour stated it was easy to get hold of the right person. 
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Figure 3.20: QF3 - Did you find the staff helpful or unhelpful?  

Valid respondents 129 
 

 
·  Almost two thirds (65.1%) of respondents stated that when they had contacted One Vision 

Housing they found the staff to be helpful. 

Figure 3.21: QF4 - And were they able to deal with your problem? 

Valid respondents 124 

·  More than two fifths (43.5%) of respondents who contacted One Vision Housing stated that the 
staff who they reported anti social behaviour to were able to deal with the problem. 
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Table 3.12: QF5. How satisfied or dissatisfied were you with the following aspects of 
how your report was handled? 

        Valid respondents (see table) 
 Very/fairly satisfied Very/fairly dissatisfied 
 Freq % Freq % 

(a) Advice provided by staff 
(115) 

76 66.1 20 17.4 

(b) Being kept informed (112) 49 43.8 39 34.8 
(c) Support provided by staff 

(109) 
57 52.3 31 28.4 

(d) How the report was dealt 
with (115) 

64 55.7 35 30.5 

(e) Speed with which the 
report was dealt with (114) 

54 47.4 64 37.7 

(f) The final outcome of the 
report (114) 

48 42.1 45 39.5 

 

·  Two thirds (66.1%) of respondents stated that when they contacted One Vision Housing they were 
very (35.7%) or fairly (30.4%) satisfied with the advice provided by staff. 
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3.7 Section G: Future Plans 

 

Figure 3.22: QG1 – How likely are you to move from your current home in the next 3 
years? 

Valid Respondents 931 

 

·  Almost three fifths (59.5%) of respondents stated that they were very unlikely to be moving in the 
next 3 years. 

·  Of the respondents who were very or fairly likely to move in the next 3 years two fifths (40.7%) 
stated they would still rent their accommodation from One Vision Housing. 
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3.8 Section H: Any other Comments 

Table 3.13: QH1 Further comments regarding tenants home or services from Council 
as landlord. 

Section H further comments   valid cases  366 
       
  Count % of % of 
Category label    responses cases 
Good service provided by OVH/happy with 
issues 52 14.2 17.5 
Repairs take a very long time to complete 38 10.4 12.6 
No modernisation done – heating, windows etc 19 5.2 6.3 
Require a new, updated bathroom 13 3.6 4.3 
Require a new kitchen 12 3.3 4.0 
Require a new heating system/alterations to 
heating 10 2.7 3.3 
Doors need replacing 10 2.7 3.3 
Dissatisfied with the way we are treated when 
it comes to repairs 9 2.5 3.0 
Helpful/good staff 8 2.2 2.6 
Repairmen are cowboys/messy 7 1.9 2.3 
Would like to move to a different property 7 1.9 2.3 
Everyone in the neighbourhood has pvc 
windows fitted except for me 6 1.6 2.0 
Passed from person to person/not answered 
when phoned OVH 6 1.6 2.0 
Was promised refurbishment, not yet 
happened 6 1.6 2.0 
Other 163   
    
Total 366 100 121.2 

*  For a full list of responses see appendix B 
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3.9 Section I: Background Information 

 
·  96.8% of respondents described the tenants of the home as being “White-British” .  3.2% of 

respondents to the survey stated that the tenants of the home fell into the category of “ethnic 
minority”  (i.e. not White British). 

 

·  95.5% of respondents described the spouse/partner of the tenant of the home as being “White-
British” . 

 

·  More than half (54.4%) of respondents said that some one in their household suffered from a long-
standing illness, disability or infirmity.  Of these respondents stating that someone in their 
household has a long standing illness, disability or infirmity less than one in seven (13.8%) state 
that they use a wheelchair. 

 

Table 3.14:  QI4 – What was the age of the tenant of this home (and their 
partner/spouse) on their last birthday? 

Age Tenant Partner/Spouse 
 Number of 

respondents. 
% of  

Respondents. 
Number of 

respondents. 
% of 

Respondents. 
     
16-24 43 4.9 10 3.5 
25-34 78 8.9 19 6.7 
35-44 162 18.4 36 12.7 
45-54 176 20.0 60 21.1 
55-59 70 8.0 41 14.4 
60-64 67 7.6 28 9.9 
65-74 163 18.5 65 22.9 
75-84 88 10.0 20 7.0 
85+ 33 3.8 5 1.8 
     
Totals 880 100 284 100 

 
 
·  One fifth (20.0%) of respondents stated that the tenant of the home was aged between 45 and 54 

years. 

 

·  Just under three fifths (58.9%) of respondents stated that the tenant of the home was female. 

 

·  More than four fifths (81.8%) of respondents stated that their sexual orientation was heterosexual, 
one in eight (12.5%) of respondents stated that they would prefer not to say what their sexual 
orientation is. 

·  Over three quarters (77.6%) of respondents stated that they were Christians, more than one in six 
(17.5%) respondents described themselves as having no religion. 
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Table 3.15: QI8. Work status 

Work Status Tenant Partner/Spouse 
 Number of 

resp. 
% of  
resp. 

Number of 
resp. 

% of  
resp. 

     
Full time employee 107 12.2 42 16.7 
Part time employee 61 7.0 18 7.1 
Self employed 9 1.0 7 2.8 
Government supported training 
scheme 

3 0.3   

Unemployed & available to work 77 8.8 12 4.8 
Retired 269 30.7 70 27.8 
Full time education 5 0.6   
Looking after family/home 95 10.9 32 12.7 
Sick/disabled 241 27.5 63 25.0 
Something else 8 0.9 8 3.2 
     
Totals 875 100 252 100 

 

·  Three tenths (30.7%) of respondents said that the work status of the tenant of the home was 
“wholly retired from work” , just less than this (27.5%) said that they were “permanently 
sick/disabled”  and more than one tenth (12.2%) said that they were employed full time. 
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Table 3.16:  QI19 – What kinds of income do you (and your partner) receive? 

         Valid respondents 1014 

Type of Income Number of responses % of respondents 
   
Income support 445 43.9 
State Pension 324 32.0 
Other state benefits 233 23.0 
Child Benefit 220 21.7 
Earnings from employment/ self 
employment 

180 17.8 

Tax credits 172 17.0 
Pension from former employer 101 10.0 
Job Seekers Allowance 37 4.0 
Other sources 33 3.3 
Interest from savings 21 2.1 
No source of income 17 1.7 
Other regular allowance 12 1.2 

 
·  More than two fifths (43.9%) of respondents state that they (and their partner) receive income 

support, just less than one third (32.0%) stated that they receive income from a state pension. 

·  Less than three quarters (74.5%) of respondent stated that their household currently receives 
housing benefit (either paid directly to them or directly to their landlord). 
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Figure 3.23: QI11 – Which group represents you (and your partner’s) total NET 
income? 

