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SW9 Community Housing 
Resident Satisfaction Survey 2020


Every three years we seek SW9 Community Housing residents feedback on how they feel about the services they receive from us.  This helps us to build a picture of our overall service and how we can continue to provide exceptional services as well as addressing areas where we need to make improvements.

The survey should take approximately 10 minutes to complete.  All completed surveys will be treated in strict confidence and findings will not be shared with any outside agencies or individuals.

[bookmark: _GoBack]Once completed, please save this form and send it via email to getinvolved@sw9.org.uk. All completed surveys will be entered into a free prize draw where three residents / households will get a chance to win £50 worth of gift vouchers.

Deadline for submission is Friday 21 August 2020

INSTRUCTIONS ON HOW TO COMPLETE THE QUESTIONNAIRE

Please read these instructions carefully before making phone calls:

1)	This survey should be completed by the tenant living at an SW9 property. Only one survey per household is permitted.

2) 	Please answer questions that apply to you (some questions do not apply to leaseholders)

3) 	Once completed, press submit.




	Your Name
	Click or tap here to enter text.


	Address
	Click or tap here to enter text.
	Phone No
	Click or tap here to enter text.


	Email
	Click or tap here to enter text.
	Are you a tenant?
	Click or tap here to enter text.


	Are you a leaseholder?
	Click or tap here to enter text.



	Our services




	Q1
	Taking everything into account, how satisfied or dissatisfied are you with the service provided by SW9 Community Housing?  PLEASE TICK  ONE BOX ONLY 


	Very 
satisfied
	Fairly
satisfied
	Neither satisfied nor dissatisfied
	Fairly dissatisfied
	Very 
dissatisfied
	Don’t know/ not sure

	☐	☐	☐	☐	☐	
☐


	
	
	
	
	
	

	Q2
	How satisfied or dissatisfied are you with the overall quality of your home?  
PLEASE TICK  ONE BOX ONLY 


	Very 
satisfied
	Fairly
satisfied
	Neither satisfied nor dissatisfied
	Fairly dissatisfied
	Very 
dissatisfied
	Don’t know/ not sure

	☐	☐	☐	☐	☐	
☐




	Q3
	How satisfied or dissatisfied are you that SW9 Community Housing provides a home that is safe and secure?  PLEASE TICK  ONE BOX ONLY 


	Very 
satisfied
	Fairly
satisfied
	Neither satisfied nor dissatisfied
	Fairly dissatisfied
	Very 
dissatisfied
	Don’t know/ not sure

	☐	☐
	☐	☐	☐	
☐




	
Q4
	
How satisfied or dissatisfied are you that SW9 Community Housing is easy to deal with?  PLEASE TICK  ONE BOX ONLY 


	Very 
satisfied
	Fairly
satisfied
	Neither satisfied nor dissatisfied
	Fairly dissatisfied
	Very 
dissatisfied
	Don’t know/ not sure

	☐	☐	☐	☐	☐	☐


	
Q5
	
How satisfied or dissatisfied are you that your rent provides value for money? 
PLEASE TICK  ONE BOX ONLY 


	Very 
satisfied
	Fairly
satisfied
	Neither satisfied nor dissatisfied
	Fairly dissatisfied
	Very 
dissatisfied
	Don’t know/ not sure

	☐	☐	☐	☐	☐	☐


	
Q6
	
How satisfied or dissatisfied are you that SW9 Community Housing listens to your views and acts upon them?  PLEASE TICK  ONE BOX ONLY 


	     Very 
           satisfied
	Fairly
       satisfied
	Neither satisfied nor dissatisfied
	Fairly dissatisfied
	Very 
dissatisfied
	Don’t know/ not sure

	☐	☐	☐	☐	☐	☐





	Neighbourhood and Estate Services



	Q7
	How satisfied or dissatisfied are you with your neighbourhood as a place to live?  PLEASE TICK  ONE BOX ONLY 


	Very satisfied
	Fairly satisfied
	Neither satisfied nor dissatisfied 
	Fairly dissatisfied
	Very dissatisfied 
	Don’t know/ not sure

	☐	☐	☐	☐	☐	☐


	Q8
	How satisfied or dissatisfied are you with the overall appearance of your neighbourhood?  PLEASE TICK  ONE BOX ONLY 


	Very satisfied
	Fairly satisfied
	Neither satisfied nor dissatisfied 
	Fairly dissatisfied
	Very dissatisfied 
	Don’t know/ not sure

	☐	☐	☐	☐	☐	☐


	Q9
	How satisfied or dissatisfied are you that SW9 Community Housing keeps the communal areas associated with your home clean and safe?  PLEASE TICK  ONE BOX ONLY 


	Very satisfied
	Fairly satisfied
	Neither satisfied nor dissatisfied 
	Fairly dissatisfied
	Very dissatisfied 
	Don’t know/ not sure

