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1 Executive summary

The following section of the report provides an overview of the opinions expressed by
homeowners of Blackpool Coastal Housing (BCH). In total, 368 questionnaires and
letters were mailed out to leaseholders between January and February 2010, with
two full reminder mailings going out to those customers who did not or could not
respond to the initial mailing. This overview is based on the 122 questionnaires that
were returned by homeowners only from a total mailing of 368, providing an overall
response rate of 33%.

Almost three in five (57.4%) homeowners are satisfied with the overall service
provided by Blackpool Coastal Housing, with 13.6% very satisfied. In contrast just
under three in ten (29.5%) are dissatisfied and a further 13.1% are neither satisfied
nor dissatisfied.

These figures can best be summed up in terms of net satisfaction ratings, which is
the proportion of satisfied minus the proportion of dissatisfied homeowners. For
homeowners, this produces a net satisfaction rating of +27.9%.

Over four fifths (84%) of homeowners are satisfied with their home. Conversely, 7%
are dissatisfied and this produces a net satisfaction rating of +77%, which is a
satisfying finding in itself for Blackpool Coastal Housing.

Overall, then, it can be seen that while overall satisfaction levels are fairly low
satisfaction with the home is high and, indeed, apparently healthy.

Encouragingly for Blackpool Coastal Housing, the majority of residents are satisfied
with the size and with the design of their home (85% each). In addition, around four
fifths are satisfied with the construction quality of their home (82%), two thirds with
their heating systems (69%), and 53% with their security measures. Satisfaction
drops, however, for gardens or outside space (47%) and, while the majority of these
results are extremely satisfying findings for Blackpool Coastal Housing the low rate
of satisfaction with gardens or outside space may warrant further investigation by
BCH.

In terms of the repairs and maintenance service, more than half (53.0%) of all
homeowners are satisfied, producing a net satisfaction rating of +25.1% for this
indicator. However, while the satisfaction score itself is fairly low it should be borne in
mind that around one in eight (12.7%) respondents is ambivalent while a further 6.5%
had no opinion and these residents should perhaps be targeted by Blackpool Coastal
Housing in an effort to boost these satisfaction ratings.

Over two thirds of homeowners (69%) are satisfied with their neighbourhood as a
place to live. However, one in five (20%) are dissatisfied. The data results in a net
satisfaction rating for homeowners of +49%.

Just under two thirds (63%) of homeowners have been in contact with Blackpool
Coastal Housing over the last 12 months. While just over half of these found it easy
to get hold of the right person (54%) a quarter (26%) said they found it difficult.
Similarly, while 73% found the staff member they spoke to helpful around one in six



(16%) said they found them unhelpful and such a large proportion may also warrant
further investigation.

Three fifths (59%) indicated that the member of staff they spoke to had been able to
deal with their problem, whereas 32% had found them unable to do so and, again,
this may be an area that Blackpool Coastal Housing will wish to conduct further
research into.

Looking at communication with homeowners, two fifths (40.1%) of homeowners are
satisfied that Blackpool Coastal Housing takes their views into account, while 34.1%
are dissatisfied, thus producing a net satisfaction rating of +6.0%. Notable here,
however, is the high proportion of respondents who are either ambivalent (18.9%) or
who hold no opinion (6.8%) and between them these residents constitute a quarter of
the sample and this proportion should be targeted if BCH seeks to increase the level
of satisfaction in this area.

In terms of keeping residents informed just over two thirds (69%) of homeowners
think that Blackpool Coastal Housing is good at this while a fifth (20%) think they are
poor. Around one in eight (12%) leaseholders are ambivalent on this issue of BCH
keeping them informed, and further consultation and opportunities for participation
could help to improve this key indicator.
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2 Key Findings

2.1

Introduction and methodology

As part of its ongoing commitment to seek the views of its homeowners, in November
2009 Blackpool Coastal Housing commissioned BMG Research (BMG) to carry out a
postal survey amongst its customers. The overall objective of the survey was to gain
levels of customer satisfaction with Blackpool Coastal Housing in key service areas.

A postal satisfaction survey of customers was carried out between January and
February 2010. In total, 368 questionnaires and letters were mailed out to
leaseholders, and two reminder mailings were sent out to those customers who did
not or could not respond to the initial mailing.

In total 122 homeowners’ questionnaires were returned, and this is subject to a
maximum standard error of £8.9% at the 95% confidence level on an observed
statistic of 50%. Therefore, we can be 95% confident that responses are
representative of those that would be given by the tenant population, if a census had
been conducted, to within 8.9% of the percentages reported.

2.2 Overall satisfaction with Blackpool Coastal Hou sing

Almost three in five (57.4%) homeowners are satisfied with the overall service
provided by Blackpool Coastal Housing, with 13.6% very satisfied. In contrast just
under three in ten (29.5%) are dissatisfied and a further 13.1% are neither satisfied
nor dissatisfied. These results produce a net satisfaction rating of +27.9%.

2.3 Views on the home

23.1

2.3.2

2.3.3

Satisfaction with the home

Over four fifths (84%) of homeowners are satisfied with their home. Conversely, 7%
are dissatisfied. This produces a net satisfaction rating of +77%, which is an
encouraging finding in itself for Blackpool Coastal Housing.