         Valid respondents 766 

 
 
·  Just over half (53.5%) of respondents said that the group £100-£199 per week or £5200 - £10399 

per year represents their (and their partners) total NET income. 
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Appendix A  The questionnaire 
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Appendix B  Tabulated results 

A1: How long been tenant of OVH

159 16.0 17.7 17.7

257 25.9 28.6 46.3

93 9.4 10.4 56.7

74 7.5 8.2 64.9

92 9.3 10.2 75.2

164 16.5 18.3 93.4

59 5.9 6.6 100.0

898 90.5 100.0

94 9.5

992 100.0

Under 1 year

1-2 years

3-5 years

6-10 years

11-20 years

21+ years

Don©t know/can©t
remember

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

A2: How long lived in this home

83 8.4 9.0 9.0

74 7.5 8.1 17.1

133 13.4 14.5 31.6

136 13.7 14.8 46.4

167 16.8 18.2 64.6

320 32.3 34.9 99.5

5 .5 .5 100.0

918 92.5 100.0

74 7.5

992 100.0

Under 1 year

1-2 years

3-5 years

6-10 years

11-20 years

21+ years

Don©t know/can©t
remember

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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A3: Total living here

444 44.8 46.2 46.2

258 26.0 26.8 73.0

136 13.7 14.1 87.1

76 7.7 7.9 95.0

31 3.1 3.2 98.2

9 .9 .9 99.2

7 .7 .7 99.9

1 .1 .1 100.0

962 97.0 100.0

30 3.0

992 100.0

1

2

3

4

5

6

7

10

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

A4: Total -16 living here

710 71.6 76.7 76.7

116 11.7 12.5 89.2

67 6.8 7.2 96.4

24 2.4 2.6 99.0

7 .7 .8 99.8

2 .2 .2 100.0

926 93.3 100.0

66 6.7

992 100.0

0

1

2

3

4

5

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

A5: Total +60 living here

545 54.9 58.1 58.1

274 27.6 29.2 87.3

118 11.9 12.6 99.9

1 .1 .1 100.0

938 94.6 100.0

54 5.4

992 100.0

0

1

2

4

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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A6: Composition of household

229 23.1 23.4 23.4

227 22.9 23.2 46.6

79 8.0 8.1 54.7

104 10.5 10.6 65.3

86 8.7 8.8 74.1

136 13.7 13.9 88.0

66 6.7 6.7 94.8

51 5.1 5.2 100.0

978 98.6 100.0

14 1.4

992 100.0

One adult under 60

One adult aged 60 or over

Two adults both under 60

Two adults, at least one
aged 60 or over

Three or more adults, 16
or over

1 parent family with
child/ren, at least one
under 16

2 parent family with
child/ren, at least one
under 16

Other

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B1: Satisfaction with overall service from OVH

252 25.4 27.2 27.2

450 45.4 48.6 75.8

90 9.1 9.7 85.5

76 7.7 8.2 93.7

58 5.8 6.3 100.0

926 93.3 100.0

66 6.7

992 100.0

Very satisfied

Fairly satisfied

Neither

Fairly dissatisfied

Very dissatisfied

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B2a: Satisfaction with overall quality of home

252 25.4 27.2 27.2

464 46.8 50.2 77.4

53 5.3 5.7 83.1

103 10.4 11.1 94.3

53 5.3 5.7 100.0

925 93.2 100.0

67 6.8

992 100.0

Very satisfied

Fairly satisfied

Neither

Fairly dissatisfied

Very dissatisfied

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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B2b: Satisfaction with general condition of property

190 19.2 21.0 21.0

446 45.0 49.3 70.3

63 6.4 7.0 77.2

138 13.9 15.2 92.5

68 6.9 7.5 100.0

905 91.2 100.0

87 8.8

992 100.0

Very satisfied

Fairly satisfied

Neither

Fairly dissatisfied

Very dissatisfied

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B2c: Satisfaction with neighbourhood as a place to live

326 32.9 35.6 35.6

374 37.7 40.9 76.5

65 6.6 7.1 83.6

91 9.2 9.9 93.6

59 5.9 6.4 100.0

915 92.2 100.0

77 7.8

992 100.0

Very satisfied

Fairly satisfied

Neither

Fairly dissatisfied

Very dissatisfied

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B2d: Satisfaction with value for money of your rent

277 27.9 31.6 31.6

387 39.0 44.1 75.7

128 12.9 14.6 90.3

48 4.8 5.5 95.8

37 3.7 4.2 100.0

877 88.4 100.0

115 11.6

992 100.0

Very satisfied

Fairly satisfied

Neither

Fairly dissatisfied

Very dissatisfied

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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B3a: Satisfaction with advice on rent payments

293 29.5 33.5 33.5

277 27.9 31.7 65.2

156 15.7 17.8 83.1

22 2.2 2.5 85.6

14 1.4 1.6 87.2

112 11.3 12.8 100.0

874 88.1 100.0

118 11.9

992 100.0

Very satisfied

Fairly satisfied

Neither

Fairly dissatisfied

Very dissatisfied

No opinion

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B3b: Satisfaction with advice on moving home

118 11.9 14.4 14.4

153 15.4 18.6 33.0

222 22.4 27.0 60.0

29 2.9 3.5 63.5

38 3.8 4.6 68.1

262 26.4 31.9 100.0

822 82.9 100.0

170 17.1

992 100.0

Very satisfied

Fairly satisfied

Neither

Fairly dissatisfied

Very dissatisfied

No opinion

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B3c: Satisfaction with support provided to new tenants

121 12.2 14.8 14.8

178 17.9 21.8 36.6

201 20.3 24.6 61.1

30 3.0 3.7 64.8

35 3.5 4.3 69.1

253 25.5 30.9 100.0

818 82.5 100.0

174 17.5

992 100.0

Very satisfied

Fairly satisfied

Neither

Fairly dissatisfied

Very dissatisfied

No opinion

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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B3d: Satisfaction with support provided to vulnerable tenants

112 11.3 13.5 13.5

171 17.2 20.6 34.0

190 19.2 22.8 56.9

57 5.7 6.9 63.7

61 6.1 7.3 71.0

241 24.3 29.0 100.0

832 83.9 100.0

160 16.1

992 100.0

Very satisfied

Fairly satisfied

Neither

Fairly dissatisfied

Very dissatisfied

No opinion

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B3e: Satisfaction with how enquiries are dealt with generally

216 21.8 23.9 23.9

395 39.8 43.7 67.6

95 9.6 10.5 78.1

76 7.7 8.4 86.5

67 6.8 7.4 93.9

55 5.5 6.1 100.0

904 91.1 100.0

88 8.9

992 100.0

Very satisfied

Fairly satisfied

Neither

Fairly dissatisfied

Very dissatisfied

No opinion

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B4a: Keeping tenants informed is one of three most important aspects

617 62.2 65.4 65.4

326 32.9 34.6 100.0

943 95.1 100.0

49 4.9

992 100.0

Not one of three
most important

One of three
most important

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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B4b: Overall quality of home is one of three most important aspects

446 45.0 47.3 47.3

497 50.1 52.7 100.0

943 95.1 100.0

49 4.9

992 100.0

Not one of three
most important

One of three
most important

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B4c: Taking tenants views into account is one of three most important aspects

