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White Horse Housing (WHHA),
previously Wiltshire Rural Housing
Association, has been building and
managing homes in the villages
throughout the County of Wiltshire, the
Borough of Swindon and its surrounding
areas. They focus on building homes to
high environmental and space standards.

Acuity has been commissioned to
undertake independent satisfaction
surveys of both the tenants and shared
owners of WHHA to collect data on their
opinions of, and attitudes towards, their
landlord and the services provided.
These surveys are reported separately,
and this report focuses on the results
from the tenant (LCRA) survey.

The survey was designed using the new
Tenant Satisfaction Measures from the
Regulator of Social Housing, which
became mandatory to collect from April
2023 and are due to be reported for the
first-time in 2024.

WHITE HORSE

Introduction

The survey was undertaken using a mixed mode approach with tenants given the opportunity to respond online, by post or
by telephone interview. The fieldwork was undertaken between the 30" of October 2023 and the 8" of January 2024. At
the close of the survey, 239 responses had been received, 224 from the tenants and 15 from the shared owners. As
stated, this report is concerned with the tenant results only with a separate report based on the responses from the shared
owners, although this report does contain some reference to the shared owners and shows the differences in satisfaction
between the two groups.

The survey is confidential, and the results are sent back to WHHA anonymised unless tenants give their permission to be
identified — 89% of tenants did give permission to share their name and 82% of these tenants are happy for WHHA to
contact them to discuss any issues they raised.

The aim of this survey is to provide data on tenants’ satisfaction, which will allow WHHA to:
*  Provide information on tenants’ perceptions of current services
*  Compare the results with previous surveys, where possible
+  Compare the results with other landlords (where appropriate)
* Report the results as required by the Regulator from April 2024 onwards
* Develop evidence based continuous improvement plans.

For the overall results, Acuity, Housemark and the Regulator of Social Housing recommend that landlords with under 2,500
properties achieve a sampling error of at least 5% at the 95% confidence level. For WHHA, 239 responses were

received, and this response is high enough to conclude that the findings are accurate to within +4.1% for the combined
residents and +£4.2% for the LCRA tenants only; these fall well within the required margin of error and give good accuracy
of results.

Most of the figures, throughout the report, show the results as percentages. The percentages are rounded up or down
from two decimal places in the results file to the nearest whole number, and for this reason, may not in all cases add up to
100%. Rounding can also cause percentages described in the supporting text to differ from the percentages in the charts
by 1% when two percentages are added together.



96% Key Metrics Summary 2024 Wi Horse

Overall Satisfaction

. 91% We" maintained home 67% Energy efﬁciency
The survey for White Horse shows very

high levels of satisfaction and the
Association should be proud of these

results.

9794 Safe home

O79% Easy to deal with

e
Nearly all the tenants (96%) are satisfied -
with the overall services they receive from ]
WHHA, and several other measures 03% Repairs - Last 12
receive ratings above 90%. These include 0 months )
the provision of a safe home (97%), @ 8504 Listens & Acts
WHHA being easy to deal with (also
97%), treating tenants fairly and with
respect (94%) and 93% are satisfied with
the repairs service in the last 12 months, @
and the time to complete the most recent
repair.

0304 Time taken - Last repair

C)

0196 Keeps you informed

920 Repairs - Overall
However, two measures receive less than 0 satisfaction
70% satisfaction, the upkeep of the

communal areas (69%) and the energy

efficiency of the home (67%).

94% Treats fairly & with

69% Communal areas clean respect

In addition, 80% of tenants would & well maintained

recommend WHHA to other people, with
only 5% who wouldn’t; the Net Promoter
Score being 75, which is impressively
high and compares well with other
landlords.

\J
— 0 : :
Positive contributionto =4 72% Complaints handling
/8%

neighbourhood

04 Promoters
7296 Anti-social behaviour 80%
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When considering the results, it is Natl O n al CO n text WHITE HORSE

important that the national context and
external factors should be considered.
For example: Overall Services (Acuity Clients)

Cost of Living Crisis
Government & Political Changes
Uncertainty about the future
Brexit and the economy

Satisfaction is based on perception
rather than specific values so can be
affected by these factors and how
positive people feel about their lives.
Factors such as the pandemic also
altered the way social landlords operate,
perhaps making them less accessible Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2
and responsive. (19/20) (20/21) (20/21) (20/21) (20/21) (21/22) (21/22) (21/22) (21/22) (22/23) (22/23) (22/23) (22/23) (23/24)* (23/24)

The top graph demonstrates hOw OVverall |y GO

satisfaction has changed over time for ) . . . . )
Acuity’s clients (tracker only). The Satisfaction with services provided (NHF/Housemark median - general needs)

trendline is downward over the last few
years. The lower chart shows the results

from Housemark members_with_a peak_
in 2015/16 and a slow decline since, this S 85% 85% ”
starting before the disruption of the ' 83%

%

pandemic. 80% 81%

The WHHA results tend to buck this
trend, increasing a little since the
previous survey in 2021.

10/11 11/12 12/13 13/14 14/15 15/16 16/17 17/18 18/19 19/20 20/21 21/22 22/23

*LCRA only onwards



Overall Satisfaction




Firstly, tenants were asked, “Taking
everything into account, how satisfied or
dissatisfied are you with the service
provided by WHHA?” This is the key
metric in any tenant perception survey.

Nearly all the tenants (96%) are satisfied
with the overall services provided by
WHHA, with 75% very satisfied and a
further 21% fairly satisfied. Just 2% are
dissatisfied and the remaining 1% neither
satisfied nor dissatisfied.

WHHA undertook satisfaction surveys in
2014, 2017 and 2021 and the results from
the overall satisfaction question are shown
here. Satisfaction has been very high over
time, but it has increased by a further 1
percentage point (p.p) in 2024.

WHHA has properties in nine constituency
district, but in two there were less than ten
responses so these are not shown here.
Those that are shown include the number
of responses from each district. As
expected, satisfaction is high across all
these districts with 100% satisfied in
Salisbury and South West Wiltshire. The
least satisfied, but still at 92%, are those
in North East Somerset.

The ‘understanding satisfaction’ section of
this report, further analyses the results by
a range of different groups, including age,
gender and response method.

Overall Satisfaction

75%

WHITE HORSE

21%
Very satisfied Fairly satisfied Neither Fairly dissatisfied Very dissatisfied

/ Over Time \

/ By District \

Devizes (52)

North East Somerset (11)
North Wiltshire (40)
Salisbury (19)

Somerton and Frome (40)

South Swindon (18)

\2014 2017 2021 2024/

@h West Wiltshire (25)

98%

92%

98%

100%

93%

90%
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Satisfaction with the home and the repairs
service is very high at WHHA with 97%
satisfied that their home is safe and 91%
with its maintenance. Consequently, very
few are dissatisfied, 1% and 4%
respectively.

The previous survey included questions
about the home but were worded a little
differently about the condition of the home
and whether it was safe and secure. It is
felt these are close enough to compare
with the current questions and this shows
increased for both measures, up 3p.p for
the maintenance of the home and 2p.p for
its safety.

Over eight out of ten tenants (83%) said
they had a repair completed by WHHA in

the last 12 months and, of these, 93% are
satisfied with the repairs service during
this period. Satisfaction is equally high for
the time taken to complete the most
recent repair, whilst 92% of all tenants
responding are satisfied with the overall
repairs and maintenance service; this
being up 1p.p since the previous survey.

Again, satisfaction with the home and
repairs service is high across the different
districts with those in Salisbury and
Devizes generally the most satisfied and
those in North East Somerset the least,
but the differences are small.

