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1. Introduction

This report details the results of the latest Tenant Satisfaction Survey of Unity tenants, carried out in
spring/summer 2014. The results have been compared to previous years’ performance and
recommendations are made for addressing the issues arising from it.

As a Registered Social Landlord, Unity aims to carry out a Tenant Satisfaction Survey every 3-4
years. This year, Unity used the standardised STATUS format as a template for our Tenant
Satistaction Survey, although to make the survey shorter and less intimidating some of the
questions were omitted. Unity also included some questions which would not typically appear on
the STATUS survey in order to gather information about the full range of services Unity offers
tenants, for instance Unity’s dedicated Employment Service and Unity’s Financial Inclusion Service.

Unity’s last full STATUS Survey was carried out in spring 2010. This was followed up by a mini-
STATUS in 2012 using key performance indicator questions and collecting qualitative data.

The 2014 Tenant Satisfaction Survey was statistically valid with 404 returns (a 40% response rate)
and shows improvement in many areas of tenant satisfaction of which staff can be proud. Unity
needs to build on these positive results to become a high-performing organisation.

1.1 Methodology and response rate

Unity attempted to survey all tenants in rented accommodation; a total of 1027 households. As an
incentive, three prize draws were offered for £50, £30 and £20. All tenants were sent a
questionnaire in May 2014, this was followed up two weeks later by another questionnaire in
June.

To reach the level of statistical accuracy required, Unity set a target of 35% responses, or 359
returns. The mailshots did not produce a sufficient number of returns, so staff carried out targeted
exercises to increase returns. These included telephone calls and door-knocking.

It took longer than anticipated to reach the target number of returns, due to the decelerating rate
of returns. The survey was closed in September 2014. At this time 404 questionnaires had been
received; a response rate of 40%.

1.2 The questionnaire

The questionnaire was based on the standard general needs STATUS template, though as we
already hold a great deal of the information asked for in this survey, we were able to omit some of
the questions.

We added questions about specific services in order to ascertain the areas for improvement and
to identify tenants who feel disappointed by Unity with a view to addressing their concerns.



Additional questions included:

1 Does your neighbourhood have any problems that you’d like us to do something about?

1 If you have had difficulties paying your rent over the past year, how satisfied are you with
how you were dealt with and the help you were given?

1 Unity has a free Employment Outreach Service to help you and your family. If you have
used this service, how satisfied were you with it?

1 As a Unity tenant you have the right to get involved in how Unity is managed and to
scrutinise the service that we give to our customers. Do you want more information on
your options for having more of a say?

A full copy of the survey can be found attached.

1.3 Accuracy of data

It is important to note that although the sample of 368 tenants is sufficient to give an accurate
reflection of satisfaction across the tenant-base, care must be taken when interpreting results for
separate groups within the sample.

For instance where 82.2% of our 404 respondents are satisfied with Unity’s overall services, it is
possible to be 95% confident that the figure for all tenants would be within +2.9% of this figure.
Thus, we can say that with a 95% level of confidence that 79.3% - 85.1% of Unity tenants are
satisfied with our overall services.

However, the confidence interval for our White British tenants would be different, given the smaller
sample size of 128. Although 87.4% of them are satisfied, it is only possible to say with 95%
confidence that the figure for all White British tenants would be within +5.4 of this figure; and in
the range 82% - 92.8%.

Our 8 Asian Bangladeshi respondents reported an 87.5% overall satisfaction level. However at
95% confidence this only has an accuracy of +22.8 (64.7% - 100%) which is too wide a range to be
able to draw firm conclusions.



2.0 Overview of key findings

2.1 Satisfaction with overall services by Unity has decreased.

This survey shows that tenants’ satisfaction has fallen slightly to 82.2%. While every effort has
been made to enhance the service Unity provides to tenants affected by the Government’s
Welfare Reforms, for some it will inevitably have affected their relationship with Unity. .
Furthermore, a news report indicated that customer satisfaction has slipped at 40% of the largest
50 UK housing associations, for some by a much bigger margin, so it is perhaps not surprising
that tenant satisfaction has suffered a small decline.

Taking everything into account, how satisfied are you with the services provided by Unity?

[%]
9 Mini- Mini-
5 | % EB%LU/S STATUS iﬁglﬂf STATUS | %
2 ° 12009 % ° 12012 %
(274
Very satisfied 194 48
Fairly satisfied 138 342 621 66.6 794 88 822
N‘en‘he‘r §o’nsfled nor 30 7.4 13.9 15.4 8.7 49 74
dissatisfied
Fairly dissatisfied 22 54
Very dissatisfied 20 5 24 18 1.9 71 104

2.2 Satisfaction with neighbourhoods has remained similar

The survey shows that satisfaction with neighbourhoods has decreased slightly since 2012.
This question was asked for the first time in 2012. For this reason, it is not possible to determine
whether the 2014 survey marks the start of a trend in either direction.

How satisfied are you with your neighbourhood as a place to live?

Responses % Mini-STATUS %
2012 %

Very satisfied 182 453
Fairly satisfied 149 37.1 852 823
N‘enhe'r §cmsf|ed nor 34 8.5 8.3 8.5
dissatisfied
Fairly dissatisfied 20 5.0 55 9.9
Very dissatisfied 17 42 ’ '

2.3 Satisfaction with repairs and maintenance has remained similar

Although satisfaction with the repairs and maintenance service has fallen slightly, so too has
dissatisfaction, which suggests that overall satisfaction with the service has remained similar.




Generally, how satisfied are you with the way Unity deals with repairs and maintenance?
[%]
& Mini- Mini-
] % 22’/32%/5 STATUS SZTO’/?gLﬂ/S STATUS | %
a ° | 2009 % ° | 2012 %
(274
Very satisfied 198 48.9
Fairly satisfied 148 36.5 >3 602 743 863 854
N‘enhe‘r §ahsﬁed nor 22 54 10.2 15 9 35 54
dissatisfied
Fairly dissatisfied 24 59
Very dissatisfied 13 2.2 36.8 248 16.7 10.2 o1

2.4 Satisfaction with how Unity takes tenants views into account has increased

Satisfaction with how views are taken into account by Unity has increased considerably since
2010, although the question was not asked in 2012 so it is not possible to say how much this has
increased since then.

How satisfied are you that Unity listens to your views and acts upon them?
Mini-
Responses % STATUS SZTOA%lﬂ/S %
2009 % °
Very satisfied 165 40.7
Fairly satisfied 140 345 263 639 752
N‘enhe.r §o'ﬂsfled nor 59 14.6 26.3 95 5 14.6
dissatisfied
Fairly dissatisfied 21 52
Very dissatisfied 20 49 17.4 10.6 101

NB: For the remaining questions the respondents who answered ‘neither satisfied nor dissatisfied’
have been omitted from the results, on the advice of the Customer Service Excellence Assessor, for
the following reasons:

1 Tenants were not given the opportunity to elaborate on their response nor a comment box
for them to write their explanation, and as such it is difficult to use these responses to