705 71.1 74.8 74.8

238 24.0 25.2 100.0

943 95.1 100.0

49 4.9

992 100.0

Not one of three
most important

One of three
most important

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B4d: Repairs and maintenance is one of three most important aspects

162 16.3 17.2 17.2

781 78.7 82.8 100.0

943 95.1 100.0

49 4.9

992 100.0

Not one of three
most important

One of three
most important

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B4e: Dealing with ASB is one of three most important aspects

522 52.6 55.4 55.4

421 42.4 44.6 100.0

943 95.1 100.0

49 4.9

992 100.0

Not one of three
most important

One of three
most important

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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B4f: Neighbourhood as a place to live is one of three most important aspects

625 63.0 66.3 66.3

318 32.1 33.7 100.0

943 95.1 100.0

49 4.9

992 100.0

Not one of three
most important

One of three
most important

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B4g: Value for money of rent is one of three most important aspects

752 75.8 79.7 79.7

191 19.3 20.3 100.0

943 95.1 100.0

49 4.9

992 100.0

Not one of three
most important

One of three
most important

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B5a: Extent of rubbish/litter problem in neighbourhood

153 15.4 16.7 16.7

221 22.3 24.1 40.7

316 31.9 34.4 75.2

228 23.0 24.8 100.0

918 92.5 100.0

74 7.5

992 100.0

Very big problem

Fairly big problem

Not a very big problem

Not a problem at all

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B5b: Extent of noisy neighbour problem in neighbourhood

66 6.7 7.6 7.6

93 9.4 10.8 18.4

301 30.3 34.8 53.2

405 40.8 46.8 100.0

865 87.2 100.0

127 12.8

992 100.0

Very big problem

Fairly big problem

Not a very big problem

Not a problem at all

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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B5c: Extent of pet/animal problem in neighbourhood

62 6.3 7.3 7.3

65 6.6 7.6 14.9

268 27.0 31.5 46.4

457 46.1 53.6 100.0

852 85.9 100.0

140 14.1

992 100.0

Very big problem

Fairly big problem

Not a very big problem

Not a problem at all

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B5d: Extent of disruptive children/teenagers problem in neighbourhood

143 14.4 16.1 16.1

152 15.3 17.2 33.3

271 27.3 30.6 63.9

320 32.3 36.1 100.0

886 89.3 100.0

106 10.7

992 100.0

Very big problem

Fairly big problem

Not a very big problem

Not a problem at all

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B5e: Extent of racial/other harrassment problem in neighbourhood

31 3.1 3.7 3.7

37 3.7 4.4 8.1

165 16.6 19.7 27.8

606 61.1 72.2 100.0

839 84.6 100.0

153 15.4

992 100.0

Very big problem

Fairly big problem

Not a very big problem

Not a problem at all

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B5f: Extent of drunk/rowdy behaviour problem in neighbourhood

77 7.8 8.9 8.9

99 10.0 11.5 20.4

244 24.6 28.2 48.6

444 44.8 51.4 100.0

864 87.1 100.0

128 12.9

992 100.0

Very big problem

Fairly big problem

Not a very big problem

Not a problem at all

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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B5g: Extent of vandalism/graffiti problem in neighbourhood

104 10.5 11.8 11.8

146 14.7 16.6 28.4

273 27.5 31.0 59.4

357 36.0 40.6 100.0

880 88.7 100.0

112 11.3

992 100.0

Very big problem

Fairly big problem

Not a very big problem

Not a problem at all

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B5h: Extent of people damaging property problem in neighbourhood

56 5.6 6.4 6.4

62 6.3 7.1 13.5

245 24.7 28.0 41.5

511 51.5 58.5 100.0

874 88.1 100.0

118 11.9

992 100.0

Very big problem

Fairly big problem

Not a very big problem

Not a problem at all

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B5i: Extent of drug use/dealing problem in neighbourhood

116 11.7 13.3 13.3

131 13.2 15.0 28.3

209 21.1 23.9 52.2

418 42.1 47.8 100.0

874 88.1 100.0

118 11.9

992 100.0

Very big problem

Fairly big problem

Not a very big problem

Not a problem at all

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B5j: Extent of abandoned/burnt out vehicle problem in neighbourhood

11 1.1 1.3 1.3

26 2.6 3.1 4.4

175 17.6 21.0 25.4

622 62.7 74.6 100.0

834 84.1 100.0

158 15.9

992 100.0

Very big problem

Fairly big problem

Not a very big problem

Not a problem at all

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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B5k: Extent of other crime problem in neighbourhood

50 5.0 6.0 6.0

77 7.8 9.2 15.2

297 29.9 35.6 50.8

411 41.4 49.2 100.0

835 84.2 100.0

157 15.8

992 100.0

Very big problem

Fairly big problem

Not a very big problem

Not a problem at all

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B5l:  Extent of noise from traffic problem in neighbourhood

56 5.6 6.5 6.5

80 8.1 9.3 15.9

249 25.1 29.1 44.9

472 47.6 55.1 100.0

857 86.4 100.0

135 13.6

992 100.0

Very big problem

Fairly big problem

Not a very big problem

Not a problem at all

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B5m: Extent of car parking problem in neighbourhood

128 12.9 14.8 14.8

114 11.5 13.2 28.1

241 24.3 28.0 56.0

379 38.2 44.0 100.0

862 86.9 100.0

130 13.1

992 100.0

Very big problem

Fairly big problem

Not a very big problem

Not a problem at all

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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B6: Current rent payment method

209 21.1 22.4 22.4

14 1.4 1.5 23.9

101 10.2 10.8 34.8

5 .5 .5 35.3

58 5.8 6.2 41.5

518 52.2 55.6 97.1

19 1.9 2.0 99.1

5 .5 .5 99.7

3 .3 .3 100.0

932 94.0 100.0

60 6.0

992 100.0

Pay at post office
using rent card

Pay via telephone

Pay by Direct Debit

Pay by cheque via post

Pay cash at finance
offices

Rent paid through
benefits

Other

On-line payments

Pay using Payzone

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B6oth: Other current rent payment method

2 .2 100.0 100.0

913 92.0

77 7.8

990 99.8

992 100.0

Standing orderValid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B7: Satisfaction with current rent payment method

463 46.7 73.4 73.4

84 8.5 13.3 86.7

34 3.4 5.4 92.1

8 .8 1.3 93.3

13 1.3 2.1 95.4

29 2.9 4.6 100.0

631 63.6 100.0

361 36.4

992 100.0

Very satisfied

Fairly satisfied

Neither satisfied nor
dissatisfied

Fairly dissatisfied

Very dissatisfied

No opinion/Don©t know

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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B8: Recommend OVH to other tenants

664 66.9 70.2 70.2

64 6.5 6.8 77.0

218 22.0 23.0 100.0

946 95.4 100.0

46 4.6

992 100.0

Yes

No

Don©t know

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B9a: Would recommend due to overall quality of landlord

354 35.7 53.3 53.3

310 31.3 46.7 100.0

664 66.9 100.0

282 28.4

46 4.6

328 33.1

992 100.0

No

Yes

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B9b: Would recommend due to customer care