Keeping Properties in Good Repair

91%

Well maintained
home (222)

97%

93%

I —

Safe home (221) Repairs - Last 12

months (176)

96%
94%
92%
90%
88%

86%

Q%

2014

Over Time

2017

2021

~

93%

Time taken - Last
repair (175)

| |
.
¢

g |
|

WHITE HORSE

92%

5% 3% 6% 20

Repairs - Overall
satisfaction (218)

By District

-

North East Somerset

Devizes

North Wiltshire
Salisbury
Somerton and Frome

South Swindon

2024/

\South West Wiltshire

~

91% 100% 93% 95% [eAR%)
82% 91% 89% 89% Fele%

93% 98% 97% 94% ReEYA)

95% 100% 100% 100% geieR]

90% 93% 86% 91% RKeRFA)

90% 100% 100% 86% RekZ)

92% 96% 95% 90% 88%/




Comments — Dissatisfied with Home or i
Communal Areas

Tenants not satisfied with their homes or _—

communal areas were asked to explain d . .
: Grounds maintenance - Bushes & hedges - maintenance /
why and what could be done to improve weedin 6
g
3

this. Just 25 tenants gave comments,
which reflects the generally high levels of
satisfaction with these aspects of service.

Ground maintenance issues dominate Grounds maintenance - Paths and driveways _ 3
the comments. These tenants have

concerns about the maintenance of the

Grounds maintenance - Grounds maintenance generally

bushes and hedges, but also the upkeep Grounds maintenance - Fences and gates - 2

of the paths and driveways, fences and

gates and grass cultting. Grounds maintenance - Grass cutting 2

Other comments cover some issues with

the general maintenance of the Grounds maintenance - Tree maintenance - 2

communal areas and the repairs service.

To provide further insight into tenants’ Communal areas - Lack of communal areas - 1

concerns, examples of the comments

received are shown in full overleaf. Communal areas - Need more/new washing machines / dryers - 1

Communal areas - Rubbish 1

Day-to-day repairs - Contractor 1

Day-to-day repairs - Outstanding / forgotten repairs

Day-to-day repairs - Quality of work

Number of respondents: 25



Dissatisfied with Home or Communal Areas — Comments

Grounds maintenance —
bushes & hedges

“Need more weeding not only cutting grass.”

“The hedges are overgrown and need
cutting back, there have been problems with
the contractor, but this is being sorted now.”

“The hedge cutting on the estate was very
hitand miss and the excuse of nesting birds
was used of which there were no nesting
birds.”

“Don’t cut the bushes behind the house
which our back gate leads to.”

“Hedge cutting has been an issue. Also,
pathways are getting slippery from moss.”

“The current grass and hedge are poorly
kept. Paying for nothing Path extremely
slippery. Boundary fence appalling.”

Grounds maintenance — Other issues

“Grass cutting and general.”

“I've asked for the trees to be cut all year
and still waiting its overgrown.”

“I am very, very happy with our house the
shared garden paths we share are green
with mould and have never been jetted.”

“Grassed areas not cut often enough. Dead
trees that need to be cut down.”

“Thereis a gravel area outside and it’s not
been raked for 6 months plus. It becomes
very deep so its hard to drive in and out.
Also, nearly impossible to get the baby’s
buggy across.”

“We pay for gardening services al, | can say
is what gardener?”

“A new gardener. Washing line areais not
cleaned and maintained.”

WHITE HORSE

Communal areas Other matters

“There is one particulararea next to my
home that was once used as a communal
bin area, this is now often used for people to
dump unwanted items and is unkept. It
would be an ideato use this small space for
residents to use as a private outside space,
particularly during the summer months.
None of the current residents use the rear
communal garden as its exposed, maybe
opening up this small space can give a
person some time outside where they have
some privacy and feel comfortable,
improving mental healthand wellbeing?
Myselfand a few other residents are happy
to maintain this small space.”

“Not the first time its happened and | know
people are only human and we all make
mistakes from time to time....| have guttering
that needs repair and have rang over 6
months ago and a fence which had been
propped up for nearly a year due to wind
damage.. All so when rules apply it should
be one rule for all no exceptions...(ref
parking of large vehiclesand caravans)
kind regards.

“White Horse are aware of dissatisfaction
with grounds maintenance and have been
active intrying to resolve the situation.”

“We've suffered with severe damp and mold
for the last 4 years and although they have
taken certain stepsto get rid of it, they
haven’t done what they were actually
supposedto do. They’re just masking the
problem ratherthan fixing it.”

“Poor contractors | hope the new ones are
better next year.”

“Poor work carried out. Broken window
frames that don’t shut properly. . The
outside has not been painted for years
others have.”

‘Lighting, we have a tunnel to go through
and there is no lighting.”

“We have had issues with a leak because of
the shower screen and also the bathroom
flooris on two levels which has caused
damage from the water leak seeping
through.”

Number of respondents: 25
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Tenants not satisfied with the repairs and CO m m en tS - DI SS at I SfaCtI O n W I t h Rep al I'S WHITE HORSE

maintenance service were asked to

[~ ¥ ]

provide more information and what could / a8
be improved, and just 16 tenants Day-to-day repairs - Quality of work _ 6
commented, again a reflection on the
generally high satisfaction levels with the . .
: Property condition - Damp / mould / condensation 3

service.
No single issue stands out from the rest, Dav-to-d irs - Right first - 2
although the most comments relate to the ay-to-day repairs - Right first ime
quality of the repair work.
Of the remaining comments, tenants Day-to-day repairs - Timescales to complete repairs - 2
mention some issues with damp and
mould in the home, getting the work done Other - Not answered question 2
right first time and the timescales for
completing repairs. Communications and information - Website and online . 1
The small number of comments and the SEIVIces
high levels of satisfaction suggest that the D : : .

- . : : ay-to-day repairs - Appointments 1
majority of repairs go off without a hitch. y yrep PP
It will be difficult to further increase Day-to-day repairs - Contractor . L
satisfaction, but White Horse needs to
make sure standards don't slip and that
any pr0b|ems are sorted out qu|ck|y and Day-to-day repairs - Job details given to contractor 1
efficiently.
Examples of the comments are shown Day-to-day repairs - Keep informed of repair progress 1
overleaf.

Day-to-day repairs - Outstanding / forgotten repairs

Day-to-day repairs - Repairs covered in service level

Number of respondents: 16



Dissatisfaction with Repairs — Comments

Day-to-day repairs — Quality of work

“I believe White Horse do a good job at
dealing with repairsand related issues, but
the quality of repairs can sometimes be
lacking by 3 Solutions. It often requires
multiple visits before things are solved or
made right.”

“Over the years we've had a few issues
where they haven'’t really done the work to
our standard and we’ve had to do something
ourselves. They’re approachable but 'm not
sure they understand a lot of stuff.”

“Only reason for dissatisfaction is cupboard
door on kitchen looks different to the rest
and also gap at the top when fitted.”

“It feels like they always go for the quick and
cheap solution (cowboy) eventhough it
won't look good or be right for the situation.
The leak that occurred because the glass
shower screen is not long enoughis going to
be resolved by a curtain pole and shower
curtain being installed and the glass screen
remaining. It will spoil the look completely.
Also, due to health issues this will cause me
a problem with accessibility.”

Day-to-day repairs - Other

“Over 2 weeks since | reported a
maintenance issue, lightin bathroom not
always turning on....was told 3 solutions
would be in contact?”

“I had a leak in the shower, and we had put
in brand new skirting boards in the
bathroom ourselves. The chap who came
out didn’tfix the repair, he said someone
else would have to do it, so they arranged
for someone to come out again and itwas
the same chap and he just put some
silicone in it. Why couldn’t he just do that the
firsttime. We had to wait around for him as
well.”

“Always done on the cheap or the person
that turns up to do repair brings wrong
equipmentor says its not his usual area of
expertise.”

“They do not finish the jobs. When they put
new heatinginlastyear, they did not
replace the floor damaged in the kitchen.”

