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Executive Summary

This report details tenant satisfaction with a variety of aspects of the sheltered housing service provided by ENEHL.  The survey was hand delivered by the local wardens to all 663 sheltered properties.  Overall 287 surveys were returned giving a high response rate of 43.3%.  The key findings were that the biggest attraction to sheltered housing was additional support from the warden stated by 49.8% of respondents, 63.5% stated sheltered housing was better than they thought it would be and 38.4% stated they were either a medium or high vulnerability.  Overall tenants comments were very positive especially regarding their wardens.  There were some comments regarding specific areas or properties that may need addressing and these are highlighted in the appendix.
Key Findings 
Strengths
97.9% stated that sheltered housing helped them lead an independent life
Only 6.6% of respondents thought their in-door communal areas were not well maintained.

91.4% of respondents said they had about the right amount of contact with their warden

Challenges

Only 34.1% of respondents stated they wore the emergency response system pendant
48% of respondents stated they do not take part in any organised social activities
Suggestions for areas of Focus:

Encourage the wearing of the emergency response team pendent
Q14 shows that only just over a third (34.1%) of respondents are wearing their pendent.  The most common reason for this was that people did not think they needed it.  Look at promoting the benefits of wearing it or look at alternatives such as a wristband.
Promote more information on the lower level of support service
Q21 showed that 57 people or 26.6% of respondents were interested in getting more information on the lower level of support service.  Look at providing clear level of service leaflets or advice.  This will enable people to judge which care package is most appropriate.
Look at improving the maintenance of communal outdoor areas
Q10 and 12 showed that only 60.3% thought these were well maintained and 35.6% thought the shrubbery cutting was not done frequently enough.

Methodology

Population Sample –The survey was sent to all 663 Sheltered properties. 
Delivery Method – This survey was hand delivered by the Sheltered Housing wardens 
Analysis – statistical package SPSS.

Satisfaction – calculated using dissatisfied and satisfied levels. No opinion and neither satisfied nor dissatisfied are calculated separately.
Introduction 
This report details tenant’s satisfaction levels concerning all aspects of living in Sheltered Housing.  The first part of the report show the results of each question either through graphs or tables and the second section provides analysis looking for trends or patterns within the data.  The key questions within the survey would normally be broken down by the six strands of equality but due to the demographic of sheltered housing the number of responses from minority groups was not sufficiently representative to enable this to be done.  For example only 13 responses from BME residents were received.   However when comparing the satisfaction of those 13 BME respondents with that of the non BME respondents there was no major trends to highlight.  

Any patterns or differences between male or female respondents have been highlighted in the report.
Living in Sheltered Housing

Results
Q1 – What attracted you to Sheltered Housing?
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Noticable trends – 

Additional support from the warden was the most popular reason for moving to sheltered housing.  The response that least people stated attracted them to sheltered housing was social activities as stated by just 8% of respondents.  The most common ‘other’ response was that people moved to be near a family member.

Q2 Before you moved into this home, did you have a medical assessment to get priority status?
Responses - 278
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Q3 Do you feel that living in Sheltered Housing helps you to lead an independent life?
Respondents - 280 
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Q4

Responses - 277

How does sheltered housing meet your expectation?

	
	Frequency
	Percent

	Better than I thought it would be
	176
	63.5%

	The same as I thought it would be
	94
	33.9%

	Worse than I thought it would be
	7
	2.5%

	Total
	277
	100%

	Missing
	10
	



Q5
Responses – 271

How vulnerable do you consider yourself to be?
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Socialising
Q6
Responses – 250
How often do you take part in organised social activities with people from your Sheltered Housing Scheme?
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Q7 Responses – 222

How satisfied or dissatisfied are you with the type of organised social activities available within your Sheltered Housing Scheme?

	
	Frequency
	Percentage

	Very satisfied
	77
	34.7%

	Fairly satisfied
	44
	19.8%

	Neither satisfied nor dissatisfied
	80
	36%

	Fairly dissatisfied
	10
	4.5%

	Very dissatisfied
	11
	5%

	Total
	222
	100%

	Missing
	65
	


Noticeable trends – Overall 54.5% were satisfied with the social activities offered, however only 9.5% were dissatisfied.  A large percentage of respondents, 36%, were neither satisfied nor dissatisfied. Female respondents were more likely to be satisfied with the activities with 57.6% of females satisfied and 53.6% of males satisfied.
Q8 Responses – 188

Would you like more organised social activities?

[image: image6.emf]57.4%

42.6%

Yes

No


Communal Areas

Q9 Responses – 244
Do you think your in-doors communal areas are kept clean and tidy?
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Q10 Responses – 247
Do you think any out-door communal gardens/walkways are well maintained?