418 42.1 63.0 63.0

246 24.8 37.0 100.0

664 66.9 100.0

282 28.4

46 4.6

328 33.1

992 100.0

No

Yes

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B9c: Would recommend due to choice of properties

489 49.3 73.6 73.6

175 17.6 26.4 100.0

664 66.9 100.0

282 28.4

46 4.6

328 33.1

992 100.0

No

Yes

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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B9d: Would recommend due to quality of repairs service

388 39.1 58.4 58.4

276 27.8 41.6 100.0

664 66.9 100.0

282 28.4

46 4.6

328 33.1

992 100.0

No

Yes

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B9e: Would recommend due to value for money of rent

375 37.8 56.5 56.5

289 29.1 43.5 100.0

664 66.9 100.0

282 28.4

46 4.6

328 33.1

992 100.0

No

Yes

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B9f: Would recommend due to condition of properties

407 41.0 61.3 61.3

257 25.9 38.7 100.0

664 66.9 100.0

282 28.4

46 4.6

328 33.1

992 100.0

No

Yes

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

B9g: Would recommend due to other reason

629 63.4 94.7 94.7

35 3.5 5.3 100.0

664 66.9 100.0

282 28.4

46 4.6

328 33.1

992 100.0

No

Yes

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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B9oth: Other reason to recommend OVH

2 .2 33.3 33.3

1 .1 16.7 50.0

1 .1 16.7 66.7

1 .1 16.7 83.3

1 .1 16.7 100.0

6 .6 100.0

911 91.8

75 7.6

986 99.4

992 100.0

Secure tenancy

High chance of
obtaining property

Reasonable amount of
allowance offered

Improving the condition
of the property

Area they cover

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

C1: Contact with OVH in last 12 months

786 79.2 82.5 82.5

144 14.5 15.1 97.6

23 2.3 2.4 100.0

953 96.1 100.0

39 3.9

992 100.0

Yes

No

Don©t know

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

C2: Method of last contact with OVH

606 61.1 78.4 78.4

141 14.2 18.2 96.6

13 1.3 1.7 98.3

4 .4 .5 98.8

3 .3 .4 99.2

6 .6 .8 100.0

773 77.9 100.0

167 16.8

52 5.2

219 22.1

992 100.0

Phoned

Visited office

Wrote

Can©t remember

Other

E-mail

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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C2oth: Other method of contact

1 .1 100.0 100.0

937 94.5

54 5.4

991 99.9

992 100.0

Through care workerValid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

C3: Purpose of last contact with OVH

513 51.7 68.7 68.7

94 9.5 12.6 81.3

30 3.0 4.0 85.3

33 3.3 4.4 89.7

22 2.2 2.9 92.6

40 4.0 5.4 98.0

15 1.5 2.0 100.0

747 75.3 100.0

78 7.9

167 16.8

245 24.7

992 100.0

Repairs

Rent/housing benefit

Transfer/exchange

Neighbours/neighbourho
od issues

Garden/communal areas

Other

Can©t remember

Total

Valid

Not answered

Not applicable

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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C3oth: Other purpose of last contact

1 .1 3.2 3.2

3 .3 9.7 12.9

3 .3 9.7 22.6

3 .3 9.7 32.3

1 .1 3.2 35.5

2 .2 6.5 41.9

1 .1 3.2 45.2

2 .2 6.5 51.6

1 .1 3.2 54.8

1 .1 3.2 58.1

3 .3 9.7 67.7

1 .1 3.2 71.0

1 .1 3.2 74.2

2 .2 6.5 80.6

2 .2 6.5 87.1

1 .1 3.2 90.3

1 .1 3.2 93.5

1 .1 3.2 96.8

1 .1 3.2 100.0

31 3.1 100.0

874 88.1

87 8.8

961 96.9

992 100.0

Compensation

Kitchen

Bidding for houses

Installing central heating

No bins/rubbish
everywhere

Large refuse removed

Changed name on
rentbook

Rats in garden

To get new home
insurance card sent out

Chapel House
Committee

Cleansing

Council Tax

Vandalism

Ask permission to make
improvements

Refuse collection

Rehousing family nearby

Tenancy agreement

Remove household items

Drains

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

C4: How easy getting hold of right person

451 45.5 59.0 59.0

200 20.2 26.1 85.1

84 8.5 11.0 96.1

30 3.0 3.9 100.0

765 77.1 100.0

167 16.8

60 6.0

227 22.9

992 100.0

Easy

Difficult

Neither

Can©t remember

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 



One Vision Housing   Mott MacDonald 
Tenant Satisfaction (General Needs)  One Vision Housing 
Survey 2007 

B-18 
242299AA01/01/A  -  Jan 2008/B-18 of 18 
P:\Liverpool\ITD\Projects\242299 OVH STATUS SURVEY 07\OVH STATUS Report 07.doc/ 
 
 

C5: How did you find the staff

614 61.9 80.1 80.1

60 6.0 7.8 87.9

79 8.0 10.3 98.2

14 1.4 1.8 100.0

767 77.3 100.0

167 16.8

58 5.8

225 22.7

992 100.0

Helpful

Unhelpful

Neither

Can©t remember

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

C6: Were they able to deal with problem

571 57.6 74.5 74.5

128 12.9 16.7 91.3

55 5.5 7.2 98.4

12 1.2 1.6 100.0

766 77.2 100.0

167 16.8

59 5.9

226 22.8

992 100.0

Able to deal with problem

Unable to deal with
problem

Neither

Can©t remember

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

C7: Satisfaction with outcome

472 47.6 62.8 62.8

177 17.8 23.5 86.3

90 9.1 12.0 98.3

13 1.3 1.7 100.0

752 75.8 100.0

167 16.8

73 7.4

240 24.2

992 100.0

Satisfied

Dissatisfied

Neither

Can©t remember

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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C8a: In past year have OVH staff been courteous

609 61.4 92.3 92.3

24 2.4 3.6 95.9

27 2.7 4.1 100.0

660 66.5 100.0

167 16.8

165 16.6

332 33.5

992 100.0

Yes

No

Don©t know

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

C8b: In past year have OVH staff been ready to help

596 60.1 88.2 88.2

53 5.3 7.8 96.0

27 2.7 4.0 100.0

676 68.1 100.0

167 16.8

149 15.0

316 31.9

992 100.0

Yes

No

Don©t know

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

C8c: In past year have OVH staff been friendly and polite

618 62.3 93.4 93.4

19 1.9 2.9 96.2

25 2.5 3.8 100.0

662 66.7 100.0

167 16.8

163 16.4

330 33.3

992 100.0

Yes

No

Don©t know

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 



One Vision Housing   Mott MacDonald 
Tenant Satisfaction (General Needs)  One Vision Housing 
Survey 2007 

B-20 
242299AA01/01/A  -  Jan 2008/B-20 of 20 
P:\Liverpool\ITD\Projects\242299 OVH STATUS SURVEY 07\OVH STATUS Report 07.doc/ 
 