WHITE HORSE

“My extractor fan was not working in the
bathroom. The contractor looked atit and
tried taking it out, but a bit of the ceiling
came off and it had asbestos, so he leftit. It
was leftlike that for quite a while then they
had to redo the whole ceiling. So,
something that started out as a small job
turned into a bit of a nightmare.”

“Utility room painted all peeling off already
damp everywhere. Insulationin look falling
out.”

“I have not been able to log into the tenants’
portal to request repairs for quite a long time
and have emailed them today (2 Nov) to ask
for help.”

“l have not yet had occasion to call on White
Horse Housing for any repairs or
maintenance so do not feel | can answer
this question fairly.”

“Not had a repair yet.”

Number of respondents: 16
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Two-fifths of tenants (42%) stated that they
live in a building with communal areas that
WHHA is responsible for maintaining. Of
these tenants, 69% are satisfied with the
cleaning and maintenance of their
communal areas, whilst 15% are
dissatisfied and a further 15% are neither
satisfied nor dissatisfied.

More tenants are satisfied with the positive
contribution WHHA makes to their
neighbourhood (78%). Dissatisfaction is
very low (4%), with 18% neither satisfied
nor dissatisfied. This may partly be due to
a lack of visibility and awareness; maybe
WHHA could do more to communicate and
promote the impact it has in the area.

Seven out of ten tenants (72%) are
satisfied with the handling of anti-social
behaviour. A significant number of tenants
gave a neutral response (20%).

Two-thirds of tenants said they are satisfied
with the energy efficiency of their home,
although a fifth are dissatisfied.

Although we are not comparing equivalent
datasets it is worth noting that satisfaction
for LCHO is lower than that of LCRA .

Salisbury residents tend to be the most
satisfied. Least satisfied with the upkeep of
their communal areas are those in South

Swindon (60%). A
g
)

WHITE HQRSE

Responsible Neighbourhood Management

78%

69% 72%

67%

20% 20%

18%

15% 15%

13%
7% °

Anti-social behaviour (138)

4%

Positive contribution to
neighbourhood (189)

N

Communal areas clean & well

maintained (84)

Energy efficiency (212)

N

By Stock Type By District

DAVl 65% 62% 78% @ 69%

North East Somerset [l 000%) BaCrR:s:

North Wiltshire FrLZE il RELaRiers)

SEUSJIWYAN 78% 82% 86% 78%
Somerton and Frome  Frolar 74l BEeLiR L)

South Swindon [Gel%a ekl B L))

LCRA

LCHO / \South West Wiltshire A 2 B e /
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Nearly all tenants (97%) find White Horse -
easy to deal with, just 1% find it difficult and ReS p eth u I & H el p f u | En 9 ag ement WHITE HORSE
this is similar to the rating in 2021, up a

further 1p.p. 97% 94%

Nine out of ten are satisfied that they are kept 85%
informed about things that matter to them,
this being at the same level as in 2021 and
94% feel they are treated fairly and with
10%
2% 1% S

91%

72%

respect, increased by 4p.p, although the
previous question only asked if they were
treated fairly.

0
17% 10%

%
—

6% 4%

5% 19

Fewer tenants are satisfied that their views

are listened to are acted upon, although this Easy to deal with (218) Listens & Acts (209)  Treats fairly & with Keeps you informed Complaints handling

is still at 85% and just 5% are dissatisfied; respect (218) (215) (29)
satisfaction has improved by 7p.p since 2021.

Just 15% said they had made a complaint to . o
White Horse in the last 12 months, although it / Over Time \ / By District
is not clear if any of these are genuine 100%

complaints following a failure of service or (DIS\VIV{-ISIl 98% 80% 94% 87%  [ElEQ

service requests (such are reports of repairs) 95% O
that have yet to be actioned. Nevertheless, North East Somerset  EEMRZY LYY
satisfaction is a little lower than many in the 90%

survey at 72% and 10% are dissatisfied. This 85% NG A 100% 89% 100% 100% 86%
guestion is now only asked of those making a

cqmplalnt_ whereas previously all were asked 80% S T 18Val 100%100% 100% 94% 100%
this, and in 2021 also 72% were satisfied.

Again, the tenants in Salisbury appear to be 75% Somerton and Frome  EEEZR P RISAP 0N 50%
the most satisfied and those in North East 20% B O

Somerset are the least. ° South Swindon  EeREZY SR o) 67%

65%
% \ 2014 2017 2021 202y \South WS AWV o IT(=Il 96% 83% 96% 92% 86% /




Tenants who stated that they are not
satisfied with customer service and
communications, were asked to provide
more information and what WHHA could
improve. Just nine tenants commented,
which reflects the high levels of
satisfaction with these aspects of service.

There is no pattern to the comments
made, with some just wanting to be kept
up to date a little better.

As there are so few comments made
about the customers service from White
Horse, these are captured in full overleaf,
to show what issues some tenants do
have with the service.

However, there is no cause for concern as
clearly most interactions between White
Horse and its tenants work well, with a
few issues occurring periodically.

Comments — Customer Service &
Communications

WHITE HORSE

Communications and information - Keep tenants up to date

Communications and information - Act on views and give
feedback

Communications and information - Communications (in general)

Customer services & contact - Keep informed of progress

Day-to-day repairs - Appointments

Home improvements - Heating system

Other - General negative comment

Tenant services and management - Would like pet

Number of respondents: 9
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Customer Service & Communications — Comments WHITE HoRsE

All comments

“My only complaint is my heating/hot water system, itis totally useless, | can’t
afford to use my heating and haven’t done so for approx 2 years as it doesn’t
warm the house.”

“l think better communication and to act more promptly on things.”

“On one hand the staff are all really lovely, but on the other hand | get bombarded
with all of this so | would say neither. It is 3 solutions or low carbon that are
phoning me not White Horse and | am not satisfied with the level of
communication from White Horse as they are relying on their 3rd parties and not
being kept informed from White Horse.”

“They are easy enough to deal with on the phone but then you are left hanging.”

“They’re easy to deal with when you first get in touch with them but if its
something that’s ongoing then no, definitely not.”

“With my direct dealings with the Contacts manager | don’t know whether my
concerns are being taken on board or actioned because no one tells me the
results of the conversations.”

“They always come on a visitwhen we are at work. That’s OK for the people who
don’t work, not for me.”

“I have asked for an explanation of how the solar panels work on the roof of the
property, but no one seems to know.”

“l emailed asking why its ok for one person to have not one but two pets when |
was told were not allowed pets and never received a reply.”

Number of respondents: 9
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Tenants were asked, “How likely would . '.'i.;n
you be to recommend WHHA to other ReCO mmen d N g WH HA WHITE HORSE
people on a scale of 10 to O, where 10 is
extremely likely and 0 is not at all likely?”

Eight out of ten tenants are promoters,
very loyal and happy to promote WHHA
to other people (80%), with 71% giving a
score of 10 out of 10, which is
exceptional.

80% 15% 5%

Promoters Passives
M 6% J 4%

There are 15% of tenants who are
currently passive and could be
persuaded either way, and just 5% are
detractors, and likely to have negative
views about WHHA.

Detractors
J 2%

Interestingly, 12% gave a score of 8 out
of 10, suggesting that with a little work

these could be moved up to the promoter How likely would you be to recommend / Over time \
categories, making the score even better. WHHA to other people?
@7 80%

The Net Promoter Score (promoters
minus detractors) is +75. This is excellent
and compares very well with the Q1-Q2
2023/24 average for Acuity tracker and
one-off clients of +23.

71%

Since the previous survey, the NPS has

increased by 8 points, due to 6p.p more

tenants being promoters and the number
of detractors falling by 2p.p.