Satisfaction with features of the home

The vast majority of residents are satisfied with the size of their home and with the
design of the home (85% each). In addition, around four fifths are satisfied with the
construction quality of their home (82%), two thirds with their heating systems (69%),
and 53% with their security measures. Satisfaction drops, however, for gardens or
outside space (47%).

Satisfaction with aspects of the service prov  ided by BCH

The majority (59%) are satisfied with their rent or service charge information, but
satisfaction is lower for the cleaning and upkeep of communal areas (36%), and with
external building repairs and maintenance services (42%).
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2.3.4 Level of service charge paid towards individu  al services provided by BCH

Just over two fifths of residents (41%) consider that rent/service charges represent
value for money while just over a third (35%) think they represent poor value, while a
third (34%) think that the level of service charges they pay towards cleaning and
upkeep of communal areas represents good value for money and a similar proportion
(33%) believe that the external building repairs and maintenance services represent
good value for money.

Asked if they would be prepared to pay a higher service charge for extra services,
only 6% (just 7 respondents) indicated they would be prepared to pay a higher
service charge, whereas the overwhelming majority either said they would not (85%)
or did not know (9%).

2.4 The neighbourhood

2.4.1 Satisfaction with the neighbourhood

Over two thirds of homeowners (69%) are satisfied with their neighbourhood as a
place to live. Conversely, 20% of homeowners are dissatisfied with their
neighbourhood. The data results in a net satisfaction rating of +49% for this indicator.

2.4.2 Change in the local area

Asked to rate on a 5-point scale whether or not they feel their neighbourhood has
improved or declined over the last three years, a third (34%) feel that the
neighbourhood has stayed the same whereas almost two in five (38%) think it has
declined and nearly three in ten (28%) think the neighbourhood has improved.

2.4.3 Neighbourhood problems

All homeowners were provided with a list of 13 possible neighbourhood issues and
were asked to indicate how much of a problem, if at all, they are in their local
neighbourhood. Rubbish or litter is identified as the biggest problem, identified as a
very big problem by 25% of homeowners with a further 23% saying it is a fairly big
problem (combined total = 48%).

2.5 Contact with Blackpool Coastal Housing

Just under two thirds (63%) of homeowners indicated they had been in contact with
Blackpool Coastal Housing over the last twelve months.

2.5.1 Method of contact
The majority (72%) contacted BCH via the telephone.

2.5.2 Reason for contact

Just under half (47%) of homeowners made contact about repairs. A further 18%
made contact about neighbours or neighbourhood issues.

2.5.3 Getting hold of the right person

The majority (54%) of homeowners who had been in contact with Blackpool Coastal
Housing found getting hold of the right person easy, whereas 26% found it difficult.
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254

2.5.5

256

Helpfulness of staff

The majority of homeowners (73%) found the member of staff helpful, whereas 16%
found them unhelpful.

Ability of staff to deal with the problem

Homeowners who had been in contact with Blackpool Coastal Housing in the last
twelve months were then asked whether or not staff had been able to deal with their
problem or issue. Three fifths (59%) indicated that the member of staff had been able
to deal with their problem, whereas 32% had found them unable to do so.

Satisfaction with the final outcome

Almost half (48%) reported they were satisfied with the final outcome of their last
contact with Blackpool Coastal Housing. Conversely, 45% expressed dissatisfaction
and a further 5% were neither satisfied nor dissatisfied.

2.6 Repairs and maintenance

2.6.1

2.6.2

More than half (53.0%) of homeowners are satisfied, with almost a sixth (14.5%)
feeling very satisfied. A net satisfaction rating of +25.1% is recorded for this indicator.

Repairs completed

All homeowners were then asked if they had had any repairs completed on the
communal area or in their home over the previous 12 months. Approaching three in
ten (28%) indicated they had had a repair completed.

Satisfaction with aspects of the service

The majority of respondents who have had a repair completed over the past 12
months consider each of the aspects of the repairs and maintenance service they
were asked to comment on as good.

2.7 Communication and information

271

2.7.2

2.7.3

Keeping homeowners informed

Just over two thirds (69%) of homeowners think that Blackpool Coastal Housing is
good at keeping them informed, with almost a fifth (19%) who think they are very
good. A fifth (20%) think they are poor, however. This data provides a net balance
score of +49%.

Views taken into account

Two fifths (40.1%) of homeowners are satisfied that Blackpool Coastal Housing takes
their views into account compared with 34.1% who are dissatisfied, thus producing a
net satisfaction rating of +6.0%.

Consultation on service charge levels

The largest single proportion (44%) of residents say that the consultation they
receive prior to Blackpool Coastal Housing setting the service charges is about right.
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Three in ten (29%), however, say they receive no consultation at all on their service
charges, while a further one in six (17%) say that they receive too little consultation.

2.7.4 Satisfaction with types of information provid ed by BCH

All homeowners were asked to rate their level of satisfaction with the different types
of information provided by Blackpool Coastal Housing. The highest level of
satisfaction is with the Leaseholder Newsletter (72%).