 

C8d: In past year have OVH staff been open and honest

465 46.9 73.6 73.6

69 7.0 10.9 84.5

98 9.9 15.5 100.0

632 63.7 100.0

167 16.8

193 19.5

360 36.3

992 100.0

Yes

No

Don©t know

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

C8e: In past year have OVH staff given enough time to discuss things properly

521 52.5 82.0 82.0

88 8.9 13.9 95.9

26 2.6 4.1 100.0

635 64.0 100.0

167 16.8

190 19.2

357 36.0

992 100.0

Yes

No

Don©t know

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

C8f: In past year have OVH staff given clear and accurate information

463 46.7 73.4 73.4

112 11.3 17.7 91.1

56 5.6 8.9 100.0

631 63.6 100.0

167 16.8

194 19.6

361 36.4

992 100.0

Yes

No

Don©t know

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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C8g: In past year have OVH staff promised anything not followed up/achieved

285 28.7 46.1 46.1

281 28.3 45.5 91.6

52 5.2 8.4 100.0

618 62.3 100.0

167 16.8

207 20.9

374 37.7

992 100.0

Yes

No

Don©t know

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

C8h: In past year have OVH staff needlessley passed you from one to another

222 22.4 35.1 35.1

377 38.0 59.6 94.6

34 3.4 5.4 100.0

633 63.8 100.0

167 16.8

192 19.4

359 36.2

992 100.0

Yes

No

Don©t know

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

C8i: In past year have OVH staff dealt with your query/problem quickly

440 44.4 68.5 68.5

169 17.0 26.3 94.9

33 3.3 5.1 100.0

642 64.7 100.0

167 16.8

183 18.4

350 35.3

992 100.0

Yes

No

Don©t know

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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C8j: In past year have OVH staff treated you fairly

538 54.2 83.4 83.4

65 6.6 10.1 93.5

42 4.2 6.5 100.0

645 65.0 100.0

167 16.8

180 18.1

347 35.0

992 100.0

Yes

No

Don©t know

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

D1: General satisfaction with repairs and maintenance

273 27.5 28.9 28.9

348 35.1 36.8 65.7

48 4.8 5.1 70.8

114 11.5 12.1 82.9

109 11.0 11.5 94.4

53 5.3 5.6 100.0

945 95.3 100.0

47 4.7

992 100.0

Very satisfied

Fairly satisfied

Neither

Fairly dissatisfied

Very dissatisfied

No opinion/Don©t know

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

D2: repairs completed in last 12 months

653 65.8 66.1 66.1

241 24.3 24.4 90.5

94 9.5 9.5 100.0

988 99.6 100.0

4 .4

992 100.0

Yes

No

Can©t remember

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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D3a: Rating in terms of being told when workers would call

320 32.3 49.7 49.7

189 19.1 29.3 79.0

49 4.9 7.6 86.6

47 4.7 7.3 93.9

34 3.4 5.3 99.2

5 .5 .8 100.0

644 64.9 100.0

335 33.8

13 1.3

348 35.1

992 100.0

Very good

Fairly good

Neither

Fairly poor

Very poor

No opinion

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

D3b: Rating in terms of time taken before work started

213 21.5 35.6 35.6

225 22.7 37.6 73.1

63 6.4 10.5 83.6

46 4.6 7.7 91.3

40 4.0 6.7 98.0

12 1.2 2.0 100.0

599 60.4 100.0

335 33.8

58 5.8

393 39.6

992 100.0

Very good

Fairly good

Neither

Fairly poor

Very poor

No opinion

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

D3c: Rating in terms of speed at which work was completed

306 30.8 49.4 49.4

190 19.2 30.7 80.1

52 5.2 8.4 88.5

32 3.2 5.2 93.7

32 3.2 5.2 98.9

7 .7 1.1 100.0

619 62.4 100.0

335 33.8

38 3.8

373 37.6

992 100.0

Very good

Fairly good

Neither

Fairly poor

Very poor

No opinion

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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D3d: Rating in terms of attitude of workers

399 40.2 64.3 64.3

150 15.1 24.2 88.4

42 4.2 6.8 95.2

11 1.1 1.8 96.9

10 1.0 1.6 98.6

9 .9 1.4 100.0

621 62.6 100.0

335 33.8

36 3.6

371 37.4

992 100.0

Very good

Fairly good

Neither

Fairly poor

Very poor

No opinion

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

D3e: Rating in terms of overall quality of repair work

314 31.7 50.5 50.5

177 17.8 28.5 78.9

46 4.6 7.4 86.3

41 4.1 6.6 92.9

34 3.4 5.5 98.4

10 1.0 1.6 100.0

622 62.7 100.0

335 33.8

35 3.5

370 37.3

992 100.0

Very good

Fairly good

Neither

Fairly poor

Very poor

No opinion

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

D3f: Rating in terms of keeping dirt and mess to a minimum

334 33.7 53.9 53.9

183 18.4 29.5 83.4

42 4.2 6.8 90.2

24 2.4 3.9 94.0

30 3.0 4.8 98.9

7 .7 1.1 100.0

620 62.5 100.0

335 33.8

37 3.7

372 37.5

992 100.0

Very good

Fairly good

Neither

Fairly poor

Very poor

No opinion

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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E1a: Open meetings/AGM one of preferred contact methods

855 86.2 91.7 91.7

77 7.8 8.3 100.0

932 94.0 100.0

60 6.0

992 100.0

No

Yes

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

E1b: Residents groups/forums one of preferred contact methods

844 85.1 90.6 90.6

88 8.9 9.4 100.0

932 94.0 100.0

60 6.0

992 100.0

No

Yes

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

E1c: On-line forums one of preferred contact methods

919 92.6 98.6 98.6

13 1.3 1.4 100.0

932 94.0 100.0

60 6.0

992 100.0

No

Yes

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

E1d: Letter one of preferred contact methods

181 18.2 19.4 19.4

751 75.7 80.6 100.0

932 94.0 100.0

60 6.0

992 100.0

No

Yes

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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E1e: Telephone one of preferred contact methods

684 69.0 73.4 73.4

248 25.0 26.6 100.0

932 94.0 100.0

60 6.0

992 100.0

No

Yes

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

E1f: Personal visit one of preferred contact methods

734 74.0 78.8 78.8

198 20.0 21.2 100.0

932 94.0 100.0

60 6.0

992 100.0

No

Yes

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

E1g: E-mail one of preferred contact methods

881 88.8 94.5 94.5

51 5.1 5.5 100.0

932 94.0 100.0

60 6.0

992 100.0

No

Yes

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

E1h: Magazine/newsletter one of preferred contact methods

647 65.2 69.4 69.4

285 28.7 30.6 100.0

932 94.0 100.0

60 6.0

992 100.0

No

Yes

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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E1i: Other preferred contact method