[image: image8.emf]18.2%

60.3%

21.5%

Yes

No

I do not have any out-

door communal areas in

my sheltered housing

scheme





Q11  Responses – 249






Q12 Responses – 222

Do you think the current frequency of




Do you think that the current frequency of shrubbery cutting is?

grass cutting of communal areas is?
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Q13 Responses N/A

Do you have any ideas for making your communal areas nicer places to be?
One of the most common responses here was that general maintenance of the communal area could be improved.  Comments include:

· Shrubs never been cut while I have been here
· Better weed control in paved areas

· Mainly regular grass cutting and clearing pathways

There were also several comments on fencing.  These included:

· The garden fence is falling over and it would be nice to see it put right

· Our fencing around our front garden is an eyesore, also all the gates are broken and need replacing.

Support from the Emergency Response Team















Q14 Responses – 255

Do you wear your pendant?

	
	Frequency
	Percentage

	Yes
	87
	34.1%

	No
	168
	65.9%

	Total
	255
	100%

	Missing
	32
	


Noticeable trends – Female respondents were slightly more likely to wear their pendent with 36% of females stating they wore it and only 33.8% of males.
Q15 Responses – 164

If you do not wear you pendant, why is this? 
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Q16 Responses – 265
Have you used the Emergency Response system in the last 3 months?
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Q17 Responses – 195
How satisfied or dissatisfied were you that the team were effective in dealing with your emergency?
	
	Frequency
	Percentage

	Very satisfied
	80
	41%

	Fairly satisfied
	13
	6.7%

	Neither satisfied nor dissatisfied
	3
	1.5%

	Fairly dissatisfied
	3
	1.5%

	Very dissatisfied
	0
	0%

	Have not contacted the emergency response team in last 3 months
	96
	49.2%

	Total
	195
	100%

	Missing
	92
	


Noticeable trends – Overall satisfaction with the team was 47.7% whilst only 1.5% were dissatisfied.  Male respondents were more likely to be satisfied with the response team with 54.9% of males satisfied and 46% of females.  However around 7% more females stated they had not used the service in the last 3 months.
Q18 Responses N/A

Do you have any comments about the Emergency Response Team?

The majority of respondents to this question were very positive about the team.  Comments included:

· Have not needed them yet but feel secure knowing they’re available

· Very helpful when needed

· When this service is required they are very efficient

There were however a couple of comments stating the service could be quicker.  One respondent stated

· It takes too long to answer

Q19 Responses – 283






Q20 Responses – 237

Do you receive visits from a Sheltered Housing Warden?

If yes have you chosen a lower level of support?
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Q21 Responses – 214

Would you like more information on the lower level of support service?

	
	Frequency
	Percentage

	Yes
	57
	26.6%

	No
	157
	73.4%

	Total
	214
	100%

	Missing
	73
	


NB. Any details of those who stated yes to this question can be found in the appendices
Noticeable trends – Male respondents were more likely to want more information on the lower level of support with 27% of males wanting more information and 21.3% of females.
Q22 Responses – 274

Are you able to contact your warden during office hours?

	
	Frequency
	Percentage

	Yes
	252
	92%

	No
	13
	4.7%

	I do not use the warden service
	9
	3.3%

	Total
	274
	100%

	Missing
	13
	


Q23 Responses – 279






Q24 Responses – 251




Do you think the contact you have with your warden is?

What would be your preferred method of contact?
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Noticeable trends – 

Female respondents were more likely to prefer to be contacted by home visits with 80.4% preferring this method compared to 71.4% of male respondents.  More male respondents preferred to be contacted by phone with 14.3% favouring this method compared with 8% of females.  The most common ‘other’ response for question 24 was that a mixture of these methods was needed.  Most commonly home visits and the intercom.
Q25 Responses N/A

Do you have any comments about your Housing Warden?

Respondent’s comments about their warden were overwhelmingly positive.  Comments included:
· ‘She is excellent, cheerful, kind and helpful – goes beyond the call of duty.  Could not be bettered’

· ‘One word excellent’

· ‘I feel that I have someone to ask if I need any help’

· ‘I have nothing but praise for my warden.  He is very helpful, thoughtful and understanding’

Adaptations and Security
Q26 Responses – 40
Would you like information about making any of the following adaptations to your home, or your Sheltered Housing Scheme, to make life easier for you?
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NB – Information on those requesting information can be found in the appendices
Q27 Responses – 271

Do you feel safe in your home?

	
	Frequency
	Percent

	Yes
	241
	88.9%

	No
	30
	11.1%

	Total
	271
	100%

	Missing
	16
	


Noticeable trends – 

When asked if stated no why this was the most common response seemed to be that people did not feel their door or windows were secure enough
Q28 Responses – 245
Do you feel safe within your Sheltered Housing complex?

