Tenant Satisfaction Survey
Results

Number of surveys sent out 108
Replied and responded 72
Replied but did not take part 2
% replied 69%
Information about your household
MacDonald lan Trethowan Rous Memorial Firtree The Croft,

Q1 Jack Jarvis Close  |Jim Joel Court Buchanan House House Cottages Hamilton Road |Pegasus Court |Cottages Yapton Park Lane Hostel Total
Which Racing Welfare property do you live at? 21 21 4 5 7 4 6 2 1 74
Number of surveys sent out per property 29 24 17 7 8 5 5 6 2 4 107
% replied 2% 88% 24% 71% 88% 80% 60% 100% 100% 25% 69%
Q2 Under 1 year 1-2years 3-5years 6 - 10 years 10+ years Don't Remember|No answer
How long have you/your household been a
tenant of Racing Welfare? 6 10 11 15 26 3 1 72
% of total responses 8% 14% 15% 21% 36% 4% 1%
Housing and services
Q3 Very satisfied Satisfied Neither Dissatisfied Very dissatisfied No answer
Taking everything into account, how satisfied or
dissatified are you with the housing services
provided by Racing Welfare? 43 23 2 1 0 3 72
% of total responses 60% 32% 3% 1% 0% 4%
Q4
Overall, how satisfied or dissatisfied are you
with the following? Very satisfied Satisfied Dissatisfied Very dissatisfied |No opinion No answer
The overall quality of your home 42 27 1 0 0 2 72
% of total responses 58% 38% 1% 0% 0% 3%
The general condition of this property 33 32 2 0 0 5 72
% of total responses 46% 44% 3% 0% 0% 7%
The affordability of your rent 38 25 3 0 1 5 72
% of total responses 53% 35% 4% 0% 1% 7%
The community in which you live 38 30 0; 0 0 4 72
% of total responses 53% 42% 0% 0% 0% 6%
Value for money of your service charge 28 31 2 0 5 6 72
% of total responses 39% 43% 3% 0% 7% 8%
Q5
How satisfied or dissatisfied are you with
each of the following services provided by
Racing Welfare? Very satisfied Satisfied Dissatisfied Very dissatisfied |No opinion No answer
Advice on rent payments 36 23 2, 0; 5 6 72
% of total responses 50% 32% 3% 0% 7% 8%
Support provided to new tenants 33 20 0 0 9 10 72
% of total responses 46% 28% 0% 0% 13% 14%
Support provided to vulnerable tenants 29 24 1 0 9 9 72
% of total responses 40% 33% 1% 0% 13% 13%
How housing enquiries are dealt with generally 36 23 2 2 3 6 72
% of total responses 50% 32% 3% 3% 4% 8%

Overall quality of Taking tenants' views |Repairs and Value for money |Support provided by Contractor Keeping you
Q6 your home into account maintenance for your rent Racing Welfare performance informed No answer




Of the following, which do you consider to be the

three most important to you? 50 22 46 25 46 6 26 1
% of total responses - 3 options per tenant 69% 31% 64% 35% 64% 8% 36% 1%
Repairs and maintenance
Q7 Very satisfied Satisfied No opinion Dissatisfied Very dissatisfied No answer
Generally, how satisfied or dissatisfied are you
with the way Racing Welfare deals with repairs
and maintenance? 33 32 3 4 0 0 72
% of total responses 46% 44% 4% 6% 0% 0%
Q8 Yes No Can't remember No answer
Have you had any repairs completed in the last
12 months? 43 22 0 7 72
% of total responses 60% 31% 0% 10%
Q9
Thinking about your last completed repair,
how would you rate it in terms of...? Very Good Good Poor Very Poor No Opinion No answer
Being told when workers would call 34 12 1 1 0 24 72
% of total responses 47% 17% 1% 1% 0% 33%
Time taken before work started 28 14 1 1 1 27 72
% of total responses 39% 19% 1% 1% 1% 38%
Speed with which work was completed 35 11 1 0 0 25 72
% of total responses 49% 15% 1% 0% 0% 35%
Attitude of workers 34 11 0 0 0 27 72
% of total responses 47% 15% 0% 0% 0% 38%
Overall quality of repair work 29 15 1 0 0 27 72
% of total responses 40% 21% 1% 0% 0% 38%
Keeping dirt and mess to a minimum 33 12 0 0; 0 27 72
% of total responses 46% 17% 0% 0% 0% 38%
Communication and information
Consultation Residents’ Magazine/newsl
Q10 meetings grounps/forums On-line forums By letter Telephone call Personal visit By email etter Other No answer
Which methods do you prefer Racing Welfare to
use to inform you or consult you about issues
that may affect you? 16 10 0 48 29 43 0; 15 0 2
% of total responses 22% 9% 0% 44% 27% 40% 0% 14% 0% 2%
Q11 Very satisfied Satisfied No opinion Dissatisfied Very dissatisfied No answer
How satisfied or dissatisfied are you that your
views are being taken into account by Racing
Welfare? 40 23 7 0 0 2 72
% of total responses 56% 32% 10% 0% 0% 3%
Q12 Very good Good No opinion Poor Very poor No answer
How good do you feel Racing Welfare is at
keeping you informed abut things that might
affect you as a tenant? 40 28 2, 1 0 1 72
% of total responses 56% 39% 3% 1% 0% 1%
Retired Tenants Only
Q13 Yes No No answer Not retired
Does living in Racing Welfare accommodation
help you to maintain your independance? 52 0 7 13 72
% of total responses 2% 0% 10% 18%
Q14 Yes No No answer
Do you feel empowered to manage your own
affairs? 44 2 13, 13 72|




% of total responses 61% 3% 18% 18%

Q15 Yes No No answer

Do you feel an enhanced sense of community

through living in a Racing Welfare home? 48 2 9 13 72
% of total responses 67% 3% 13% 18%
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