923 93.0 99.0 99.0

9 .9 1.0 100.0

932 94.0 100.0

60 6.0

992 100.0

No

Yes

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

E1oth: Other contact method specified

1 .1 100.0 100.0

923 93.0

68 6.9

991 99.9

992 100.0

Txt messageValid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

E2: Satisfaction that views are being taken into account by OVH

227 22.9 24.6 24.6

331 33.4 35.9 60.5

146 14.7 15.8 76.4

55 5.5 6.0 82.3

45 4.5 4.9 87.2

118 11.9 12.8 100.0

922 92.9 100.0

70 7.1

992 100.0

Very satisfied

Fairly satisfied

Neither

Fairly dissatisfied

Very dissatisfied

No opinion

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

E3: How good OVH is at keeping respondent informed about things affecting them
as a tenant

307 30.9 34.0 34.0

401 40.4 44.4 78.3

97 9.8 10.7 89.0

43 4.3 4.8 93.8

25 2.5 2.8 96.6

31 3.1 3.4 100.0

904 91.1 100.0

88 8.9

992 100.0

Very good

Fairly good

Neither

Fairly poor

Very poor

No opinion

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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F1: Reported ASB in past 12 months

130 13.1 13.7 13.7

819 82.6 86.3 100.0

949 95.7 100.0

43 4.3

992 100.0

Yes

No

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

F2: Ease of getting hold of the right person

55 5.5 43.3 43.3

48 4.8 37.8 81.1

17 1.7 13.4 94.5

7 .7 5.5 100.0

127 12.8 100.0

819 82.6

46 4.6

865 87.2

992 100.0

Easy

Difficult

Neither

Can©t remember

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

F3: Helpfulness of staff

84 8.5 65.1 65.1

20 2.0 15.5 80.6

19 1.9 14.7 95.3

6 .6 4.7 100.0

129 13.0 100.0

819 82.6

44 4.4

863 87.0

992 100.0

Helpful

Unhelpful

Neither

Can©t remember

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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F4: Ability to deal with problem

54 5.4 43.5 43.5

44 4.4 35.5 79.0

21 2.1 16.9 96.0

5 .5 4.0 100.0

124 12.5 100.0

819 82.6

49 4.9

868 87.5

992 100.0

Able to deal

Unable to deal

Neither

Can©t remember

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

F5a: Satisfaction with advice provided by staff

41 4.1 35.7 35.7

35 3.5 30.4 66.1

19 1.9 16.5 82.6

13 1.3 11.3 93.9

7 .7 6.1 100.0

115 11.6 100.0

819 82.6

58 5.8

877 88.4

992 100.0

Very satisfied

Fairly satisfied

Neither

Fairly dissatisfied

Very dissatisfied

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

F5b: Satisfaction with being kept informed

29 2.9 25.9 25.9

20 2.0 17.9 43.8

24 2.4 21.4 65.2

26 2.6 23.2 88.4

13 1.3 11.6 100.0

112 11.3 100.0

819 82.6

61 6.1

880 88.7

992 100.0

Very satisfied

Fairly satisfied

Neither

Fairly dissatisfied

Very dissatisfied

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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F5c: Satisfaction with support provided by staff

30 3.0 27.5 27.5

27 2.7 24.8 52.3

21 2.1 19.3 71.6

18 1.8 16.5 88.1

13 1.3 11.9 100.0

109 11.0 100.0

819 82.6

64 6.5

883 89.0

992 100.0

Very satisfied

Fairly satisfied

Neither

Fairly dissatisfied

Very dissatisfied

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

F5d: Satisfaction with how the report was dealt with

27 2.7 23.5 23.5

37 3.7 32.2 55.7

16 1.6 13.9 69.6

21 2.1 18.3 87.8

14 1.4 12.2 100.0

115 11.6 100.0

819 82.6

58 5.8

877 88.4

992 100.0

Very satisfied

Fairly satisfied

Neither

Fairly dissatisfied

Very dissatisfied

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

F5e: Satisfaction with speed the report was dealt with

27 2.7 23.7 23.7

27 2.7 23.7 47.4

17 1.7 14.9 62.3

22 2.2 19.3 81.6

21 2.1 18.4 100.0

114 11.5 100.0

819 82.6

59 5.9

878 88.5

992 100.0

Very satisfied

Fairly satisfied

Neither

Fairly dissatisfied

Very dissatisfied

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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F5f: Satisfaction with final outcome of report

24 2.4 21.1 21.1

24 2.4 21.1 42.1

21 2.1 18.4 60.5

15 1.5 13.2 73.7

30 3.0 26.3 100.0

114 11.5 100.0

819 82.6

59 5.9

878 88.5

992 100.0

Very satisfied

Fairly satisfied

Neither

Fairly dissatisfied

Very dissatisfied

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

G1: Likelihood of moving home in next 3 years

86 8.7 9.2 9.2

61 6.1 6.6 15.8

92 9.3 9.9 25.7

137 13.8 14.7 40.4

555 55.9 59.6 100.0

931 93.9 100.0

61 6.1

992 100.0

Very likely

Fairly likely

Neither

Fairly unlikely

Very unlikely

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

G2: Most likely accommodation type move

55 5.5 40.7 40.7

16 1.6 11.9 52.6

11 1.1 8.1 60.7

2 .2 1.5 62.2

7 .7 5.2 67.4

1 .1 .7 68.1

8 .8 5.9 74.1

4 .4 3.0 77.0

31 3.1 23.0 100.0

135 13.6 100.0

784 79.0

73 7.4

857 86.4

992 100.0

Rent from this housing
association

Rent from another
housing association

Rent from council/local
authority

Rent from private landlord

Buy own property

Shared ownership

Sheltered
accommodation

Other

Don©t know

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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G2oth: Other type of accommodation most likely to move to

1 .1 100.0 100.0

915 92.2

76 7.7

991 99.9

992 100.0

Whoever gets property 1stValid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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$H1 Frequencies

