
Housing Panel Satisfaction Survey 2009 

Evaluation Report
The Housing Panel Satisfaction survey was completed by 56 tenant representatives out of 178 that it was sent to, which makes a response rate of 31%. 
The aim of the survey was to find out how satisfied Housing Panel representatives were with their local Housing Panels, as well as how effective they felt they were and whether they could be improved.

The results of this survey will now form part of a formal annual review of Housing Panels and the work of the Community Participation and Diversity Team, to ensure that our services are satisfactory, and to help us strive for continuous improvement.

The following report presents the results and analysis from the responses to the survey we received.

1. Who responded to the survey? 

a) Gender of respondents: 
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The chart above shows that 64.9% of tenants that responded to the survey were female and 31.6% were male. 

b) Ethnicity breakdown:
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From the responses given, 80.7% of tenants that completed their forms said that they were White, 8.9% said they were from a Black and Minority Ethnic background and 10.5% opted against providing that information. 
c) Age of respondents:
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The largest proportion (38.6%) of respondents were 61-75 years old, and the second largest (35.1%) were 41-60 years old. The third largest (12.3%) of respondents were over 75 years old. The smallest proportion (5.3%) was both 25 – 40 year olds and under 25 years old. 

d) Disability: 
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The above chart shows that 22.2% of respondents were disabled, 68.5% were not disabled while 9.3% preferred not to say.

2. What area of the borough do survey respondents come from?
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Respondents from the East area of the borough were the most active in getting their views heard (30.4% of replies), and tenants from the Central of the borough had the lowest response rate (19.6% of replies).  
Responses to questions:

3. Do you feel that your involvement in panel meetings has influenced decision making within the Council?
	Area


	‘Yes’

responses
	‘Maybe’

responses
	‘No’

responses

	Central


	27%
	36%
	36%

	East


	41%
	47%
	12%

	South


	25%
	69%
	6%

	West


	20%
	41%
	11%


          Responses for all areas
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The pie chart above shows that 84% of respondents felt that their involvement in panel meetings had definitely or sometimes influenced decision making within the Council, with 36% saying ‘Yes’. 
16% of respondents felt that their involvement had not influenced decision making.

The table above shows the responses from each area revealing:
· Respondents from the East of the borough have the highest ratings that they can influence policy making within the Council, with 88% of respondents feeling that they either definitely or sometimes have influence.
· Respondents from the Central area of the borough have lower ratings that they can influence policy making within the Council, with 64% of respondents feeling they either definitely or sometimes have influence, and 36% feeling that they have no influence.

4. Do you feel that you have an opportunity to influence what is on the agenda for future panel meetings?
	Area


	‘Yes’

responses
	‘Maybe’

responses
	‘No’

responses

	Central


	73%
	18%
	9%

	East


	82%
	12%
	6%

	South


	75%
	17%
	8%

	West


	75%
	19%
	6%


           Responses for all areas
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The pie chart above shows that 93% of respondents felt that they definitely or maybe have an opportunity to influence what is on the agenda for future panel meetings. 7% of respondents felt that they had no opportunity to influence future agendas.

The table above shows the responses from each area revealing:

· All respondents felt that they had a large influence on the agendas for future panel meetings with the East of the borough have the highest ratings with 82% of respondents feeling that they definitely have an influence.

5. Do you think that your Housing Panel is performing well and making improvements to the housing service you and other residents in your area receive?
	Area


	‘Yes’

responses
	‘Maybe’

responses
	‘No’

responses
	No Reply

	Central


	18%
	73%
	9%
	-

	East


	59%
	29%
	6%
	5.9%

	South


	50%
	33%
	8%
	8.3%

	West


	25%
	50%
	25%
	-


              Responses for all areas
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The pie chart above shows that 83% of respondents felt that their housing panel was definitely or partially performing well and making improvements, with 39% saying ‘Yes’. 13% of respondents felt that their housing panel was not performing well.

The table above shows the responses from each area revealing:

· Respondents from the East of the borough have the highest ratings that they can influence policy making within the Council, with 88% of respondents feeling that their Housing Panel was definitely or partially performing well.
· Respondents from the West of the borough have lower ratings with 25% feeling that their housing panels is not performing well.
6. Do you receive your panel meeting agenda 10 days before the meeting and meeting minutes within 10 days after the meeting?

	Area


	‘Yes’

responses
	‘Maybe’

responses
	‘No’

responses

	Central


	27%
	36%
	36%

	East


	76%
	12%
	12%

	South


	83%
	8%
	8%

	West


	88%
	6%
	6%


                     Responses for all areas
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The pie chart above shows that 71% of respondents felt that they received the panel meeting agenda 10 days before the meeting and the minutes 10 days after the meeting.