9% 12%

-.3% 1% 3% 00 0% 0% 0% 1%
[ |

2024

|1O 9 “8 7 ”6 5 4 3 2 1 O

| -—-Promoters -®-Passives =®-Detractors
Promoters Passives Detractors

75




Tenants were asked what one thing could
WHHA improve, and 133 tenants gave
comments.

This includes 21% of tenants that gave
positive comments about the current
services provided, and a further 14% that
had no suggestions, perhaps also feeling
no improvements are necessary.

Of the more negative comments, tenants
most frequently referred to the condition
of their property, followed closely with
issues relating to grounds maintenance.

Some comments also mention
communication, whilst some tenants
would like to see some improvements to
their homes.

Of the individual comments, some would
like updated heating and more energy
efficient homes, otherwise many
comments ask for general improvements.

Examples of the comments are shown on
the following page in full and give further
insight into the key areas where tenants
would like improvements to be made.

Improvement Suggestions

6%

=
]
dan’

|
WHITE HORSE

HOUSING

Categories

Positive comments

No comment / don't know
Property condition

Grounds maintenance
Communications and information
Home improvements

Tenant services and management
Day-to-day repairs
Organisational policies
Neighbourhood problems
Communal areas

Safety and security

Council, other agencies
Customer services & contact

5%

21%
14%
14%
13%
10%
10%
7%
6%
6%
5%
2%
2%
2%
1%
5% 5% 4%

Grounds maintenance - Home improvements - Organisational policies
Grounds maintenance
generally

Heating system

Number of respondents: 133

- Energy efficient,
environmentally friendly

Property condition -
Condition of the

property

Property condition -
External property
maintenance



Improvements to Service — Comments

Positive comments

“Best housing | have ever had.”

“The gardenis the mainthing that we've all
had a problem with, butthey’ve now really
stepped up and they’ve got rid of that
contractor.”

“Genuinely they are the best housing
association | have ever had, there isn’t
anything that they don’t do already.”

“They do a really good job. My contact has
always been very good.”

“Nothing to improve WHHA have a great team
in the office & are very helpful.”

“The staff are not just there to make sure our
home are up together; they care about us as
an individual. all through a very difficulttime in
everyone’s life. They were checking on me to
make sure | was ok. | feel | could call them
regarding anything that | am struggling with.
They treat me like a member of the family not
as a resident.”

“I am totally happy with the assistance |
receive from White Horse Housing.”

“General appearance of properties
correcting tenants who store large items of
rubbish in communal areas.”

“The only thing they could improve on is that
we had a letter saying someone would
come and see the house about cavity wall
insulation, but we haven’t heard anything,
and nobody’s been around.”

“Outside wood upkeep. The upkeep of
facias and porch rooves etc.”

“Needs improvement of annual external
maintenance. For example, gutter clearing
and external painting. It’s never been done
in the 4 years we have lived here.”

‘Just to treat damp a bit quicker!! (Sorry Il)”
“Improve the insulationin the loft.”

“Not saying they don’t have the budget to do
general maintenance on the property. |.e.
the facia on the property hasn’t been done
since white horse took over from the
previous association.”

“Better Garden Contractors.”

“The path to access the rear gate has
become untidy and building of garden
extension by neighbour (not White Horse)
has left old wood and very untidy bins etc
outside my gardenfence.”

“Look at what is provided in new builds to see
if similaror same could somehow be
providedin older propertiesi.e. privacy
fencing/sheds.”

“Been here since built, some things good but
overall, nota problem. But maintenance
trees. Fences very, very poor.”

“Gardens and the guttering and the washing
line area.”

“Id like to see the estate made more wildlife
friendly. Hedges could be part planted with
heritage hedging instead of privet. Grass
borders could be partially seeded with
wildflowers that are self seeding and require
no care at all, atalmost no cost to the HA and
are hugely beneficial to the wildlife food
chain.”
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“I'm not sure on this one. | think giving
opportunities to all to meetand have their say,
but there are not enough taking up the offer.
So encouraging others would be good.”

“Replacing the old oil tanks and replacing the
heating system with something more cost
effective.”

“I don’t think its fair only some of the postcodes
have shared ownership opportunities and right
to buy should be available for long term
residents.”

“Communal lights as really dark in the
evening.”

“Give us solar panels on our roof so we can
have free electric.”

“More attention to detail on fixtures/repairs.”

“Outside lighting (i.e. security lights leading to
private car park behind building).”

“Response time on repairs. Especially on outer
building stone crumbling on the back of the
house.”

Number of respondents: 133
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In addition, tenants were asked about
how they feel about the cost-of-living
Crisis.

Despite the news that inflation is falling,
although fuel bills don’'t appear to be
doing so, the survey found that 8% of
tenants are struggling to pay their rent,
20% their household bills and 25% their
utility bills; even more remain worried
about the future

Evidence from similar surveys shows
that those struggling financially are often
less satisfied with their homes and the

services provided by their landlord,
although the picture is a little different for
WHHA.

Given the high levels of satisfaction with
the home and the services provided,
there is little difference between those
who are struggling and those who are
not, suggesting this is not a factor unduly
affecting satisfaction.

8% 13% -
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Cost of Living Concern whr Horse

Cost of Living Concern

80%
57% 49%

20% 24% 25% 26%

Paying rent or service charges  Meeting the cost of household bills Meeting the cost of utility/fuel bills
(191) (189) (189)

® Yes mWorried about the future = No

Cost of living concern & satisfaction

Overall satisfaction 94% 97% 96%
Well maintained home 92% 89% 91%
Safe home
Repairs - Last 12 months
Time taken - Last repair
Repairs - Overall satisfaction 94% 89%
Communal areas clean & well maintained 63% 72%
Positive contribution to neighbourhood 82% 81%

Anti-social behaviour 69% 74%
Energy efficiency 520 69%
Easy to deal with 96% 94%

Listens & Acts 88% 81%
Keeps you informed 90% 83%
Treats fairly & with respect 94% 94%
Complaints handling 90% 60%

Promoters 78% 77%

mYes ®m \WVorried about the future ® No



Those who might be struggling were
asked if they would like to be considered
for help from the WHHA Discretionary
Support Fund and 22% of tenants said
they would. There are a few more in
North Wiltshire, Salisbury and South
Swindon who would like this help, just 4%
of tenants in South West Wiltshire would
like to be considered. The names and
addresses of these tenants has been
passed to WHHA to follow up on.

In terms of additional help, 10% of
tenants said they had accessed a food
bank or other charitable support in the
last 12 months, most of these live in
North East Somerset. This showing a
sign of the times and recognising that
some residents are constantly struggling
with their daily living, despite support
from WHHA.

)

| |
.
¢

g |
[

Cost of Living Concern — cont. whITE HonsE

WHH Discretionary Support Fund

Devizes [ 17%
North Wiltshire | 31%

mYes
Salisbury [ 31%
= No Somerton and Frome [ 18%
South Swindon [ 31%
South West Wiltshire [l 4%
Accessed Food Banks/Charitable Support in Last 12 Months
" Ves Devizes I 12%
North East Somerset [ 36%
North Wiltshire [l 5%
= No

Salisbury [ 6%

Somerton and Frome [ 5%
South Swindon I 11%
South West Wiltshire [ 13%

m Prefer not
to say




Trends




As evidenced throughout this report,
satisfaction has increased in many areas
compared with the previous survey.

In fact, all comparable measures show
increased satisfaction, apart from the
way WHHA keeps tenants informed and
handles complaints, which has stayed the
same.

Overall satisfaction has increased by just
1p.p, with the largest increases being for
treating tenants fairly (up 4p.p) and how
they listen to tenants’ views and act upon
them (up 7p.p). In addition, the number of
promoters is up by 6p.p from 74% to
80%.