	
	Frequency
	Percent

	Yes
	213
	86.9%

	No
	32
	13.1%

	Total
	245
	100%

	Missing
	42
	


Noticeable trends – Levels of those feeling safe in the home were the same between males and females however males were more likely to feel safe within their sheltered complex.  89.2% of male respondents felt safe within their complex compared with 83.7% of female respondents.
When asked if they did not feel secure why this was only eight people left comments.  These included:

· ‘People can get into outside area and knock doors at 2 or 3 in the morning.  Also take lead from roofs.’

· ‘We are now getting youths drinking on the steps down to the residents garages and they smash bottles against the garages.’

General
Q29 Responses – 266
Taking everything into account, how satisfied or dissatisfied are you with the overall service provided by EHEHL?

	
	Frequency
	Percent

	Very satisfied
	175
	65.8%

	Fairly satisfied
	70
	26.3%

	Neither satisfied nor dissatisfied
	12
	4.5%

	Fairly dissatisfied
	7
	2.6%

	Very dissatisfied
	2
	0.8%

	Total
	266
	100%

	Missing
	21
	


Noticeable trends – 
Overall 92.1% of respondents were satisfied with the service ENEHL provides and 3.4% were dissatisfied.  No male respondents were dissatisfied with the service provided by ENEHL whilst only 2.6% of female respondents were dissatisfied.
Q30 Responses – 268

Generally, how satisfied or dissatisfied are you with the way ENEHL deals with repairs and maintenance?

	
	Frequency
	Percent

	Very satisfied
	141
	52.6%

	Fairly satisfied
	87
	32.5%

	Neither satisfied or dissatisfied
	14
	5.2%

	Fairly dissatisfied
	16
	6%

	Very dissatisfied
	10
	3.7%

	Total
	268
	100%

	Missing
	19
	


Noticeable trends – 
Overall 85.1% of respondents were satisfied with repairs and maintenance and 9.7% were dissatisfied.  7% more male respondents were satisfied than female and around 6% more female respondents were dissatisfied than male respondents.
Q31 Responses – 246

Thinking about the housing service that ENEHL provides, how satisfied or dissatisfied are you with the opportunities for participation in management and decision making?
	
	Frequency
	Percent

	Very satisfied
	102
	41.5%

	Fairly satisfied
	69
	28%

	Neither satisfied or dissatisfied
	59
	24%

	Fairly dissatisfied
	8
	3.3%

	Very dissatisfied
	8
	3.3%

	Total
	246
	100%

	Missing
	41
	


Noticeable trends – 

Overall 69.5% were satisfied with opportunities for participation and 6.6% were dissatisfied.  Male respondents were shown to be slightly more satisfied; however this was only by around 2.5%.
Q32 Responses N/A

Do you have any more comments or ideas for improvement?
A wide variety of comments and ideas for improvement were stated in this section.  These included:
· ‘It would be nice if there was someone to accompany the more housebound to social activities’

· ‘The handyman scheme explained by my warden is excellent for those old folk living on their own.  Well done ENEHL’

· ‘Would like a new kitchen.  I have lived in Queensview for 25 years and still have original one’

· We are trying with the help of the warden to organise social activities.  The lack of facilities make it difficult

Analysis
Living in Sheltered Housing

The most common reason for moving to Sheltered Housing was additional support from the warden as stated by 49.8% of respondents.
Almost all of those people who were attracted to Sheltered Housing by living near people of their own age feel that it helps them lead an independent life as stated by 99%.

Those respondents who were attracted to Sheltered Housing by its social activities thought living in it was better than they thought it was going to be as stated by 82.6%.  However only 59.4% of those attracted by having an easier to maintain home thought sheltered housing was better than expected.
64.3% of those who stated Sheltered Housing helped them lead an independent life stated it was better than they thought it would be compared with 16.7% of those who stated it didn’t help them lead an independent life.
The biggest attraction to Sheltered Housing among those who stated their vulnerability was high was additional support from the warden stated by 61.1% followed by adaptations for those with a disability stated by 38.9%.  The biggest attraction for those who stated they were not at all vulnerable was also additional support from warden as stated by 47% followed by living near people of a similar age as stated by 46%.

Socialising

48% of respondents stated they did not take part in social activities whilst 20.8% took part ever week.
Those respondents who stated they were of high vulnerability were most likely not to take part in social activities.  55.6% of those who stated they were high vulnerability didn’t take part in social activities compared with 41.7% of those who were low vulnerability.

Those respondents who stated they were either of low vulnerability or not at all vulnerable were more satisfied with the social activities than those who stated they were medium or high vulnerability.  59% of those who stated they were not at all vulnerable were satisfied compared with 47% of those who were of high vulnerability.