The table above shows the responses from each area revealing:
· Neighbourhood Offices from the West of the borough have the highest ratings with 88% of respondents saying they receive there minutes and agendas on time, and 12% saying either ‘No’ or ‘Maybe’.
· Neighbourhood Offices from the Central area of the borough have lower ratings with 27% of respondents saying they receive their minutes and agendas on time, and 73% saying either ‘No’ or ‘Maybe’. 
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7. Do you know who your local Community and Environment Officer is? (Looking after your estate and monitoring anti-social behaviour)

	Area


	‘Yes’

responses
	‘Maybe’

responses
	‘No’

responses

	Central


	55%
	-
	45%

	East


	70%
	12%
	18%

	South


	83%
	-
	17%

	West


	56%
	13%
	31%


                 Responses for all areas
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The pie chart above shows that 66% of respondents know who their Community and Environment Officer is while 27% didn’t know.

The table above shows the responses from each area revealing:

· Neighbourhood Offices from the South of the borough have the highest ratings with 83% of respondents who knew their Community and Environment Officer.
· Neighbourhood Offices from the Central area of the borough have lower ratings with 55% of respondents who knew their Community and Environment Officer, while 45% did not know.
8. Do you know who your Community Participation and Diversity Officer is and how to contact them? 

	Area


	‘Yes’

responses
	‘Maybe’

responses
	‘No’

responses
	No Reply

	Central


	82%
	9%
	9%
	-

	East


	94%
	6%
	-
	-

	South


	67%
	8%
	17%
	8%

	West


	94%
	-
	6%
	-


           Responses for all areas
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The pie chart above shows that 86% of respondents answered ‘Yes’ they know who their Community Participation and Diversity Officer is and only 7% answered ‘No’.

The table above shows the responses from each area revealing:

· Neighbourhood Offices from the East and West of the borough have the highest ratings with 94% of respondents knew who their Community Participation and Diversity Officer is.

· Neighbourhood Offices from the South of the borough have lower ratings with 67% of respondents knew who their Community Participation and Diversity Officer are while 17% did not know. This was because at the time of the survey no South Officer was in place and so some of the respondents were waiting for a new officer to be appointed and mentioned that in the survey.
9. Are you satisfied with the support the Community Participation and Diversity team   have offered your local Housing Panel or Community group?

	Area


	‘Yes’

responses
	‘Maybe’

responses
	‘No’

responses

	Central


	64%
	27%
	9%

	East


	88%
	6%
	6%

	South


	83%
	17%
	-

	West


	75%
	25%
	-


                  Responses for all areas
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The pie chart above shows that 96% of respondents were completely or partially satisfied with the support the Community Participation and Diversity team have offered their local Housing Panel or Community group.

The table above shows the responses from each area revealing:

· Neighbourhood Offices from the East of the borough have the highest ratings with 88% of respondents satisfied with the support the CPD team offered and there were no respondents answering ‘No’ for the South and West areas.
· Neighbourhood Offices from the Central area of the borough have lower ratings with 64% of ‘Yes’ replies but just 9% of ‘No’ replies.
10. Do you agree that the Community Participation and Diversity team answer your calls within five telephone rings and greet you within five minutes if you visit their office?
	Area


	‘Yes’

responses
	‘Maybe’

responses
	‘No’

responses
	No Reply

	Central


	73%
	-
	18%
	9%

	East


	65%
	23%
	6%
	6%

	South


	81%
	13%
	-
	6%

	West


	67%
	25%
	-
	8%


          Responses for all areas
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The pie chart above shows that 87% of respondents were completely or partially satisfied that the Community Participation and Diversity answer phone calls and greet them promptly upon their arrival at the office.

The table above shows the responses from each area revealing:

· Neighbourhood Offices from the South of the borough have the highest ratings with 81% of respondents satisfied with that the CPD team greeted them promptly with no respondents answering ‘No’ for the South and West areas.

· Neighbourhood Offices from the East of the borough have lower ratings with 65% of ‘Yes’ replies but just 6% of ‘No’ replies.
11. What do you most enjoy about your local panel meetings?
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Residents most enjoyed discussing issues affecting the local area, expressing their opinions and getting improvements done. 
Other responses to this question included:

· Making a difference

· Meeting fellow tenants

· Free coffee

· Being able to ask questions to council officers

12. What is the most important thing that your Housing Panel has achieved, or made a difference to, this year?
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The above chart shows that panel members feel that the area they have influenced most through panels is influencing Cleansweep services. This is closely followed by influencing improving homes and environmental improvements. 

13. Are there any training courses you would like to attend to help you develop as a panel member?
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The chart above shows that the most popular training courses requested are IT skills. This is closely followed by organising events, fundraising, newsletters, and public speaking.
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14. Do you find information sent out by the Community Participation & Diversity team (e.g. the monthly events calendar) clear and easy to understand?
	Do you find information sent out by the Community Participation & Diversity team (e.g. the monthly events calendar) clear and easy to understand?