Given that many measures already have
satisfaction levels above 90%, the
challenge for WHHA is to keep them
there.

al

Trend Over Time

100%
98%
96%
94%
92%
90%
88%
86%
84%
82%
80%
78%
76%
74%
72%
70%
68%
66%
64%

2014

2017

2021

2024

WHITE HORSE

HOUSING

-@-Overall satisfaction
-@-Well maintained home
-@-Safe home
Repairs - Last 12 months
=@-Time taken - Last repair
=@-Repairs - Overall satisfaction
=@-Communal areas clean & well maintained
-@-Positive contribution to neighbourhood
-@-Energy efficiency
-@- Anti-social behaviour
-@—Easy to deal with
~@-Listens & Acts
=@-Treats fairly & with respect
-@-Keeps you informed
=@-Complaints handling

-@-Promoters



The table to the right illustrates the
results for 2024, compared with those
from 2021 (where possible).

In all but two of these measures, the
figures are positive, shown here in
green, whilst two have remained the
same.

Some of these questions have been
included in the survey for the first time so
currently have no trend information, but
these will act as a baseline to compare
future surveys against.

al

Year on Year Change

Positive contribution to neighbourhood
Energy efficiency

Anti-social behaviour

Easy to deal with

Listens & Acts

Keeps you informed

Treats fairly & with respect

Complaints handling

Promoters

95%

88%

95%

96%

78%

91%

90%

72%

74%

96%

91%

97%

93%

93%

92%

69%

78%

67%

72%

97%

85%

91%

94%

72%

80%
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1%

3%

2%

1%

1%

7%

0%

4%

0%

6%






These charts show both the levels of
satisfaction and dissatisfaction with the
range of services provided.

Sometimes, where satisfaction is low, the
remaining tenants can be split between
those who fall into the neutral middle
ground and those who are actually
dissatisfied. This difference can signal
areas where tenants do not have strong
opinions or areas where a high
percentage of tenants are actually
dissatisfied.

The chart sets out clearly the high level of
satisfaction, with most measures having
more than 90% of tenants satisfied.
Correspondingly, dissatisfaction is very
low, just 2% overall and all but three
areas having dissatisfaction in single
figures.

The exceptions are for the energy
efficiency of the home where 67% are
satisfied and 20% are dissatisfied, the
upkeep of the communal areas, 15%
being dissatisfied and the handling of
complaints, 10% dissatisfied.

Satisfaction with measures

Safe home

Easy to deal with

Overall satisfaction

Treats fairly & with respect
Repairs - Last 12 months
Time taken - Last repair
Repairs - Overall satisfaction
Well maintained home
Keeps you informed

Listens & Acts

Promoters

Positive contribution to
neighbourhood

Anti-social behaviour

Complaints handling

Communal areas clean & well
maintained

Energy efficiency

(o]
\l
X

97%

97%

96%

94%

93%

93%

92%

91%

91%

85%

80%

78%
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Dissatisfaction with measures

Energy efficiency - 20%

Communal areas clean & well

maintained
Complaints handling - 10%

Anti-social behaviour - 7%
Detractors . 5%

Listens & Acts . 5%

Well maintained home l 4%

Keeps you informed . 4%

Positive contribution to
0,
neighbourhood I 4%

Time taken - Last repair I 3%
Repairs - Overall satisfaction I 2%
Repairs - Last 12 months I 2%
Overall satisfaction I 2%

Easy to deal with | 1%

Treats fairly & with respect I 1%

Safe home I 1%




Combined Comments

Top Comment Areas

The tables to the right include an
analysis of all comments received in the
survey across the open-ended

: ) o Grounds maintenance 19%

questions, with positive comments "

Geayed in oreon

Encouragingly, many of the comments Property conditign 13%

made are positive about the services DI U0y ORI 13%

and when those who are dissatisfied with No comment / don't know 11%

some aspects were asked to comment, Communications and information 10%

the number of comments received is low, Home improvements 8%

a reflection of the high levels of Tenant services and management 5%

SEISIEEIEN ST Organisational policies 4%

Where there are suggestions for Neighbourhood problems 4%

improvement, grounds maintenance tops

thep list foIIoweg by the condition of thei:3 Communal areas 3%

In particular, the maintenance of bushes .

and hedges is mentioned and the quality Other - No comment/suggestions e

of the repair work. Positive comments - no problems

However, these do emphasis that most LEn e r_epairs ~ G 7 ot e . il

services perform well with a few issues Grounds maintenance - Grounds maintenance generall 6%

occurring occasionally. While there are Positive comments - Good overall service

always some areas in need of Grounds maintenance - Bushes & hedges - maintenance / weeding 4%

improvement, overall tenants are very Home improvements - Heating system 4%

C\‘mm\_\'\”th (12 SFEmIEE AT FEBEE o Property condition - Condition of the property 4%
Property condition - Damp / mould / condensation 4%
Communications and information - Keep tenants up to date 3%
Grounds maintenance - Fences and gates 3%
Organisational policies - Energy efficient, environmentally friendly 3%

Property condition - External property maintenance 3%




Key driver analysis is used to examine
the relationship between the different
variables (the questions asked in the
survey) and determine which elements
of the service are the key drivers for
tenants’ overall satisfaction.

Every landlord will produce a unique
pattern of influence and for WHHA the
most important driver for tenants’
satisfaction with the overall services is
that WHHA provides a well-maintained
home. The overall repairs service and
WHHA being easy to deal with are also
important to tenants, but not as
influential. The remaining measures
have little or no significant impact on
overall satisfaction.

The implication of this analysis is that if
improvements around the most
influential measures can be achieved, it
is more likely to lead to increased
satisfaction with the overall services
provided.

Key Driver Analysis

Performance (100%)

100% -

98% -

96% -

94% -

92% -

90% -

88% -

86% -

84% -

82% -

80%

i
e
‘ -
o

WHITE HORSE

Key Driver Analysis — Overall Satisfaction

./- Easy to deal with, 97%

Well maintained home,
Repairs - Overall 91%

satisfaction, 92% \

0.00

T

0.05 0.10 0.15 0.20 0.25 0.30 0.35

Measure of influence
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Benchmarking — Acuity Clients (LCrA) Wi Horse

Satisfaction Levels Acuity Median Q1 — Q2 23/24

The next few pages include
benchmarking information comparing the

results from the WHHA with a variety of 100%
different groups of landlords, helping to
provide some context to the results. 90%
Shown here, the results for WHHA are
compared with all Acuity clients who have 80%
used the TSMs in the past year,
combining the results from Q1 and Q2 of 70%
2023/24.
. . 0,
There are around 60 landlords in this 60%
cohort, and these vary in terms of type,
size and location, so will not directly 50%
match the characteristics of WHHA.
. : 40%
However, satisfaction compares very well
with this group, with all measures in the 3004
a 0
top quartile, apart from the upkeep of the
communal areas, which falls into the
) 20%
second quartile.
As landlord publish the results from their 10%
TSM surveys later this year, a great bank
of benchmarking information will build up, 0%
: : Positive
aIIowmg more accurate benChmarkmg- Overall well Time taken | Repairs - z;:'gg]smcllj:; contribution Anti-social Listens & Keeps you Treats Complaints
. ; maintained = Safe home - Last Last 12 to . \Eeps y fairly & with pe
satisfaction . & well . behaviour Acts informed handling
home repair months A neighbourh respect
maintained 00d
=\WHHA 96% 91% 97% 93% 93% 69% 78% 2% 85% 91% 94% 2%
B Upper Quartile 84% 80% 83% 78% 84% 73% 74% 69% 76% 83% 84% 60%
= Acuity Median 75% 71% 78% 71% 75% 68% 67% 65% 66% 75% 80% 51%
e B ower Quartile 70% 66% 74% 60% 68% 61% 59% 55% 54% 68% 74% 38%
Quartile Position 1 1 1 1 1 2 1 1 1 1 1 1

Number of Landlords 67 38 40 51 55 51 64 55 53 52 46 57




Given the size of WHHA it is, perhaps,
more relevant to compare the results
from the survey against other smaller
landlords, those with fewer than 1,000
properties.