2.7.5 Preferred method of contact

The majority of homeowners (88%) prefer to be informed and consulted in writing.

2.7.6 Preferred methods of resident involvement

Presented with a list of ways in which they could be involved with decision making at
Blackpool Coastal Housing and asked to indicate which of the methods of
involvement would be best for them, three fifths (61%) say their views could be best
obtained by questionnaires, while one in twelve (8%) respondents state that the best
method for obtaining their views would be via residents groups/forums.

2.8 Household costs and future plans

2.8.1 Financial difficulties

All homeowners were asked if they had experienced any financial difficulties in
paying regular payments or bills in the last 12 months. Most (86%) had not
experienced any difficulties in paying bills, whereas 14% had.

2.8.2 Requesting help

A third (33%) said they would try and resolve the matter themselves and 15% said
they would seek help from the Citizens’ Advice Bureau. One in eight (13%) said that
they would seek help from BCH, 12% from family or friends and 11% from their
mortgage lender, bank or building society.

2.9 Future plans

2.9.1 Likelihood of moving in the next three years

More than three fifths (63%) have no plans to move, while a further 17% do not
know. Of the remainder, 6% plan to move within the next year, 8% in 1-2 years time,
4% in 3-4 years and 3% in more than five years time.
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3 Introduction

3.1 Background and method

As part of its ongoing commitment to seek the views of its homeowners, in November
2009 Blackpool Coastal Housing commissioned BMG Research (BMG) to carry out a
postal survey amongst its customers. The overall objective of the survey was to gain
levels of customer satisfaction with Blackpool Coastal Housing in key service areas.
More specifically, however, the objectives of the research are outlined below:

- To assess levels of satisfaction with the housing services offered to its customers;

- To identify areas of the service which require improvement and examine the future
needs and aspirations of homeowners;

- To enable Blackpool Coastal Housing to benchmark the results of the survey against
those of other housing organisations;

- To continue to provide baseline data to inform the organisation’s approach to Best
Value; and

- To establish the socio-economic and demographic profile of homeowners.

The data were collected in accordance with the Department for Communities and
Local Government (DCLG) and National Housing Federation (NHF) guidance.

3.2 Methodology

A postal satisfaction survey of customers was carried out between January and
February 2010. In total, 368 questionnaires and letters were mailed out to
homeowners across the six Management Areas. Two reminder mailings were sent
out to those customers who did not or could not respond to the initial mailing.

In total 122 homeowners’ questionnaires were returned, and this is subject to a
maximum standard error of £8.9% at the 95% confidence level on an observed
statistic of 50%. Therefore, we can be 95% confident that responses are
representative of those that would be given by the tenant population, if a census had
been conducted, to within 8.9% of the percentages reported.

The questionnaire used for homeowners was the National Housing Federation's
Standardised Tenant Satisfaction questionnaire (4NC), known as STATUS. The use
of STATUS allows comparison with the performance of other social housing
providers.

In order to ensure that the survey results reflect the views of all homeowners the data
were weighted prior to analysis by the six Management Areas across which
homeowners were sampled (Bispham, Central, Grange Park, Mereside, Queens
Park, and South Shore). This weighting corrects the relative housing stock
imbalances within the returns and grosses the data up to the total population.
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The number of returns, response rate and confidence interval is provided in the table
below.

Table 1 Returns and response rate

Returns Mailed out Response rate Confidence interval

Homeowners 122 368 33% +/-8.9%

As illustrated in the table above, the total homeowners sample is subject to a
maximum standard error of +/-8.9% at the 95% confidence level on an observed
statistic of 50%. Therefore, we can be 95% confident that responses are
representative of those that would be given by the resident population, if a census
had been conducted, to within 8.9%.

The data used in this report are rounded up or down to the nearest whole
percentage. It is for this reason that, on occasions, tables or charts may add up to
99% or 101%. Where tables and graphics do not match exactly the text in the report
this occurs due to the way in which figures are rounded up (or down) when
responses are combined. Results that do differ in this way should not have a
variance which is any larger that 1%.

In addition to this written report, data tabulations have also been produced which
present the data as a whole.

The written report is based on valid responses only, i.e. if a respondent did not
answer a question, or answered it incorrectly they were excluded from the analysis
for that question.




STATUS Survey 2010 Homeowners



Satisfaction with services provided by Blackpool Coastal Housing

4 Satisfaction with services provided by Blackpool Coastal

Housing

This section will look at homeowners’ level of satisfaction or dissatisfaction with the
services provided by Blackpool Coastal Housing.

4.1 Overall satisfaction with Blackpool Coastal Hou sing

All respondents were asked to rate their level of satisfaction or dissatisfaction with
the overall service provided by Blackpool Coastal Housing.

Almost than three in five (57.4%) homeowners are satisfied with the overall service
provided by Blackpool Coastal Housing), with 13.6% very satisfied. In contrast just
under three in ten (29.5%) are dissatisfied and a further 13.1% neither satisfied nor
dissatisfied. These results produce a net satisfaction rating of +27.9%.