	☐	☐	☐	☐	☐	☐


Q10 - NOT APPLICABLE TO LEASEHOLDERS

	Q10
	Have you moved into your home within the last 6 months? 
PLEASE TICK  ONE BOX ONLY 


	Yes
	No
	
	
	
	

	☐	☐	
	
	
	



Q11 - NOT APPLICABLE TO LEASEHOLDERS

	Q11
	How satisfied or dissatisfied are you with the overall service of the Neighbourhood Team in relation to transfers & lettings? PLEASE TICK  ONE BOX ONLY 


	Very satisfied
	Fairly satisfied
	Neither satisfied nor dissatisfied 
	Fairly dissatisfied
	Very dissatisfied 
	Don’t know/ not sure

	☐	☐	☐	☐	☐	☐


Q12 - NOT APPLICABLE TO LEASEHOLDERS

	Q12
	How satisfied or dissatisfied are you with the tenancy support you receive from your Neighbourhood Housing Service Officers? PLEASE TICK  ONE BOX ONLY 


	Very satisfied
	Fairly satisfied
	Neither satisfied nor dissatisfied 
	Fairly dissatisfied
	Very dissatisfied 
	Don’t know/ not sure

	☐	☐	☐	☐	☐	☐







Repairs

	  Q13
	Have you had any repairs completed out on this property?

Yes                                                No

                   ☐                                       ☐
If yes, please go on to question 11, if not please go on to question 14.

	  
   Q14
	
How satisfied or dissatisfied are you with the way SW9 Community Housing deals with repairs and maintenance?
PLEASE TICK  ONE BOX ONLY




	Very satisfied
	Fairly satisfied
	Neither satisfied nor dissatisfied 
	Fairly dissatisfied
	Very dissatisfied 
	Don’t know/not sure

	☐	☐	☐	☐	☐	☐




	    Q15
	How satisfied or dissatisfied are you with being able to make an appointment?
PLEASE TICK  ONE BOX ONLY


	Very satisfied
	Fairly satisfied
	Neither satisfied nor dissatisfied 
	Fairly dissatisfied
	Very dissatisfied 

	  ☐
	☐	☐	☐	☐



	    Q16
	Thinking about the last time you had repairs carried out, how satisfied were you with the overall quality of the work?
PLEASE TICK  ONE BOX ONLY


	Very satisfied
	Fairly satisfied
	Neither satisfied nor dissatisfied 
	Fairly dissatisfied
	Very dissatisfied 

	    ☐
	☐	☐	☐	☐


Q17         To what extent do you agree or disagree with the following statements…? 

	
	
	Strongly agree
	Agree
	Neither agree nor disagree
	Disagree
	Strongly disagree

	a..
	SW9 has given me information on building safety and what my responsibilities are

	   ☐
	       ☐
	      ☐
	    ☐
	    ☐


	b
	SW9 takes resident’s health and safety concerns seriously
	☐	☐	☐	☐	    ☐


	c
	SW9 provides an efficient and effective services
	☐	☐	☐	☐	    ☐


	d
	SW9 cares about their customers
	☐	☐	☐	☐	    ☐


	e
	SW9 has friendly and approachable       staff
	☐	☐	☐	☐	    ☐


	f
	SW9 keeps all its promises
	☐	☐	☐	    ☐
	    ☐




	



Q18










Q19	









Q20









Q21
	Q18 - NOT APPLICABLE TO LEASEHOLDERS


Have you spoken to the rent collection team in the last 6 months?

Yes                                                No

                        ☐                                    ☐
If yes, please go on to question 19, if not please go on to question 20.


Q19 - NOT APPLICABLE TO LEASEHOLDERS


How satisfied or dissatisfied are you with the service provided by the rent team?

	
Very		Fairly		Neither satisfied		Fairly			Very		Don’t know/
Satisfied		satisfied	nor satisfied		dissatisfied		dissatisfied	not sure
☐		☐	                	☐			☐			☐		☐
	

Q20 - NOT APPLICABLE TO LEASEHOLDERS

How good or poor do you feel members of the rent team are at keeping you informed about your rent account?

Very		Fairly		Neither satisfied		Fairly			Very		Don’t know/
Satisfied		satisfied	nor satisfied		dissatisfied		dissatisfied	not sure
☐	                   ☐		☐			☐			☐		☐



How satisfied or dissatisfied are you with SW9 resident activities?



	Very 
satisfied
	Fairly
satisfied
	Neither satisfied nor dissatisfied
	Fairly dissatisfied
	Very 
dissatisfied
	Don’t know/ not sure

	☐	☐	☐	☐	☐	
☐






Q22    Do you have any comments you would like to add about the service provided by SW9? 
Click or tap here to enter text.

	Q23
	If necessary, does SW9 Community Housing have your permission to contact you about the feedback you have provided today?    PLEASE TICK  ONE BOX ONLY
   

	
	Yes
	No
	

	
	☐	 ☐
	







Thank you for taking the time to complete this questionnaire, you have provided us with important information that will help us improve our services!