Again, these are Acuity clients who have
used the TSMs in the past year and the
cohort has 15 landlords within it.

The results from the WHHA survey
compare very well against this group,
which is generally high performing.

Again, all measures fall into the top
quartile, apart from the upkeep of the
communal areas, which against this
group is in the third quartile, although is
only 1% below the median.
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Benchmarking — Acuity Clients (LCRA - Smalls)  wwehorse

Satisfaction Levels Acuity Median Q1 — Q2 23/24

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0,
0% Communal Positive
Well Time taken Repairs - contribution . . . Treats .
Overall S areas clean Anti-social Listens & Keeps you . . Complaints
. . maintained = Safe home - Last Last 12 to . . fairly & with :
satisfaction . & well . behaviour Acts informed handling
home repair months o neighbourh respect
maintained
ood

=\WHHA 96% 91% 97% 93% 93% 69% 78% 2% 85% 91% 94% 2%

B Upper Quartile 80% 7% 81% 83% 82% 75% 75% 68% 70% 82% 82% 45%

= Acuity Median 7% 74% 78% 76% 79% 70% 70% 61% 65% 76% 79% 42%

B ower Quartile 74% 69% 76% 71% 7% 62% 67% 58% 61% 68% 74% 33%

Quartile Position 1 1 1 1 1 3 1 1 1 1 1 1

Number of Landlords 15 13 14 14 14 13 13 14 14 14 13 14
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Benchmarking — Acuity Benchmarking (SWBM)  wireuos:

Apart from running satisfaction surveys, . . . .
Acuity services a number of Satisfaction Levels Acuity Benchmarking SWBM 2022/23

benchmarking clubs for smaller social 100%
landlords based on location and specific

types of provision. 90%
WHHA is a member of the South West

benchmarking club so the results are 80%

compared against this club, consisting of

nine members, although not all 70%

responded to each measure.

WHHA don’t compare quite as well 60%

against this group, although seven of the

12 measures are in the top quartile, 50%

The remaining four fall just below the 40%

medians with the repairs service in the

last 12 months, the contribution made to

: : 30%

the neighbourhood and handling

complaints in the third quartile and 2000

dealing with ASB in the lower quartile. ’
10%
00

=

Positive
Well Time taken Repairs - Communal contribution . . . Treats )
Overall S areas clean Anti-social Listens & Keeps you . . Complaints
. . maintained = Safe home - Last Last 12 to . . fairly & with :
satisfaction . & well . behaviour Acts informed handling
home repair months o neighbourh respect
maintained
ood
=\WHHA 96% 91% 97% 93% 93% 69% 78% 2% 85% 91% 94% 2%
B Upper Quartile 93% 90% 87% 82% 96% 84% 85% 86% 61% 69% 90% 100%
= Acuity Median 89% 85% 82% 76% 95% 79% 79% 82% 50% 67% 74% 81%
| ower Quartile 85% 82% 78% 75% 89% 2% 78% 82% A47% 64% 58% 62%
Quartile Position 1 1 1 1 3 4 3 4 1 1 1 3

Number of Landlords 9 9 3 3 6 8 3 3 3 3 2 2




Benchmarking — Acuity Benchmarking (Al Members)

Satisfaction Levels Acuity Benchmarking 2022/23

100%
90%
This chart shows the results compared 80%
against all those smaller landlords using
Acuity’s benchmarking service in 2022/23 70%
and again they compare well.
. o 0,
Overall satisfaction and seven other 60%
measures are within the top quartile, two
measures falls into the second quartile 50%
and just the upkeep of the communal
areas falls below the median into the third 40%
quartile.
30%
20%
10%
0% Communal Positive
o Well Time taken Repairs - ommunal ..o iribution . . . Treats )
verall maintained . Safe home - Last Last 12 areas clean to Anti-social Listens & Keeps you fairly & with Complaints
satisfaction h . & well . behaviour Acts informed handling
ome repair months o neighbourh respect
maintained 00d
=\WHHA 96% 91% 97% 93% 93% 69% 78% 2% 85% 91% 94% 72%
B Upper Quartile 89% 89% 94% 90% 89% 86% 81% 84% 82% 90% 90% 75%
| Acuity Median 84% 82% 89% 81% 83% 76% 73% 2% 72% 83% 88% 54%
B | ower Quartile 73% 75% 7% 72% 74% 69% 65% 63% 64% 78% 82% 45%
Quartile Position 1 1 1 1 1 3 2 2 1 1 1 2

Number of Landlords 38 19 31 21 38 18 16 19 34 23 22 21




Although this report focuses on the
LCRAs results, for information, the
results from WHHA's LCHO residents are
compared against other landlords with
LCHO stock who have used the TSMs
this past year.

There are fewer measures shown as not
all TSM questions relate to LCHO
residents, but again WHHA compares
well, being in the top quartile for six of the
measures, including the overall service.

Of the remaining three measures, dealing
with ASB and keeping residents informed
fall into the second quartile, with the
upkeep of the communal areas below the
median and in the lower quartile.

Benchmarking — Acuity Clients (LcHo)

Satisfaction Levels Acuity Median Q1 — Q2 23/24

100%

90%

80%

70%

60%

50%

40%

30%

20%

10%

09

>

EWHHA

B Upper Quartile

B Acuity Median

B ower Quartile
Quartile Position
Number of Landlords

Overall
satisfaction

73%
64%
52%
45%
1
11

Safe home

86%
84%
69%
66%
1
11

Communal
areas clean &
well
maintained

25%
57%
41%
35%
4
10

Positive
contribution to
neighbourhood

73%
59%
44%
37%
1
11

Anti-social
behaviour

44%
49%
40%
34%
2
11

Listens & Acts

69%
52%
33%
29%
1
11

Keeps you
informed

71%
74%
56%
48%
2
11

Treats fairly &
with respect

100%
73%
64%
58%

1
11
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Complaints
handling

50%
33%
23%
13%
1
9



Stock Type W Host
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Overall satisfaction 96% 73% 95%

WHHA commissioned Acuity to carry out
independent satisfaction surveys of both
its LCRA and LCHO residents. This
report focuses on the LCRA results with a
separate report for the LCHO results.

Well maintained home 91% -- 91%

Safe home 97% 86% 97%
Here the two sets of results are Repairs - Last 12 months 93% -- 93%
compared, although far fewer responded

to the LCHO survey, so some caution is
needed in interpreting these results.

Time taken - Last repair 93% - 93%

: . : Repairs - Overall satisfaction 92% -- 92%
It is common that satisfaction among

LCRA tenants is higher than their LCHO Communal areas clean & well maintained 69% 25% 67%

counterparts and WHHA is no exception.

On all the comparable measures, LCRA Positive contribution to neighbourhood 78% 73% 78%

tenants are more satisfied with a
difference of 23% for the overall services,
28% for dealing with ASB and 44% for
the upkeep of the communal areas. In
addition, 37% more LCRA tenants would
recommend WHHA to other people.