Figure 1 Satisfaction with overall service provided by Blackpool Coastal Housing *

(valid responses)

Unw
eighted sample base: 116

Older respondents, those aged 65 and over, were found by the data to be more likely
to be satisfied with the overall services provided by their housing association (65%
compared with 54% of those aged under 65). Those with a disability in the household
are more likely to be dissatisfied than those without (34% cf. 25%).

Those living in multi-adult households (64%) are more likely to be satisfied than
those in single person households aged 60 and over or single occupancy households
aged under 60 (58% and 54% respectively). The economically inactive too are more
likely to express satisfaction than their active counterparts (64% cf. 52%).

! valid responses only to comply with STATUS guidelines
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Significantly, seven in ten (71%) respondents who are dissatisfied that their views are
being taken into account by Blackpool Coastal Housing are dissatisfied with the
overall service it provides.

In terms of ethnicity, due to the small number of BME respondents (just 4 cases
unweighted) no comparison is possible and for this reason no further mention will be
made of ethnicity throughout this report. Similarly, as may be seen from the following
table, area sample bases are too low from which to draw any meaningful analysis
and so no further comparisons will be made throughout the report.

Table 2 Satisfaction with the neighbourhood asap  lace to live by Management Area

(Valid responses)
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5 Housing and services

This section will focus on homeowners’ views on the home, specifically their
satisfaction levels with the quality and condition of their home; and value for money
for rent.

5.1 Satisfaction with the home

All homeowners were asked to rate how satisfied or dissatisfied they are with the
home.

Over four fifths (84%) of homeowners are satisfied with their home. Conversely, 7%
are dissatisfied. This produces a net satisfaction rating of +77%, which is an
encouraging finding in itself for Blackpool Coastal Housing.

Figure 2 Satisfaction with the home (Valid response  s)

Unw
eighted sample base: 118

Once again, older respondents are more likely to be satisfied with the quality of their
home than younger (91% of those aged 65+ compared with 77% of those aged
under 65 — though this is not a significant difference).

Respondents who are economically inactive are also more likely to be satisfied with
the quality of their home than those who are active (91% compared with 76% - a
significant difference).

Those living in single person households aged 60 and over (91%) are more likely to
be satisfied than those in multi-adult households or single occupancy households
aged under 60 (89% and 70% respectively).
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5.2 Satisfaction with features of the home

521

All homeowners were asked to indicate their level of satisfaction and dissatisfaction
with a number of features of the home.

The size of the home

The majority of residents (85%) are either very (44%) or fairly (41%) satisfied with the
size of their home. One in eight (13%) are dissatisfied with a further 2% ambivalent.

Table 3 Satisfaction with features of the home (Val  id responses)

&' (" &
) "%
"%
*
+ %+ %
"% #
-% . %
+ 11}
/ 1
+% ' % O
5.2.2 The design of the home
The vast majority (85%) are satisfied with the design of the home, with 34% very
satisfied. Around one in twelve (8%) are dissatisfied and 6% are ambivalent.
5.2.3 The construction quality of the home
Over four fifths (82%) of residents are either very (34%) or fairly (48%) satisfied with
the construction quality of their home. A further 6% are neither satisfied nor
dissatisfied.
5.2.4 The heating system
Over two thirds (69%) of residents are either very (30%) or fairly (39%) satisfied with
their heating systems. One in five (21%), however, are dissatisfied with their heating
system, with a further 9% neither satisfied nor dissatisfied.
5.2.5 Storage

Almost two thirds of residents are satisfied with their storage facilities while a fifth
(20%) are dissatisfied.
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5.2.6 Security measures

Just over half (53%) of residents are either very (17%) or fairly (36%) satisfied with
their security measures, whilst a further 18% are neither satisfied nor dissatisfied.
Almost three in ten (28%) are dissatisfied with their security measures.

5.2.7 The garden/outside space

Almost half (47%) of residents are satisfied with their gardens or outside space.
Approaching one in five (18%) are neither satisfied or dissatisfied. More than a third
(35%) are dissatisfied.

5.3 Satisfaction with aspects of the service provid ed by Blackpool
Coastal Housing

All homeowners were asked to indicate their level of satisfaction and dissatisfaction
with a number of aspects of the service provided by Blackpool Coastal Housing.

5.3.1 Cleaning and upkeep of communal areas

The majority of residents (51%) are either very (31%) or fairly (20%) dissatisfied with
the cleaning and upkeep of communal areas, whilst a further 9% are neither satisfied
nor dissatisfied and 3% have no opinion. Just over a third, then, are satisfied and
although these results are based on a small sample, this may be something that BCH
may wish to explore further in the future.

Table 4 Satisfaction with aspects of the service pr  ovided by Blackpool Coastal
Housing (Valid responses)
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5.3.2 Rent/service charge information

Three fifths (59%) of respondents are satisfied with their rent or service charge
information. Conversely, approaching three in ten (27%) are dissatisfied.

5.3.3 External building repairs and maintenance

Just over two fifths (42%) of respondents are satisfied with their external building
repairs and maintenance services, while a further 15% are neither satisfied nor
dissatisfied. Two in five (39%), however, are dissatisfied.
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5.4 Level of service charge paid towards individual services provided
by Blackpool Coastal Housing

All homeowners were asked to indicate whether they think the level of service
charges they pay towards individual services represent good or poor value for
money.