	Percentage 

	Yes
	82.1%

	No
	8.9%

	No responses
	8.9%


82.1% of respondents said that they find information from the participation team clear and easy to understand. 8.9% of respondents said No the information was not clear or easy to understand.  

15. Is there any way the publicity (monthly events calendar) sent out by the team could be improved?
Responses to this question included: 
· Reduced volume

· Keep it area based information

· Staple on the sheet is the wrong way

· Better as a booklet – sick of corner staples

· Publicise more widely
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16. What do you think would encourage more tenants to join their local housing panel?

	What do you think would encourage more 

tenants to join the local Housing Panel?

	Percentage 

	More publicity


	55.4%

	A budget to prioritise
	28.6%

	No

responses
	28.6%


The table above shows opinions on what would encourage more tenants to join their local housing panel. The most popular view were that more publicity for Housing Panel meetings should be available,.

Other suggestions included: 

· Environmental issues

· Different speakers

· Change the meeting times to Saturday afternoons/evenings 

· Arrange for transport to panels

· Discuss home care

· Feedback on what has been done

· More than one language

· More info available at panels

· More regular appearance of reps


17. Are there any other issues that you would like to see being discussed in housing panel meetings that are not usually on the agenda?
[image: image16.png]No reply
7.5%

Repairs
113%

Update from local tenants groups -
90% >

Cleansweep
7.5%

Update from housing manager __|
135%

" Police update
Local regeneration 50%
143%




The chart above shows issues that tenants would most like discussed on future panel meetings are 
Police updates and local regeneration. This was closely followed by an update from the housing manager, Anti-Social Behaviour and repairs. 
Other suggestions included:
· How housing works
· Social services

· Coldharbour allotments

· Pavement stones

· Roads/grass verges

· Community

· Public toilets

· CCTV cameras

· Highways

· Youth concern

18. How often do you use the Greenwich council website?
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The chart above shows that only 44% of respondents questioned use Greenwich Council’s website regularly or occasionally while 49% had never used it before. 

19. Is there anything that you would find useful on the Greenwich Council website?

Responses to this question included

:
· Wildlife awareness.
· Joining TV nature counts i.e. bee counts, butterfly counts, wild birds

· Informing people that everyone is welcome and benefits e.g. days out, Olympic park.

· Involving youths

· Publish cost of taxis, rent reductions used to encourage attendance.

· I would like a laptop and someone who visits at home to help me use it during my next 3 operations.

· List their reps and their telephone numbers.
· Broken down into panel + main issues per panel.
· All dates of meetings.
· Easier access to tenant matters, i.e. participation events etc.
· Let people know its open to all age groups not just the elderly.
· Minutes of meetings.
· Yes plenty especially easier searching.
20. How do you think your Housing Panel could be improved?

The answers to this question were as follows:
· More councillors and feedback
· More interest, involvement and engagement from tenants

· Change of venue (i.e. Clock House)

· Sharing borough wide problems and decisions

· By highlighting success

· More information 

· More advertising through Greenwich Time. More people attending

· More reps attending

· I feel we need to improve how residents are informed of forthcoming meetings and results 

· Longer meetings (2hrs not enough)

· A new chairmen

· IT chat

· More inclusion of young people

· Professional surgeries (repairs/Cleansweep)

· Encourage different community groups to come attend the meetings

· More 'walkabouts' arranged so the improvements required are observed More 'walkabouts' arranged so the improvements required are observed

21. Did you attend any of the ‘Great Get Together’ events over the summer this year?
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The chart above shows that 46.4% of respondents attended the Great Get Together events, and 51.8% didn’t, this was an increase from last year where 43% attended.

22. If so, what did you find most beneficial about the event?

The answers to this question were as follows:
· Meeting other reps and generally getting together. 

· Seeing how others are getting on.

· Info stalls

· Friendly atmosphere and discussions

· Talking to all the departments that attended

· Attending the health tent

· The Greenwich council tent and suggestion board
23. Would you be interested in joining a discussion group to review improvements to make suggestions about information on Housing Panels and other work the Community Participation and Diversity Team facilitates?
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The chart above shows that 60.7% of tenants questioned would be interested in joining a focus group of this kind.

Recommendation: Update residents on what actions have happened from previous panel meetings.





Recommendation: Review the publicity available on local housing panels and discuss ways of increasing publicity around housing panel meetings.  





Recommendation: Amend the format.





Recommendation: Make sure all tenants receive a copy.





Recommendation: Discuss with tenants what information can be removed from the calendar to reduce its size





Recommendation: Run training courses on IT skills, organising events and public speaking.





Recommendation: Contact central tenancy to follow up improving on this result.





Recommendation: Draw up plans to increase IT/ web use.





Recommendation: Collect names and arrange focus group meeting to discuss the teams publicity and work plan.
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