Energy efficiency 67% 57% 66%
Anti-social behaviour 72% 44% 71%
Easy to deal with 97% 86% 96%
Listens & Acts 85% 69% 84%
Keeps you informed 91% 71% 90%
Treats fairly & with respect 94% 100% 95%
Complaints handling 2% 50% 70%

Promoters 80% 43% 78%

Base: LCRA =224, LCHO =15
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Constituency

Devizes North East North Salisbur Somerton South South West
Somerset Wiltshire y and Frome Swindon Wiltshire

WHHA operates over seven constituency

. . : Overall satisfaction 98% 92% 98% 100% 93% 90% 100%
areas with the most in Devizes, North
Wiltshire and Somerton & Frome. Well maintained home 91% 82% 93% 95% 90% 90% 92%
In terms of satisfaction those in Salisbury . . . . . . .
and South West Wiltshire are the most Safe home 100% 91% 98% 100% 93% 100% 96%
. o i )
satisfied, 100% with the overall services. Repairs - Last 12 months 93% 89% 97% 100% 86% 100% 95%
Salisbury tenants are the most satisfied
although curiously, they are least likely to Repairs - Overall
recommend WHHA to other people; the satisfaction 91% 90% 93% 89% 93% 95% 88%
most being those in South Swindon.
Colmmunaiiareasicle dnie: 65% 63% 71% 78% 70% 60% 73%
Whilst those in South Swindon are the well maintained
least satlsfl_ed with the_ (_)verall service, POSItIV_e contribution to 62% 100% 91% 82% 79% 83% 82%
although still at 90%, it is those in North neighbourhood
East Somerset who are generally the Energy efficiency 69% 45% 59% 78% 64% 89% 63%
least satisfied across six measures.
_ : o . .
It is not clear why these differences Anti-social behaviour 78% 71% 61% 86% 69% 79% 60%
occur, whether this is linked to local Easy to deal with 98% 91% 100% 100% 93% 95% 96%
facilities, property type, demographics or
service delivery. Some further work could Listens & Acts 80% 64% 89% 100% 820 95% 83%
be done to ensure service is of the same
standard whatever the location. Keeps you informed 87% 64% 100% 94% 90% 89% 92%
Treatfg:ggcf‘ iy 94% 91% 100% 100% 86% 95% 96%
Complaints handling 50% -- 86% 100% 50% 67% 86%
Promoters 81% 73% 88% 67% 71% 90% 75%

Base: Devizes = 53, North East Somerset = 12, North Wiltshire = 41, Salisbury = 19, Somerton and Frome = 43, South Swindon = 20, South West Wiltshire = 25,

Chippenham = 4, North Swindon =7



Of the three main property types, those in
bungalows are generally the most
satisfied and those in flats the least.

It is likely that occupants of bungalows
will be older tenants who, as shown
below, tend to be more satisfied and
these are also a desirable form of
property, usually on the level and with
outside garden space.

It is likely that age is a key factor here
rather that property type alone, although
tenants are more likely to want their own
space rather than sharing areas with
others, as in the flats.

Property Type
I A R

Overall satisfaction
Well maintained home
Safe home
Repairs - Last 12 months

Time taken - Last repair

Repairs - Overall satisfaction
Communal areas clean & well maintained

Positive contribution to neighbourhood
Energy efficiency
Anti-social behaviour
Easy to deal with
Listens & Acts

Keeps you informed

Treats fairly & with respect

Complaints handling

Promoters

Base: House = 191, Bungalow = 25, Flat = 23

97%

92%

98%

93%

94%

93%

67%

7%

68%

4%

97%

86%

92%

95%

71%

81%

100%

96%

100%

94%

89%

92%

70%

86%

68%

79%

96%

91%

92%

96%

67%

72%

88%

81%

88%

92%

83%

79%

82%

82%

54%

40%

93%

69%

75%

87%

100%

75%

WHITE HORSE



The results are further split down by
length of tenancy, and this shows that
generally those of 1 to 3 years are the
most satisfied and those of 4 to 5 years
the least.

However, this latter age group and those
of 6 to 10 years are the most satisfied
overall, although the differences between
the groups is small.

It is not clear why these differences occur
and with no particular pattern and small

differences, it is likely that length of
tenancy is not as influential on
satisfaction than with some landlords.

Overall satisfaction
Well maintained home
Safe home
Repairs - Last 12 months
Time taken - Last repair

Repairs - Overall satisfaction

Communal areas clean & well
maintained

Positive contribution to
neighbourhood

Energy efficiency
Anti-social behaviour
Easy to deal with
Listens & Acts

Keeps you informed

Treats fairly & with respect

Complaints handling

Promoters

Length of Tenancy

96%

98%

100%

93%

91%

90%

94%

95%

71%

92%

98%

89%

92%

98%

80%

88%

100%

78%

89%

87%

87%

89%

60%

62%

39%

67%

94%

83%

89%

89%

25%

67%

100%

90%

100%

94%

94%

95%

92%

84%

71%

73%

100%

87%

97%

100%

100%

87%

97%

93%

98%

96%

96%

100%

59%

75%

63%

67%

97%

86%

90%

95%

88%

69%

Base: <lyear=7,1-3years=51,4 -5years =18, 6 - 10 years = 40, 11 - 20 years = 60, Over 20 years =48

WHITE HORSE

92%
92%
96%
92%
92%
89%
46%
65%
77%
65%
94%
80%
89%
89%
50%

80%



Ag e Grou P SVAITE HEtse
I ETE T P T T R

Overall satisfaction 97% 100% 91% 97% 100% 96% 96%

It is common in surveys of this type that
satisfaction increases with age and to
some extent, this is true here, although
satisfaction is generally high across all
age groups.

Well maintained home 93% 85% 94% 89% 95% 89% 96%
Safe home 89% 100% 98% 97% 100% 100% 96%

.. ire - 0, 0, 0, 0, 0, 0, 0,
The most satisfied overall are those aged Repairs - Last 12 months 88% 96% 87% 92% 100% 95% 100%

35 to 44 and 60 to 64. Age 60 to 64 are
also the most satisfied on ten of the
measures.

Time taken - Last repair 88% 95% 87% 83% 100% 100% 100%

Repairs - Overall satisfaction 82% 92% 91% 94% 100% 86% 96%

The least satisfied overall are those aged
45 to 54, whilst those aged 55 to 59 are

Communal areas clean & well maintained 83% 64% 65% 63% 75% 57% 67%
the least satisfied on six of the measures. » e _
Positive contribution to neighbourhood 88% 75% 79% 69% 84% 73% 79%
Energy efficiency 68% 56% 59% 52% 80% 75% 85%
Anti-social behaviour 90% 78% 68% 50% 67% 75% 75%

Easy to deal with 100% 100% 93% 100% 100% 93% 93%

Listens & Acts 89% 88% 79% 82% 84% 81% 92%

Keeps you informed 93% 92% 86% 85% 95% 92% 93%

Treats fairly & with respect 93% 92% 89% 100% 100% 96% 93%

Complaints handling 67% 50% 100% 25% 100% 50% 86%

Promoters 82% 74% 84% 79% 90% 75% 78%

Base: 25-34 =29, 35-44 =27,45-54 =47,55-59 =36, 60 -64 =20,65-74=28,75-84=27,85+ =5, NO DATA =5



Bed Spaces whrTE ons

I ) T T

Overall satisfaction 93% 97% 96%

Well maintained home 93% 91% 91%
Safe home 93% 98% 98%

Repairs - Last 12 months 95% 92% 93%

A further split of results is shown here by

Time taken - Last repair 91% 91% 98%
bedspaces.

This shows that the most satisfied are Repairs - Overall satisfaction 86% 94% 93%
those with two bedspaces, although

again, the differences between these Communal areas clean & well maintained 68% 71% 56%

groups of tenants is small.

Positive contribution to neighbourhood 83% 81% 65%
Energy efficiency 58% 70% 64%
Anti-social behaviour 56% 75% 70%

Easy to deal with 97% 98% 94%

Listens & Acts 78% 90% 77%

Keeps you informed 75% 93% 91%

Treats fairly & with respect 93% 96% 91%
Complaints handling 100% 79% 43%

Promoters 79% 80% 76%

Base:0=8,1=30,2=125,3=57,4=4



Female tenants outnumber their male
counterparts, and they are generally the
most satisfied.