4 1.1% 1.3%

5 1.4% 1.7%

19 5.2% 6.3%

1 .3% .3%

2 .5% .7%

1 .3% .3%

5 1.4% 1.7%

6 1.6% 2.0%

1 .3% .3%

1 .3% .3%

6 1.6% 2.0%

12 3.3% 4.0%

6 1.6% 2.0%

5 1.4% 1.7%

38 10.4% 12.6%

2 .5% .7%

5 1.4% 1.7%

1 .3% .3%

4 1.1% 1.3%

6 1.6% 2.0%

10 2.7% 3.3%

52 14.2% 17.2%

9 2.5% 3.0%

1 .3% .3%

3 .8% 1.0%

1 .3% .3%

8 2.2% 2.6%

1 .3% .3%

13 3.6% 4.3%

1 .3% .3%

2 .5% .7%

3 .8% 1.0%

4 1.1% 1.3%

2 .5% .7%

2 .5% .7%

2 .5% .7%

1 .3% .3%

1 .3% .3%

1 .3% .3%

7 1.9% 2.3%

1 .3% .3%

1 .3% .3%

1 .3% .3%

Broken other stuff after initial repairs

Home in a state of disrepair

No modernisation done. heating, windows etc

Have to pay rent out of my sickness benefit

Date & time slot should be allocated when ringing
about repairs

More care needed in allocation of flats

Been on waiting list for new home a long time

Everyone in neighbourhood was fitted with pvc
windows/doors except me

Electricity meter needs moving to more accesible
location

Landings & stairways need repairing

Require a larger property

Require new kitchen

OVH look after properties very well

A second/third call out is often needed to complete
remedial repairs

Repairs take a very long time to complete

poor liaison with disabled tenants

Quality of repairs is not that good

Get different info from different people

Cannot get in touch with Enterprise/OVH

Passed from person to person/not answered when
phoned

Require new heating system/alterations to heating

Good service provided by OVH/happy with issues

Dissatisfied with way we are treated when it comes to
repairs

OK if decent homes theory comes into practice

Area needs a sweeper as its a mess

Housing needs increased security

Helpful/good staff

Skirting boards need replacing

Require a new/updated bathroom

OVH helped me to pay my rent arrears

No financial help toward improvements already
carried out

Drug addicts should be evicted

Broken lifts

Welfare advising officer was a great help

Parking is difficult for visitors

Youths dropping litter/trashing gardens

Dont receive garden waste bags

Get cut off on phone when transferred between
departments

Need more 1 to 1 visits by OVH staff

Repairmen are cowboys/messy

Letter sent to head offices never acknowledged

House needs repainting

Items falling off balcony

Other
comments

a

N Percent

Responses Percent of
Cases

a. 
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$H1 Frequencies

5 1.4% 1.7%

4 1.1% 1.3%

2 .5% .7%

4 1.1% 1.3%

1 .3% .3%

2 .5% .7%

2 .5% .7%

2 .5% .7%

1 .3% .3%

5 1.4% 1.7%

4 1.1% 1.3%

1 .3% .3%

1 .3% .3%

2 .5% .7%

4 1.1% 1.3%

1 .3% .3%

2 .5% .7%

1 .3% .3%

1 .3% .3%

1 .3% .3%

10 2.7% 3.3%

1 .3% .3%

2 .5% .7%

7 1.9% 2.3%

3 .8% 1.0%

2 .5% .7%

1 .3% .3%

5 1.4% 1.7%

1 .3% .3%

1 .3% .3%

2 .5% .7%

1 .3% .3%

1 .3% .3%

2 .5% .7%

1 .3% .3%

1 .3% .3%

3 .8% 1.0%

1 .3% .3%

6 1.6% 2.0%

1 .3% .3%

1 .3% .3%

1 .3% .3%

2 .5% .7%

1 .3% .3%

1 .3% .3%

2 .5% .7%

1 .3% .3%

1 .3% .3%

1 .3% .3%

366 100.0% 121.2%

fence needs repairing

House needs painting/decorating

Vermin problem

Dissatisfied with trouble over tenants/neighbourhood
committee

Problems with phoneline

Problems with parking for residents

Hard to get anyone to take notice of complaints

helpful/friendly tenants

Cant afford to move out

Very satisfied with quality of repairs

OVH still finding their feet (shouldnt be too
judgemental)

Boiler needs replacing

Still waiting for garden boundary plans

Communal gardens a mess

No problems at all since living here

Spoken to/treated badly when rang OVH

OVH keep making appointments and not turning up

Lifts continuously breaking down

Disability needs not catered for in renovation plans

Everything needs sound-proofing (too noisy)

Doors need replacing

Needs precise guidelines/rules relating to communal
areas

Condensation and damp a problem

Would like to move to a different property

Drains/pipework needs to be looked at

Would like info regarding right to buy

Problems with vines/weeds outside house

Very bad service

Was not informed about rent increase

When querying about repairs was told there wasnt
enough money

Currently logging ASB - taking too long to be dealt with

Require replacement rent card

Consider elderley relatives get housing nearby

Vandalism in the building

Too many 1 parent families are bad for the area

Getting rid of bus route on our road- cant get about

Desperate to leave

Requiring all documentation in foreign language

Was promised refurbishment, not happened yet

Require info regarding services available for disabled

Currently consulting a solicitor regarding problems
with OVH

Communal stairway cleaning

OVH should supply double glazed windows

Property needs draught proofing

Needs cavity wall insulation

Reuire new windows

Walk in shower required

Increased lighting at entrance

Require a payment card from OVH

Other
comments

a

Total

N Percent

Responses Percent of
Cases

Groupa. 
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I1a: Tenant ethnicity

791 79.7 96.8 96.8

8 .8 1.0 97.8

3 .3 .4 98.2

2 .2 .2 98.4

2 .2 .2 98.7

2 .2 .2 98.9

4 .4 .5 99.4

1 .1 .1 99.5

1 .1 .1 99.6

1 .1 .1 99.8

2 .2 .2 100.0

817 82.4 100.0

175 17.6

992 100.0

White - British

White - Irish

White - other (please
specify)

White and Asian

Mixed - other

Asian or Asian British
(Indian)

Asian or Asian British
(Pakistani)

Black or Black British
(Caribbean)

Black or Black British
(African)

Black or Black British
(other - specify)

Other ethnic group
(please specify)

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

I1aoth: Other tenant ethnicity

1 .1 50.0 50.0

1 .1 50.0 100.0

2 .2 100.0

811 81.8

179 18.0

990 99.8

992 100.0

European

White Turkish

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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I1b: Partner/spouse ethnicity

382 38.5 95.5 95.5

2 .2 .5 96.0

2 .2 .5 96.5

1 .1 .3 96.8

1 .1 .3 97.0

3 .3 .8 97.8

1 .1 .3 98.0

2 .2 .5 98.5

1 .1 .3 98.8

2 .2 .5 99.3

3 .3 .8 100.0

400 40.3 100.0

592 59.7

992 100.0

White - British

White - Irish

White - other (please
specify)

White and Black African

White and Asian

Mixed - other

Asian or Asian British
(Bangladeshi)

Asian or Asian British
(other - specify)

Black or Black British
(African)

Black or Black British
(other - specify)

Other ethnic group
(please specify)

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

I1both: Other partner/spouse ethnicity

1 .1 100.0 100.0

391 39.4

600 60.5

991 99.9

992 100.0

White TurkishValid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

I2: Longstanding illness, disability or infirmity in household

487 49.1 54.4 54.4

398 40.1 44.5 98.9

10 1.0 1.1 100.0

895 90.2 100.0

97 9.8

992 100.0

Yes

No

Don©t know

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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I3: Anyone in household use wheelchair

67 6.8 13.8 13.8

420 42.3 86.2 100.0

487 49.1 100.0

408 41.1

97 9.8

505 50.9

992 100.0

Yes

No

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

I4a: Age of tenant on last birthday

43 4.3 4.9 4.9

78 7.9 8.9 13.8

162 16.3 18.4 32.2

176 17.7 20.0 52.2

70 7.1 8.0 60.1

67 6.8 7.6 67.7

163 16.4 18.5 86.3

88 8.9 10.0 96.3

33 3.3 3.8 100.0

880 88.7 100.0

112 11.3

992 100.0

16-24

25-34

35-44

45-54

55-59

60-64

65-74

75-84

85+

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

I4b: Age of tenants partner/ spouse on last birthday

10 1.0 3.5 3.5

19 1.9 6.7 10.2

36 3.6 12.7 22.9

60 6.0 21.1 44.0

41 4.1 14.4 58.5

28 2.8 9.9 68.3

65 6.6 22.9 91.2

20 2.0 7.0 98.2

5 .5 1.8 100.0

284 28.6 100.0

37 3.7

671 67.6

708 71.4

992 100.0

16-24

25-34

35-44

45-54

55-59

60-64

65-74

75-84

85+

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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I5a: Gender of tenant