5.4.1 Rent/service charge
Just over two fifths of residents (41%) consider that rent/service charges represent
good value for money while a third (35%) think they represent poor value. Just 10%
regard these charges as very good value for money, whilst one in six (17%) regard
them as very poor value for money. Just under one in five (18%) are ambivalent.

Table 5 Level of service charge paid towards indivi  dual services provided by

Blackpool Coastal Housing (Valid responses)
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5.4.2 Cleaning and upkeep of communal areas
Just over half (52%) of residents think that the level of service charges they pay
towards cleaning and upkeep of communal areas represents poor value for money
whilst just 34% think it represents good value. These findings are not surprising given
the high level of dissatisfaction with this service, as noted on the previous page.

5.4.3 External building repairs and maintenance

A third of respondents (33%) believe that the external building repairs and
maintenance services represent good value for money whilst approaching half (46%)
think they represent poor value. Again, this is a reflection of the high level of
dissatisfaction recorded for this service.

5.5 Service charges

All homeowners were asked if they would be prepared to pay a higher service charge
for extra services.

Only 6% (just 7 respondents) indicated they would be prepared to pay a higher
service charge, whereas the overwhelming majority either said they would not (85%)
or did not know (9%).
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6 The neighbourhood

This section will examine homeowners’ views on their neighbourhood, including
perceived problems in their local area.

6.1 Satisfaction with the neighbourhood

All homeowners were asked to rate their level of satisfaction or dissatisfaction with
their neighbourhood as a place to live.

Over two thirds of homeowners (69%) are satisfied with their neighbourhood as a
place to live. Conversely, 20% of homeowners are dissatisfied with their
neighbourhood. The data results in a net satisfaction rating of +49% for this indicator.

Figure 3 Satisfaction with the neighbourhood (Valid responses)

Unw
eighted sample base: 122

Those respondents aged 65 and over are the most likely to be satisfied with their
neighbourhood (81% compared with 62% of those aged under 65 — a significant
finding).

6.1.1 Change in the local area

All homeowners were asked to rate on a 5-point scale whether or not they feel their
neighbourhood has improved or declined over the last three years. Opinion is fairly
evenly divided with a third (34%) who feel that the neighbourhood has stayed the
same whereas almost two in five (38%) think it has declined and nearly three in ten
(28%) think the neighbourhood has improved.
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Analysis by Management Area shows that the area in which the largest proportion of
residents think their neighbourhood has declined in the last three years is Mereside.
Grange Park residents are more likely to think their neighbourhood has improved
than residents from other Management Areas. In only one of the Management Areas
do net ratings fall into positive figures (the percentage who consider the area has
improved being greater than that which thinks it has declined) as may be seen from
table 7 below, but extremely small sample bases mean that too much inference must
not be drawn from these findings.

Table 6 Change in the local area by Management Are  a (Valid responses)
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6.2 Neighbourhood problems

All homeowners were provided with a list of 13 possible neighbourhood issues and
were asked to indicate how much of a problem, if at all, they are in their local
neighbourhood.

Rubbish or litter is identified as a very big problem by 25% of homeowners with a
further 23% saying it is a fairly big problem (combined total = 48%).

Noisy neighbours are identified as a very big problem for 17% of homeowners with a
further 18% identifying them as a fairly big problem (combined total = 35%).

Car parking is identified as a very big problem by 15% of homeowners with a further
17% saying it is a fairly big problem (combined total = 32%).

Table 7 Neighbourhood problems (Valid responses)

Very big Fairly big Not a very Not a problem

problem problem big problem at all
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7 Contact with Blackpool Coastal Housing

This section will examine homeowners’ contact with Blackpool Coastal Housing and
in particular their satisfaction with the contact experience and the reasons for
contacting their landlord.

7.1 Contact with Blackpool Coastal Housing

All homeowners were asked whether or not they had been in contact with Blackpool
Coastal Housing over the last twelve months. Just under two thirds (63%) of
homeowners indicated they had been in contact with Blackpool Coastal Housing over
the last twelve months while 34% have not.

Figure 4 Contact with Blackpool Coastal Housing (Va  lid responses)

Can't remember
3%

nin

Has not bee
contact
34%

Unweighted
sample base =119

Males are more likely not to have contacted Blackpool Coastal Housing in the last
year compared with females (43%, 26% respectively).

Similarly, those aged 65 and over are also more likely not to have made contact than
those aged under 65 (38% cf. 30%).
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7.2 Method of contact

All homeowners who made contact with Blackpool Coastal Housing were asked how
they had made contact. The majority (72%) contacted Blackpool Coastal Housing
via the telephone while around one in eight (12%) visited an office and a similar
proportion wrote (13%).

Figure 5 Method by which contacted Blackpool Coasta | Housing (Respondents who
contacted Blackpool Coastal Housing)

Unwe
ighted sample base = 68




Contact with Blackpool Coastal Housing

7.3 Reason for contact

All homeowners who had made contact with Blackpool Coastal Housing were asked
the reason for this.

Just under half (47%) of homeowners made contact about repairs. A further 18%
made contact about neighbours or neighbourhood issues.

