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Introduction

The Social Housing White Paper published by the government in 2020, set out to deliver
“transformational change” for social housing. As a result, the Regulator of Social Housing (RSH) set
out 22 tenant satisfaction measures, covering five themes as a way of monitoring the
performance of landlords.

The requirement of small landlords, such as KBHA, is to undertake a tenant survey at least every
two years, and to include 12 of the tenant satisfaction measures.

We sent out a satisfaction survey to every household in September 2024, which contained both
the RSH required questions and some additional ones to help us better understand our residents
needs and how to improve the service they receive.

The Response

We would like to thank all our residents who responded to the survey. We received a response
from 47% of our residents, who provided us with some very insightful responses. The
information provided by the surveys helps to highlight areas where our services may require
improvement and training needs.

Results

All results are recorded to the nearest whole number.

Whilst this report relates to data from our satisfaction survey, additional data will be publicised
on our website later this year.

Rgulator of @K
Social Housing

A
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Your home and overall services

Taking everything into account, how satisfied or dissatisfied are you with the service provided by
KBHA? (TSM)

80% SATISFIED

Very Dissatisfied

/ 5%

Neither

Very Satisfied

/42%

9%

Fairly Satisfied /

38%

We are delighted to report that 80% of our residents are satisfied with our overall services. KBHA
are currently ranking 10% above the overall tenant satisfaction score as reported by Housemark in

June 2024. With a score of 80% it places KBHA in the 75t percentile against Acuity benchmarking
data.

PERCENTAGE OF TENANTS SATISFIED
WITH LANDLORD'S OVERALL SERVICE
(GENERAL NEEDS

(=]
(=]

KBHA PEERGROUP ABM MEDIAN HOUSEMARK
MEDIAN MEDIAN

80%
87%
84%

69%
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How satisfied or dissatisfied are you with the following? (Non-TSM)

The overall quality of your home

87% SATISFIED

Very Dissatisfied

Neither / 3%
5'%)\ -

Fairly Satisfied

Very Satisfied
36%

51%

It is great to see that the majority of our respondents were satisfised with the overall quality of
their home and value for money of their rent. For the respondents that reported their

dissatisfaction we have been using the feedback comments to make improvements, where
possible, to our services.

The value for money of your rent (Non-TSM)

88% SATISFIED

Neither Very Dissatisfied

9%\ / 0%

| Very Satisfied

43%
Fairly Satisfied °

45%
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The value for money of your services charges (Non-TSM)

71% SATISFIED - "N/A-Don't

. e Know
Very Dissatisfied

3%
5% \
Very Satisfied

5%

Neither
17%

 ——_ Fairly Satisfied
43%

Thinking specifically about the building you live in ... How satisfied or dissatisfied are you that KBHA
provides a home that is well maintained? (TSM)

86% SATISFIED Very Dissatisfied

— / 3%

8%

Fairly Satisfied
33%

Very Satisfied
53%

A
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Thinking specifically about the building you live in ... How satisfied or dissatisfied are you that
KBHA provides a home that is safe? (TSM)

84% SATISFIED

T

Neither 4
10%

Very Dissatisfied

/ 2%

Very Satisfied

Fairly Satisfied
51%

32%

If you live in a building with communal areas, either inside or outside, that you share with other
people who live in the building, how satisfied or dissatisfied are you that KBHA keeps these
communal areas clean and well maintained? (TSM)

76% SATISFIED o
Very Dissatisfied

\ / 5%

Very Satisfied

29y

Neither
9%

Fairly Satisfied____——
47%
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Your neighbourhood

Thinking about what your landlord does to improve your neighbourhood as a place to live...how
satisfied or dissatisfied that KBHA makes a positive contribution to your neighbourhood? (TSM)

Very Dissatisfied 69% SATISFIED N/A - Don't

3% Know Lo
12% Very Satisfied

Fairly 31%
Dissatisfied

3%\

21%
\ Fairly Satisfied

30%

How satisfied or dissatisfied are you with KBHA’s approach to handling anti-social behaviour?

(TSM)
N/A - Don't 65% SATISFIED

know Very Satisfied

24%\ / 17%

Very Dissatisfied
3%

Fairly
Dissatisfied
2%

Fairly Satisfied
32%

Neither

/ﬁﬁ\ 22%
2\

Kings Barton Housing Association Page 8 of 20



How satisfied or dissatisfied are you with the following? (Non-TSM)

Grounds maintenance, such as grass cutting in your area

68% SATISFIED
N/A - Don't Know
Very Dissatisfied 8%
Fairly 1% |
Dissatisfied
11%

Very Satisfied
41%

Internal communal areas  Fairly Satisfied
22%

69% SATISFIED

N/A - Don't
Know

18%
’ Very Satisfied

Very Dissatisfied
ery Dissatisfie 30%

5%

Fairly
Dissatisfied
10%

Fairly Satisfied
Neither 26%
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External communal areas

68% SATISFIED .