Overall, 98% of female tenants are
satisfied compared with 94% male.

Female tenants are more satisfied on ten
measures and jointly with the home being
safe.

The differences are small, just 4% overall
and just 2% more would recommend
WHHA to other people.
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Overall satisfaction

Well maintained home

Safe home

Repairs - Last 12 months

Time taken - Last repair

Repairs - Overall satisfaction

Communal areas clean & well maintained

Positive contribution to neighbourhood

Energy efficiency

Anti-social behaviour

Easy to deal with

Listens & Acts

Keeps you informed

Treats fairly & with respect

Complaints handling

Promoters

Base: Female = 118, Male = 80, NO DATA =26
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23 tenants responding to the survey are
recorded as registered disabled.

Satisfaction between the two groups
varies across the different measures and
in many cases the differences are small,
suggesting that this is not a major factor
in determining satisfaction.

Jo
10
—Jo

46

Registered Disabled

Overall satisfaction

Well maintained home

Safe home

Repairs - Last 12 months

Time taken - Last repair

Repairs - Overall satisfaction

Communal areas clean & well maintained

Positive contribution to neighbourhood

Energy efficiency

Anti-social behaviour

Easy to deal with

Listens & Acts

Keeps you informed

Treats fairly & with respect

Complaints handling

Promoters

Base: Yes =23, No = 201
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Response Method whrTE orsE

The survey was conducted online, by

. . e Overall satisfaction 96% 93% 99%
post and by telephone interview so it is ’ ’ ’
possible to compare satisfaction by those well maintained home 94% 85% 92%
using these different methods.

It is common that those responding Safe home 97% 93% 100%
online are less satisfied than those using T o e 6 i . _— .
other methods, whilst this is true to a epairs - Last 2= months ° 0 °
\F/)vci)tlﬂtsvc\)lrl:]hevov'g'e_lﬁl,ag C;IS()P;; as clearcut as Time taken - Last repair 91% 83% 99%
One theory for this is that younger Repairs - Overall satisfaction 87% 88% 99%
tenants, who tend to be less satisfied, are
more likely to use the online method and Communal areas clean & well maintained 73% 86% 54%
are, perhaps, more critical of service then N e _
when responding directly to someone. Positive contribution to neighbourhood 75% 89% 78%
Furthermore, older tenants favour postal Energy efficiency 63% 20% 69%
responses and are generally more
satisfied. Anti-social behaviour 70% 85% 72%
However, as shown throughout this _
report, satisfaction is very high generally Easy to deal with 97% 95% 98%
and the differences between these - A . . .
groups is relatively small. The responses IStens & Acts 0 ° °
me.thod has less Of. 1) (T2 7 Keeps you informed 89% 87% 94%
satisfaction than with other landlords.
Treats fairly & with respect 91% 93% 99%
Complaints handling 60% 60% 86%
Promoters 80% 76% 82%

y

Base: Online = 96, Telephone = 41, Postal = 85




Summary of Results A=
N\ 9,



Satisfaction 2024 ™

Summary of Results whre Horse

Safe home

Easy to deal with

Overall satisfaction

Treats fairly & with respect
Repairs - Last 12 months

Time taken - Last repair

Repairs - Overall
satisfaction

Well maintained home
Keeps you informed
Listens & Acts

Promoters

Positive contribution to
neighbourhood

Anti-social behaviour

Complaints handling

Communal areas clean &
well maintained

Energy efficiency

The survey for WHHA has incorporated the Tenant Satisfaction Measures (TSMs) for the first time, which became
mandatory for all registered providers of social housing to collect from April 2023. Some of these measures are comparable
to previous survey questions, however, others have been used for the first time and will provide an important baseline for
WHHA going forward.

Overall, the survey shows very high levels of satisfaction with the services provided by WHHA, with all 12 TSMs scoring
above the Acuity median, and all except for the upkeep of the communal areas being in the top quartile. Nearly all the
tenants are satisfied with the overall service provided by WHHA (96%), while just 2% are dissatisfied. This ranks among the
highest-performing metrics in this survey. Satisfaction is highest for the provision of a safe home and that WHHA is easy to
deal with (both 97%).

Just two measures fall below 70% in satisfaction, the energy efficiency of homes (67%), and keeping the communal areas
clean and well-maintained (69%).

Correspondingly, all measures having dissatisfaction are in single figures apart from the energy efficiency of the home
(20%), the upkeep pf the communal areas (15%) and the handling of complaints (10%).

The survey included several open-ended questions giving tenants the opportunity to expand on their answers and reasons
for any dissatisfaction. Many tenants gave positive views of the services and the relatively small number of comments
made on some of these questions reflects the high levels of satisfaction. However, when asked about possible
improvements to service, tenants referred to the condition of their property, including the external maintenance such as
gutter clearance and painting, and grounds maintenance. Some would also like to have improved heating and for their
homes to be more energy efficient.

Compared with the previous survey, which was carried out in 2021, satisfaction has improved in several areas, including the
how WHHA listens to views and acts upon them (up 7p.p), treating tenants fairly and with respect (up 4p.p) and the
maintenance of the home (up 3p.p). Satisfaction has stayed the same as in 2021 for keeping tenants informed and the
handling of complaints. These changes are small but, in many cases, there is little room for further improvement and the
challenge for WHHA is to maintain satisfaction at these high levels.

This report has also analysed the ratings by several different subgroups. This demonstrates that satisfaction does tend to
increase with age, female tenants are a little more satisfied than their male counterparts, those in Salisbury are the most
satisfied, as are those responding by post.



WHHA aims to provide a quality service
and focuses on building homes to high
environmental and space standards.

The survey reveals many areas of very
good performance, but it has also
highlighted a few areas where
improvements could be made.

The comments made by tenants give
insight into what they are most concerned
about and will help WHHA target services

that may need some improvement.

Shown opposite are some
recommendations that WHHA may wish
to follow up on to help improve
satisfaction in the future.

Recommendations

Grounds maintenance

The upkeep of the communal areas receives one of the lowest ratings in the survey at 69% with
15% dissatisfied. When asked about improvements to service, whilst some tenants have issues
with the cleaning of these areas, grounds maintenance features the strongest. Tenants mention
the maintenance of the bushes and hedges, paths, fences, tress and the grass cuitting, for
instance “Grassed areas not cut often enough. Dead trees that need to be cut down.”

These comments do highlight possible service issues, so it is suggested the service is reviewed
at a local level to identify improvements.

Repairs and maintenance

The way repairs and maintenance is delivered is key for any tenant and satisfaction with
WHHA's repairs service is good, 92% are satisfied with the overall service. However, some
tenants have concerns about the time taken to complete repair, the quality of work and the
performance of the contractors. In this respect, these are similar concerns to the previous
survey, which may suggest more needs to be done to correct this. Issues with damp and mould
have also come to the fore and some tenants feel they have problems in this area. These need
to be addressed as a matter of urgency.

How complaints are dealt with

Dealing with complaints has become a hot topic across the sector with a new focus on this as
part of the TSM questions. For WHHA, satisfaction with the way complaints are handled is
generally good at 72%, this comparing very well with other landlords. However, there is an issue
with how these complaints are perceived, are they genuine complaints or service requests yet to
be actioned. Whilst this is confused by the wording of the question, WHHA needs to monitor
these closely to determine whether there has been a failure of service and, if so where things
have gone wrong, so they can be fixed. The TSM question on complaints, perhaps, gives more
guestions than answers so this extra monitoring is needed.

WHITE HORSE



This research project was carried out to conform with
1S0O20252:2019 and the MRS Code of Conduct.

For further information on this report please contact:
Denise Raine: denise.raine@arap.co.uk

Acuity

Tel: 01273 287114

Email: acuity@arap.co.uk

Address: PO Box 395, Umberleigh, EX32 2HL
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