Figure 6 Reason for contacting Blackpool Coastal Ho  using (Respondents who
contacted Blackpool Coastal Housing)

Unwe
ighted sample base = 61




STATUS Survey 2010 Homeowners

7.4 Contact experience

All homeowners who had been in contact with Blackpool Coastal Housing in the last
twelve months were asked a number of questions about their contact experience.

7.4.1 Getting hold of the right person

The majority (54%) of homeowners who had been in contact with Blackpool Coastal
Housing found getting hold of the right person easy, whereas 26% found it difficult. A
further 18% found it neither easy nor difficult.

Figure 7 Ease of getting hold of the right person (  Respondents who contacted
Blackpool Coastal Housing)

Easy
54% Difficult

26%

Can’t remember Neither
3% 18%

Unweighted sample base = 75




Contact with Blackpool Coastal Housing

7.4.2 Helpfulness of staff
The majority of homeowners (73%) found the member of staff helpful, whereas 16%
found them unhelpful. A further 11% found them neither helpful nor unhelpful.

Figure 8 Helpfulness of staff (Respondents who cont  acted Blackpool Coastal
Housing)

Helpful
73%

Unhelpful
16%

Unweighted sample base = 74
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7.4.3 Ability of staff to deal with the problem

Homeowners who had been in contact with Blackpool Coastal Housing in the last
twelve months were then asked whether or not staff had been able to deal with their
problem or issue. Three fifths (59%) indicated that the member of staff had been able
to deal with their problem, whereas 32% had found them unable to do so. For the
remaining 9%, the member of staff had been neither able nor unable to help.

Figure 9 Ability of staff to deal with the problem (Respondents who contacted
Blackpool Coastal Housing)

Able to deal with
your problem
59%

Unable to deal
with your problem
32%

Neither
9%

Unw
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7.4.4 Satisfaction with the final outcome

Homeowners who had been in contact with Blackpool Coastal Housing in the last
twelve months were also asked to rate their satisfaction with the final outcome.
Almost half (48%) reported they were satisfied with the final outcome of their last
contact with Blackpool Coastal Housing. Conversely, 45% expressed dissatisfaction
and a further 5% were neither satisfied nor dissatisfied. The net satisfaction rating
produced for this indicator, therefore, is just +3% and this may be another area into
which Blackpool Coastal Housing will wish to conduct further research.

Figure 10 Satisfaction with the final outcome (Resp  ondents who contacted Blackpool
Coastal Housing)

Satisfied
48%

Dissatisfied
45%

Can't remember Neither
1% 5%

Unweighted sample base = 75

7.5 Awareness of published customer service standar ds

All homeowners were asked if they were aware of Blackpool Coastal Housing's
published service standards for customer service. Approaching half (46%) indicated
they are aware, whereas a third (34%) stated the opposite and 20% did not know.

Awareness is highest amongst the over 65 age group (54%) compared with the
under 65s (38%). Males are also more likely to be aware than females (52% cf.
40%), as are those with a disability in the household compared to those without (50%
cf. 42%).

Interestingly, the economically inactive are significantly more likely to be aware of the
published service standards than those who are active (55% cf. 35%).
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8 Repairs and maintenance

This section will focus on the repairs and maintenance service provided by Blackpool
Coastal Housing. Satisfaction will be examined, as will various aspects of the repairs
service

8.1 Satisfaction with the repairs and maintenance s  ervice

All homeowners were asked to rate their level of satisfaction with the way in which
Blackpool Coastal Housing deals with repairs and maintenance.

More than half (53.0%) of homeowners are satisfied, with almost a sixth (14.5%)
feeling very satisfied. A net satisfaction rating of +25.1% is recorded for this indicator.

Figure 11 Level of satisfaction with the repairs an  d maintenance service (Valid
responses)

Unw
eighted sample base: 102

Respondents aged over 65 are more likely to be satisfied with the way in which
Blackpool Coastal Housing deals with repairs and maintenance (63%) compared with
47% of those aged under 65.

Disturbingly, those residents with a disability in the household are less likely to be
satisfied than those without (45% cf. 60% - but this is not a significant finding).
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8.1.1 Completing a repair

All homeowners were then asked if they had had any repairs completed on the
communal area or in their home over the previous 12 months. Approaching three in
ten (28%) indicated they had had a repair completed.

Figure 12 Whether or not had repairs completed inl  ast 12 months (Valid responses)

No
68%

Can't remember
5%




STATUS Survey 2010 Homeowners

8.2 Satisfaction with aspects of the repairs servic e

As the following figure illustrates, the majority of respondents who have had a repair
completed over the past 12 months (28% of all homeowners) consider each of the
aspects of the repairs and maintenance service they were asked to comment on as
good.

Figure 13 Rating of aspects of the repair service ( Respondents who have had a repair
completed)

Unweighted sample bases vary

8.2.1

Encouragingly for Blackpool Coastal Housing for all of the six aspects the majority of
homeowners consider the service to be good.

The aspect of the repairs and maintenance service receiving the highest ‘poor’ rating
is the overall quality of repair work (39%). Most encouraging is the 67% of
homeowners who rate keeping dirt and mess to a minimum as good along with the
65% rating the attitude of workers as good and these are findings that Blackpool
Coastal Housing should publicise to its customers.