364 36.7 41.1 41.1

521 52.5 58.9 100.0

885 89.2 100.0

107 10.8

992 100.0

Male

Female

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

I5b: Gender of tenants partner/ spouse

97 9.8 33.8 33.8

157 15.8 54.7 88.5

33 3.3 11.5 100.0

287 28.9 100.0

705 71.1

992 100.0

Male

Female

Not applicable

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

I6: Sexual orientation

626 63.1 81.8 81.8

9 .9 1.2 83.0

2 .2 .3 83.3

4 .4 .5 83.8

28 2.8 3.7 87.5

96 9.7 12.5 100.0

765 77.1 100.0

227 22.9

992 100.0

Heterosexual

Gay man

Gay woman

Bisexual

Other

Prefer not to say

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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I7: Religion

144 14.5 17.5 17.5

640 64.5 77.6 95.0

1 .1 .1 95.2

1 .1 .1 95.3

6 .6 .7 96.0

33 3.3 4.0 100.0

825 83.2 100.0

44 4.4

123 12.4

167 16.8

992 100.0

None

Christian

Buddhist

Hindu

Muslim

Any other religion

Total

Valid

Prefer not to say

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

I8a: Work status of tenant

107 10.8 12.2 12.2

61 6.1 7.0 19.2

9 .9 1.0 20.2

3 .3 .3 20.6

77 7.8 8.8 29.4

269 27.1 30.7 60.1

5 .5 .6 60.7

95 9.6 10.9 71.5

241 24.3 27.5 99.1

8 .8 .9 100.0

875 88.2 100.0

117 11.8

992 100.0

Full time employee

Part time employee

Self employed

Government supported
training scheme

Unemployed & available
for work

Retired

Full time education

Looking after family/home

Sick/disabled

Something else

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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I8b: Work status of partner/ spouse of tenant

42 4.2 16.7 16.7

18 1.8 7.1 23.8

7 .7 2.8 26.6

12 1.2 4.8 31.3

70 7.1 27.8 59.1

32 3.2 12.7 71.8

63 6.4 25.0 96.8

8 .8 3.2 100.0

252 25.4 100.0

27 2.7

713 71.9

740 74.6

992 100.0

Full time employee

Part time employee

Self employed

Unemployed & available
for work

Retired

Looking after family/home

Sick/disabled

Something else

Total

Valid

Not applicable

Not answered

Total

Missing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

I9a: Income from employment/self employment

811 81.8 81.8 81.8

180 18.1 18.2 100.0

991 99.9 100.0

1 .1

992 100.0

No

Yes

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

I9b: Income from child benefit

771 77.7 77.8 77.8

220 22.2 22.2 100.0

991 99.9 100.0

1 .1

992 100.0

No

Yes

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

I9c: Income from pensions from former employer

890 89.7 89.8 89.8

101 10.2 10.2 100.0

991 99.9 100.0

1 .1

992 100.0

No

Yes

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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I9d: Income from tax credits

819 82.6 82.6 82.6

172 17.3 17.4 100.0

991 99.9 100.0

1 .1

992 100.0

No

Yes

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

I9e: Income from other regular allowance from outside household

979 98.7 98.8 98.8

12 1.2 1.2 100.0

991 99.9 100.0

1 .1

992 100.0

No

Yes

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

I9f: No source of income

974 98.2 98.3 98.3

17 1.7 1.7 100.0

991 99.9 100.0

1 .1

992 100.0

No

Yes

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

I9g: Income from state pension

667 67.2 67.3 67.3

324 32.7 32.7 100.0

991 99.9 100.0

1 .1

992 100.0

No

Yes

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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I9h: Income from income support

546 55.0 55.1 55.1

445 44.9 44.9 100.0

991 99.9 100.0

1 .1

992 100.0

No

Yes

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

I9i: Income from other state benefits

758 76.4 76.5 76.5

233 23.5 23.5 100.0

991 99.9 100.0

1 .1

992 100.0

No

Yes

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

I9j: Income from interest on savings

970 97.8 97.9 97.9

21 2.1 2.1 100.0

991 99.9 100.0

1 .1

992 100.0

No

Yes

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

I9k: Income from other sources e.g. rent

958 96.6 96.7 96.7

33 3.3 3.3 100.0

991 99.9 100.0

1 .1

992 100.0

No

Yes

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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I10: Household receives housing benefit

663 66.8 74.5 74.5

207 20.9 23.3 97.8

20 2.0 2.2 100.0

890 89.7 100.0

102 10.3

992 100.0

Yes

No

Don©t know

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent

 
 

I11: Net income

168 16.9 21.9 21.9

410 41.3 53.5 75.5

132 13.3 17.2 92.7

38 3.8 5.0 97.7

13 1.3 1.7 99.3

1 .1 .1 99.5

1 .1 .1 99.6

2 .2 .3 99.9

1 .1 .1 100.0

766 77.2 100.0

226 22.8

992 100.0

Up to £99 per week /
<£5199 per year

£100-£199 per week /
£5200 -£10399 per year

£200-£299 per week /
£10400 -£15599 per year

£300-£399 per week /
£15600 -£20799 per year

£400-£499 per week /
£20800 -£20999 per year

£500-£599 per week /
£26000 -£31199 per year

£600-£699 per week /
£31200 -£36399 per year

£700-£999 per week /
£36400 -£51999 per year

£1000+ per week /
£52000+ per year

Total

Valid

Not answeredMissing

Total

Frequency Percent Valid Percent
Cumulative

Percent
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Appendix C  Crosstabulation of D1 x D2 

 

D1: General satisfaction with repairs and maintenance * D2: repairs completed in last 12 months 

Crosstabulation 

  D2: repairs completed in last 12 months 

  Yes No Can©t remember Total 

211 46 16 273 Very satisfied 

33.0% 19.7% 22.5% 28.9% 

254 69 25 348 Fairly satisfied 

39.7% 29.5% 35.2% 36.8% 

19 21 8 48 Neither 

3.0% 9.0% 11.3% 5.1% 

80 27 7 114 Fairly dissatisfied 

12.5% 11.5% 9.9% 12.1% 

68 33 8 109 Very dissatisfied 

10.6% 14.1% 11.3% 11.5% 

8 38 7 53 No opinion/Don©t know 

1.2% 16.2% 9.9% 5.6% 

640 234 71 945 

D1: General satisfaction with 

repairs and maintenance 

Total 

100.0% 100.0% 100.0% 100.0% 
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