4% Know

Fairly \ 8%
Dissatisfied

8% O\

Very Dissatisfied

Very Satisfied
31%

Fairly
Satisfied
31%

18%

A
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Repairs and maintenance

Out of customers who declared they had reported a repair in the past 12 months:

How satisfied or dissatisfied are you with the repairs service you have received to your home from
KBHA over the last 12 months? (TSM)

90% SATISFIED Very Dissatisfied

\ 3%

Ne|ther
0%

Very Satisfied
60%

Fairly Satisfied
30%

We are really pleased to have increased our repairs satisfaction score by 6% on our 2022 survey.

We have been working with our contractors to maintain consistency and carrying out monthly
maintenance feedback surveys with our residents.

Please see below bar graph showing how we compare in this area, with other social housing
providers.

PERCENTAGE OF TENANTS SATISFIED
WITH REPAIRS AND MAINTENANCE

90%

83%

82%

/ﬁ\ KBHA PEERGROUP MEDIAN ABM MEDIAN
7\
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How satisfied or dissatisfied are you with the time taken to complete your most recent repair after you
reported it? (TSM)

84% SATISFIED

Very Dissatisfied

Neither \
00_/1\

Fairly
Satisfied \

32%
Very Satisfied

52%
Generally, how satisfied or dissatisfied are you with the way KBHA deals with repairs and
maintenance? (non-TSM)
88% SATISFIED
\ Very Dissatisfied
Neither / 2%
e -
9%
Fairly
Satisfied
39%
Very Satisfied
48%
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REPAIRS COMPLETED IN
TIMESCALE (RP02)

B Emergency Repairs B Non-Emergency Repairs

KBHA PEERGROUP MEDIAN ABM MEDIAN

81%
74%
99%
92%
98%
93%

We will be looking to improve our repair completion times, this will be achieved by ensuring

completion dates are obtained from our contractors for all repairs. We have not received completion

dates for 70 of the 447 non-emergency jobs raised and 6 of 73 emergency jobs raised in this reporting
period.

HOMES THAT DO NOT MEET THE
DECENT HOMES STANDARD
(RPO1)

X X X
o o o
KBHA PEERGROUP MEDIAN ABM MEDIAN
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Customer Service and Communications

How satisfied or dissatisfied are you that KBHA is easy to deal with? (Non TSM)

79% SATISFIED

Very
Dissatisfied

/ 2%

Neither

16%\

Very
Satisfied
44%
Fairly
Satisfied _—

35%
Resident Engagement
How satisfied or dissatisfied are you with the following?
KBHA keeps you informed about things that matter to you as a tenant? (TSM)

84% SATISFIED
Very '
N/A - Don't
Dissatisfied /
2% Know
Neither / ’ 3%
11%\ s
Fairly y
Satisfied ____— .e rY
38% Satisfied
43%
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The extent to which KBHA listens to your views and acts upon them? (TSM)

Very Dissatisfied 70% SATISFIED N/A-Don't

2% Know
8%

Fairly

D|ssat|sf|ed_\
11%

Very Satisfied
38%

Fairly
Satisfied
26%

RESIDENT ENGAGEMENT
COMPARISON

B Keep Residents Informed ™ Listens & Acts ™ Fairness & Respect

(o] N
3 2 . s } 5
© 2 r~ ~
KBHA PEERGROUP MEADIAN ABM MEDIAN

We will be looking to improve on these scores by ensuring we our consistently engaging with our
residents and taking all feedback on board.

A
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KBHA
To what extent do you agree or disagree with the following “KBHA treats me fairly and with respect”?
(TSM)

Strongly

81% SATISFIED
disagree

Neither
18% / 0%

ongly agree
39%

A
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To what extent do you agree or disagree with the following “KBHA has friendly and approachable
staff”? (Non TSM)

82% SATISFIED

Strongly N/A - Don't
disagree Know
Neither agree nor 0% 2%
disagree \ |
16% v

Strongly

agree
43%
Agree
37%
Are you aware of the following? (Non TSM)
HYes HNo
0
n
—
Tp]
0
. N
[
KBHA HAS A TENANTS PANEL RESIDENTS CAN BE ELECTED TO

THE KBHA BOARD

We are looking to recruit more residents to our tenants panel and would welcome residents from
all schemes.

A
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Making a complaint
How satisfied or dissatisfied are you with KBHA’s approach to complaints handling? (TSM)

Very 64% SATISFIED Ve

Dissatisfied Satisfied
9% 9%
Fairly
Dissatisfied
27%

— Fairly
Satisfied
55%

Neither/

0%

Of the 11 residents that stated they had made a complaint in the last 12 months (Autumn 23 —
Autumn 24), only 1 was raised as a formal complaint and resolved at Stage 1.