Section 20 Notice of Intention

All respondents were asked if their building had been included in any major
maintenance/improvement works for which they received a Section 20 Notice of
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Intention. Three in ten (30%) said their building had received a Section 20 Notice of
Intention while 50% had not and 20% did not know.

Of those whose building had received a Section 20 Notice of Intention, 45% were
satisfied with the major work (18% very satisfied) and 36% dissatisfied.
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9 Lease Conditions

9.1 Internal Improvements

Leaseholders have an obligation under the terms of their lease to ask for consent for
internal improvements. In light of this, respondents were asked to indicate which,
from a list of three, improvements had been carried out to their property and whether
consent had been obtained for the improvements.

9.1.1 Replacement of doors and windows

A total of thirty two respondents had had doors and/or windows replaced. Of these,
twenty had obtained consent while seven had not.

9.1.2 Central Heating

Twenty two residents had had central heating installed into their property. Ten of
these had obtained consent for this improvement work to be carried out while eleven
had not.

9.1.3 Other
Seven respondents had had other (unspecified) improvements carried out and four of
these had obtained permission prior to the work being carried out while two did not.
9.2 Subletting

While one in fourteen (7%) respondents sublet their leasehold property, the vast
majority (93%) do not.

Those who do sublet their property were then asked a series of questions about the
subletting. The following table shows responses to this set of questions in terms of
absolute numbers rather than percentages as sample bases are so low.

Table 8 If you are subletting...(Respondents who su  blet their leasehold property)
(Valid responses)

12 "% + | % ' % %5 <
"% 2 '% 8 = / 5 <

"% 2 '% 8 = 8 <

"% 2 '% 8 5% + 1% <

12 "% + <

> + "% 2 % ' + <
%8 + | % 2 + "%
<




Lease Conditions

9.3 Gas Safety

9.3.1

9.3.2

Blackpool Council/Blackpool Coastal Housing G as Safety Scheme

All respondents were asked if they subscribe to the Blackpool Council/Blackpool
Coastal Housing Gas Safety Scheme. Around a fifth (18%) of all leaseholders do
subscribe to the Gas Safety Scheme, while the remaining 82% do not.

Satisfaction with the service

Those who subscribe to the Gas Safety Scheme (18% - 20 respondents) were asked
to rate their level of satisfaction with the service. Nine in ten (91%) are satisfied (50%
very satisfied), while a further 9% are ambivalent. No residents are dissatisfied with
the Gas Safety Scheme.

Leaseholders who subscribe to the Gas Safety Scheme were also asked to say how
satisfied they are that the service is value for money. Approaching nine in ten (85%)
are satisfied (42% very satisfied) that the service does represent good value for
money, while a further 5% are ambivalent. Just one in ten (10%) are dissatisfied that
the service is value for money.
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10 Communication and information

This section will look at the level of communication between Blackpool Coastal
Housing and its residents. Issues will be examined surrounding how well residents
feel informed and how they would prefer to be consulted.

10.1 Keeping homeowners informed

All homeowners were asked whether or not they feel their landlord is good at keeping
them informed about things which might affect them as a tenant.

Just over two thirds (69%) of homeowners think that Blackpool Coastal Housing is
good at keeping them informed, with almost a fifth (19%) who think they are very
good. A fifth (20%) think they are poor, however. This data provides a net balance
score of +49%.

Figure 14 Keeping homeowners informed (Valid respon  ses)

Unwe
ighted sample base: 121

Those aged 65 and over are slightly more likely to give a higher rating (72% think
Blackpool Coastal Housing are good at keeping them informed compared with 68%
of those aged under 65) are those without a disability in the household compared to
those with (73% and 64% respectively).

10.2 Taking into account homeowners’ views

All homeowners were asked how satisfied or dissatisfied they are that Blackpool
Coastal Housing takes into account their views. Two fifths (40.1%) of homeowners
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are satisfied that Blackpool Coastal Housing takes their views into account compared
with 34.1% who are dissatisfied, thus producing a net satisfaction rating of +6.0%.

Figure 15 Level of satisfaction that homeowners’ vi ews are being taken into account
(Valid responses)

Unw
eighted sample base = 116

A slightly higher proportion of respondents aged under 65 are dissatisfied that their
views are taken into account by Blackpool Coastal Housing than amongst those aged
65 and over (36% cf. 31%) while those who have a disability in the household are
significantly more likely to be dissatisfied than those who do not (47% cf. 21%).
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10.3 Consultation on service charge levels

All homeowners were asked to indicate how much consultation they feel they receive
when Blackpool Coastal Housing sets their service charge levels.

The largest single proportion (44%) of residents say that the consultation they
receive prior to Blackpool Coastal Housing setting the service charges is about right.
Three in ten (29%), however, say they receive no consultation at all on their service
charges, while a further one in six (17%) say that they receive too little consultation.

Just 2% of respondents feel they receive too much consultation, and 8% have no
opinion.

Figure 16 Consultation on service charge levels (Va  lid responses)

Unweighted sample base = 118
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10.4 Satisfaction with types of information provide d by Blackpool

Coastal Housing

All homeowners were asked to rate their level of satisfaction with the different types
of information provided by Blackpool Coastal Housing. The results are summarised in
the following table.