Communal areas:

6.6% of respondents thought the indoor communal areas were not well maintained whilst 18.2% thought that the out-door areas were not well maintained.
Those respondents who thought Sheltered Housing exceeded their expectations were more likely to think their external walkways were well maintained and the grass and the shrubs were cut about the right frequency.  
Support from the Emergency Response Team
Overall only 34.1% of respondents stated they wore their pendant. 
Those who wear their pendants are not necessarily those who consider themselves to be most vulnerable.  38.6% of those who stated they were not at all vulnerable said they did wear their pendant compared with 23.5% of those who stated they were highly vulnerable.

22.2% of those who stated their vulnerability as high had used the emergency system in the last 3 months where as 11.4% of those who stated their vulnerability as not at all had used the system in the last 3 months.
Home visits were the most preferred method of contact with the wardens no matter how vulnerable the respondent stated they were.  
Adaptations and Security
The most common adaptation that respondents stated they wanted information about was ‘other’ with 32.5% closely followed by assistance inside my home with 30%.  The most common among those who stated they were highly vulnerable was easier access into the home as stated by 75%.  Among those who stated they were not at all vulnerable the most common adaptation information requested was assistance inside the home as stated by 38.5%.
General
Overall 92.1% of respondents were satisfied with the service ENEHL provides.  Those respondents who felt Sheltered Housing helped them lead an independent life were more likely to be satisfied with ENEHL as a whole.  85.5% of those who thought Sheltered Housing helped them lead an independent life were also were satisfied with ENEHL’s services.
Appendices

For customer comments, please click this file path:
Feedback Proforma:
	For audit and service improvement purposes, please advise whether courses of action will be taken on each of the recommendations/ suggested areas of concern:

	Recommendation / Area of Concern 
	Action Planned

	1

65.9% of respondents stated they did not wear their emergency response team pendant

2

Extra support from the sheltered housing warden was the biggest attraction and many tenants left very positive comments about their warden.  Therefore maintaining and developing this popular service should help maintain high satisfaction levels.  Also communicate the high satisfaction with the service to the wardens.
3

Provide more information to Sheltered Housing tenants regarding the lower level of support.  The details of those requesting more information in the survey can be found in the appendix

4

Provide information on adaptations to those requesting it, see appendix


	


Please return this form to the Research Team by email to:
Noticeable trends – 41.3% of respondents stated they were not at all vulnerable.  Female respondents were more likely to state they were medium or high vulnerability.





Noticeable trends – Males were more likely to not take part in social activities with 60% stating this compared with 42.5% of females





Noticeable Trends – Female respondents were more likely to want more organised social activities than males with 43.2% of females stating this and 35.5% of males. 





Noticeable trends – Male respondents were more likely to think their indoor communal areas were well maintained.  However 51.9% of female respondents stated they did not have any indoor communal areas compared with 37% of males.





Noticeable trends – Males respondents were more likely to think their out-door communal areas were well maintained.  However females were around 5% more likely to think they were not and slightly more likely to say they did not have any out doors communal areas.





Noticeable trends - It seems that respondents were happier with the frequency of the grass cutting than the frequency of shrubbery cutting as 75% said the frequency of grass cutting was about right whilst only 64% said the frequency of shrubbery cutting was about right.  2% of people even said the grass cutting was too frequent whilst only 0.5% thought the shrubbery cutting was too frequent. 





Noticeable trends – For both male and female respondents the most common reason for not wearing the pendant was that they didn’t think they needed it.  This was stated by 62% of males and 40.3% of females.  Female respondents were also more likely to not wear the pendant because it was uncomfortable with 30.6% stating this compared with 12% of males.





Noticeable trends – Female respondents were slightly more likely to have used the emergency response team with around 5% more female respondents stating they had used the system than male respondents.





Noticeable trends – Female respondents were most likely to have received a visit from a Sheltered Housing Warden with 99.2% of females having received a visit compared with 93.7% of males. 





Noticeable trends – Male respondents were more likely to have chosen a lower level of support.  34.8% of males had chosen this compared with 26.7% of females. 





Noticeable trends – 5.5% more male respondents stated they had a medical assessment before moving to Sheltered Housing than females.  However approximately the same number more females than males stated they didn’t know if they had had an assessment or not.





Noticeable trends – A small number more males felt Sheltered Housing helped them lead an independent life, approximately 1.2%.





Noticeable trends – More male respondents thought sheltered housing was better than they expected.  71.8% stated this compared with 64.5% of females.





Noticeable trends – 


The most common ‘other’ response to question Q26 was some sort of bathroom adaptations.  Several people also stated they would like a new door.
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