After investigation of the remaining 10;

1 resident had completed the question incorrectly, 2 were returned anonymously, so we were unable
to follow them up and 7 were service requests, which have either been resolved or being dealt with
currently.

To what extent do you agree or disagree with the following ‘Il know how to make a complaint to KBHA
if | am not happy with the service | receive? (non-TSM)

87% SATISFIED

Disagree n/a-Don't

0% Know Strongly
Neither 8% disagree
12% / 0%
- Strongly

agree
31%

Agreg/

49%

A
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COMPLAINTS RELATIVE TO THE
SIZE OF THE LANDLORD (CHO1)

B Stage 1 M Stage?2

i
o
oN
o
~
i
()}
[Fp} (V]
~ a
°© © [ ] ]
KBHA PEERGROUP MEDIAN ABM MEDIAN

During the reporting period 1%t April 2023 to 315t March 2024, we did not receive any complaints from
residents therefore, we have not included (CH02) Complaints responded to within Complaint Handling

Code timescales.

ASB

NUMBER OF ASB & HATE CRIME
CASES (NMO1)

W ASB Cases M Hate Crime Cases

X
o
o
X
<
i
X X X N
o o o o
KBHA PEER GROUP MEDIAN ABM MEDIAN

We are pleased to show we have not had any anti-social behaviour or anti-social behaviour cases
involving hate crime cases within the reporting period.

A
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Safety Checks

SAFETY CHECKS COMPLETED
ON TIME (BS01, BS02 & BS05)

B Gas Safety Checks M Lift Safety Checks M Fire Safety Checks

X X N X N
o =) o o o
S S S S S
i — i i i

KBHA PEERGROUP MEDIAN ABM MEDIAN

100%

I 100%
I 100%
I 100%

The information above relates to the period April 2023 to April 2024.

We are pleased to show that we have completed all annual gas safety checks (BS01), lift safety checks
(BSO5) and fire safety checks (BS02) on time.

Asbestos Checks (BS03) and Water Safety Checks (BS04) — Not Applicable.
Rents

AVERAGE RENTS

B Average Weekly Rent (Gross) B Average 1 Bed Rent (Net)
B Average 2 Bed Rent (Net)

(9]
tn © °
8 8 : ™~ : o] ';
S 8 - o S <« g
— S x o —
o
KBHA PEERGROUP MEDIAN ABM MEDIAN

KBHA increase, or decrease are rents annually in line with current Government guidance, whilst
ensuring they are affordable. The rents collected go back into responsive repairs and planned
maintenance. The above chart shows that KBHA average rents are relative to the average rents of other
small housing associations in the South-West.

A
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Next Steps

* Following feedback from the surveys, site visits and tenants panel the team at KBHA are
working hard to improve services and prioritise work.

* Where contact details have been left on surveys, Housing Officers have contacted customers
to discuss their comments where applicable.

* The results show feedback around complaints responses, when investigated a number of
these have proved to be service requests which have been followed up. We have publicised
our complaints policy, to show what is a complaint and the difference between service
request and complaint. We have also added information on our website to show how to log
a service request or raise a complaint where a service received has failed to meet our
standards.

* We are conducting monthly repairs surveys with residents to ensure our repairs service
remains consistent.

* Site visits will be completed in Spring and Autumn 2025 and tenants are invited to meet with
us to address any concerns. If residents are unable to attend site visits, we encourage them
to contact the office with any concerns or requests.

* We are continuing to carry out tenancy audits with our residents as these provide residents
with the opportunity to raise any queries with Housing Officers on a one-to-one basis.

* Our website has been updated this includes details of how to make a complaint.

* We will be working on a new Anti-Social Behaviour Policy later this year

* We will be benchmarking our results with other social housing providers to see our strengths
and weakness in comparison with other organisations.

* We will be meeting with the board and tenants’ panel in early 2025 to discuss our results.

* And we will be collating the additional information required by the RSH to demonstrate our
performance in those areas not covered by the satisfaction and take relevant actions as they
arise.

* Please note any final percentages have been taken to 0 decimal places and rounded to the
nearest whole no. They do not take into account any not applicable answers.

* The reporting period was 1t April 2023 — 315t March 2024.

* Tenant survey completed in Autumn 2024.

Thank you
KBHA would like to thank all the residents who responded, it was lovely to hear so many people

expressing such high levels of satisfaction, and a thank you to all the KBHA team for their hard
work and all they have achieved.

Version History

Date of Report December 2024

Last edited by Carly Cox
Responsible person Assistant Housing Manager
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HOUSING ASSOCIATION LIMITED

5 Moravian Road,
Kingswood,
Bristol BS15 8LY

Telephone 0117 9611171
info@kingsbarton.co.uk
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