Satisfaction levels vary with types of information, with more than three in five satisfied
with all types of information except website information.

The highest level of satisfaction is with the Leaseholder Newsletter (72%).

Respondents were least satisfied (32%) with website information. However, more
than three fifths (63%) were neither satisfied nor dissatisfied.

Table 9 Satisfaction with types of information prov ided by the housing association
(Valid responses)
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10.5 Preferred methods for getting information from Blackpool Coastal
Housing

All respondents were asked how they prefer to get information from BCH. The
majority (88%) prefer to get information in writing.

Figure 17 Preferred methods for getting information from Blackpool Coastal Housing
(Valid responses)

Unw
eighted sample base = 116
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10.6 Methods for information and consultation

All homeowners were asked how they would prefer to be informed and consulted
about issues that may affect them. The majority prefer to be informed and consulted
via letter (74%).

Figure 18 Preferred methods for information and con  sultation (Valid responses)

Unwe
ighted sample base = 111
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10.7 Preferred methods of resident involvement

Homeowners were presented with a list of ways in which residents could be involved
with decision making at Blackpool Coastal Housing. They were then asked to
indicate which of the methods of involvement would be best for them.

Three fifths (61%) say their views could be best obtained by questionnaires, while
one in twelve (8%) respondents state that the best method for obtaining their views
would be via residents groups/forums.

Methods by which residents are least likely to get involved in to provide their views
are open days/conferences (3%) and email panels/on-line surveys (4%), while one in
seven (14%) do not want to get involved at all.

Figure 19 Best methods for obtaining leaseholders’ views (Valid responses)

Unweighted sample base = 111
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Household costs and future plans

11 Household costs and future plans

This section will examine household finances, by reviewing any financial difficulties
homeowners may have experienced.

11.1 Household costs

11.1.1 Financial difficulties

All homeowners were asked if they had experienced any financial difficulties in
paying regular payments or bills in the last 12 months. Regular bills were identified
as being rent or service charges, fuel bills, water charges etc.

Most (86%) had not experienced any difficulties in paying bills, whereas 14% had.
Working age respondents are more likely than non-working age residents to have
experienced financial difficulties (20% cf. 8%) as are the economically active (22%)
compared with the inactive (6% - a significant difference).

Of those who had experienced difficulties (just 17 homeowners) 55% indicated that
this was due to the cost of owning their own home being higher than expected.

11.1.2 Requesting help

All homeowners were asked to say where they would be most likely to seek help if
they had, or were to have, financial difficulties. Respondents were given a list of
options to choose from.

A third (33%) said they would try and resolve the matter themselves and 15% said
they would seek help from the Citizens’ Advice Bureau. One in eight (13%) said that
they would seek help from BCH, 12% from family or friends and 11% from their
mortgage lender, bank or building society. Fewer than one in twenty (3%) would seek
help from an independent advice agency. One in ten (10%) respondents said that
they would not know who to contact.

11.2 Future plans

11.2.1 Moving house

All homeowners were asked if they are considering moving in the next few years.
More than three fifths (63%) have no plans to move, while a further 17% do not
know. Of the remainder, 6% plan to move within the next year, 8% in 1-2 years time,
4% in 3-4 years and 3% in more than five years time.
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Other comments made by respondents

12 Other comments made by respondents

All respondents were then asked if there was anything else they would like to say
about their housing.

Table 10 Other comments made by respondents
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13 Profile Information

Profile Information

The following tables outline the unweighted demographic profile of the sample.

Table 11 Profile table

Household make-up

One adult under 60

Homeowners % Homeowners base

One adult aged 60 or over

Two adults both under 60

Two adults, at least one 60 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

Not provided

Ethnicity

White — British

Chinese

Other

Not provided
Disability in household

Yes

No

Don’t know/not provided
Gender

Male

Female

Not provided
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Table 12 Profile table continued...

Employment status

Employee in full time job (30 hours or more per wee

k)

Homeowners % ‘ Homeowners base ‘

Employee in part time job (less than 30 hours per w

eek)

Self-employed (full- or part-time)

Unemployed & available for work

Wholly retired from work

Looking after the family or home

Permanently sick or disabled

Doing something else

Not provided
Age

16 — 24 years

25 — 34 years

35 — 44 years

45 — 54 years

55 — 59 years

60 — 64 years

65 — 74 years

75 — 84 years

85+ years

Not provided




Table 13 Profile table continued...
Religion

None

Profile Information

Homeowners % Homeowners base

Christian (all)

Buddhist

Other

Prefer not to say

Not provided
SEYUEY

Heterosexual

Gay woman

Bisexual

Prefer not to say

Not provided

Net income

Up to £10,399

£10,400 - £20,799

£20,800 - £31,199

£31,200 - £41,599

£52,000 or more

Not provided
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With some 20 years’ experience, BMG Research has established a strong
reputation for delivering high quality research and consultancy.

Our business is about understanding people; because they matter. Finding
out what they really need; from the type of information they use to the type
of services they require. In short, finding out about the kind of world people
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