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Online survey landing page

Thank you for taking part in this survey that is being conducted by M-E-L Research, an independent
research agency, on behalf of bdht.

Just to remind you, this survey will be conducted following the Code of Conduct of the Market
Research Society. You can change your mind on taking part at any point during the survey. The
information you provide in this survey will be used for research purposes and any personal
information will only ever be shared with bdht with your express permission.

M-E-L abide by the Data Protection Act and GDPR on data privacy. You can find out more information
about M-E-L and their privacy policies at www.melresearch.co.uk.

Are you happy to continue on this basis? [[single, required]]

e Yes
e No

Please click next to begin

Computer Assisted Telephone Interview (CATI) introduction

Good morning/afternoon/evening. Please can | speak to AM('RespondentName')*?

My name is ............. and | am calling from M-E-L Research, an independent research agency, on
behalf of bdht.

bdht has asked M-E-L Research to carry out an independent satisfaction survey amongst its housing
tenants. The findings will help bdht better understand how residents feel about the services they
receive and ensure that these services are delivered to the standards that tenants expect.

The questions in the first section of the survey form part of the Tenant Satisfaction Measures scores
(TSMs) which are set by the Regulator of Social Housing. All social housing landlords are required to
reports their TSM results to the Regulator of Social Housing each year and to share this information
with their tenants.

Both bdht and the Regulator of Social Housing believe it is important that every tenant has the
opportunity to share their views. For this reason, the survey is being sent to all tenants, including
those who have previously chosen not to receive surveys.

The survey will take around 10 minutes and everyone who completes the survey can enter a prize
draw to win one of two £50 GoGift vouchers.

Also just to let you know, this survey will be conducted following the Code of Conduct of the Market
Research Society. You can change your mind on taking part at any point during the survey. The
information you provide in this survey will be used for research purposes and any personal
information will only ever be shared with bdht with your express permission.

IF NECESSARY: If you would like a copy of our privacy notice emailed to you, | can do that now if you
provide me with your email address.


https://url.uk.m.mimecastprotect.com/s/No5SCLKmiwZrlyIqZu_n?domain=melresearch.co.uk

Q Continue with survey

Q Email Privacy Notice

[New screen]
Main survey

Section 1: Core TSM questions
Base: All respondents

The first set of questions are those set by the Regulator of Social Housing and are about the service
you receive from bdht. [[info]]

Base: All respondents
Q1. Taking everything into account, how satisfied or dissatisfied are you with the service provided by
bdht? [[single, required]]
Read out [[instruction]]
e Very satisfied
e Fairly satisfied
e Neither satisfied nor dissatisfied

e Fairly dissatisfied
e Very dissatisfied

Base: All respondents
Q2. Has bdht carried out a repair to your home in the last 12 months? [[single, required]]

o Yes

e No
Base: Respondents who have received a repair (Q2/1)
Q3. How satisfied or dissatisfied are you with the overall repairs service from bdht over the last 12
months? [[single, required]]
Read out [[instruction]]
e \Very satisfied
e Fairly satisfied
o Neither satisfied nor dissatisfied

e Fairly dissatisfied
e Very dissatisfied



Base: Respondents who have received a repair (Q2/1)

Q4. How satisfied or dissatisfied are you with the time taken to complete your most recent repair
after you reported it? [[single, required]]

Read out [[instruction]]

e Very satisfied

e Fairly satisfied

o Neither satisfied nor dissatisfied
e Fairly dissatisfied

e Very dissatisfied

Base: All respondents

Q5. How satisfied or dissatisfied are you that bdht provides a home that is well maintained? [[single,
required]]

e Very satisfied

e Fairly satisfied

e Neither satisfied nor dissatisfied
e  Fairly dissatisfied

e Very dissatisfied

Base: All respondents

Q6. Thinking about the condition of the property or building you live in, how satisfied or dissatisfied
are you that bdht provides a home that is safe? [[single, required]]

e \Very satisfied

e Fairly satisfied

e Neither satisfied nor dissatisfied
e Fairly dissatisfied

e Very dissatisfied

e Not applicable/ don’t know (Do not read out)

Base: All respondents

Q7. How satisfied or dissatisfied are you that bdht listens to your views and acts upon them?
[[single, required]]

e \Very satisfied

e Fairly satisfied

o Neither satisfied nor dissatisfied
e Fairly dissatisfied

e \Very dissatisfied

e Not applicable/ don’t know (Do not read out)



Base: All respondents

Q8. How satisfied or dissatisfied are you that bdht keeps you informed about things that matter to
you? [[single, required]]

e Very satisfied

e Fairly satisfied

e Neither satisfied nor dissatisfied

e Fairly dissatisfied

e Very dissatisfied

e Not applicable/ don’t know (Do not read out)

Base: All respondents

Q9. To what extent do you agree or disagree with the following, “bdht treats me fairly and with
respect”? [[single, required]]

Read out [[instruction]]
e Strongly agree
o Agree
e Neither agree nor disagree
e Disagree
e Strongly disagree

e Not applicable/ don’t know (Do not read out)
Base: All respondents

Q10. Have you made a complaint to bdht about your housing in the last 12 months? [[single,

required]]
o Yes
e No

Base: Respondents who have made a complaint in the last 12 months (Q10/1)

Q11. How satisfied or dissatisfied are you with bdht’s approach to complaints handling? [[single,
required]]

e \Very satisfied

e Fairly satisfied

o Neither satisfied nor dissatisfied
e Fairly dissatisfied

e \Very dissatisfied

Base: All respondents

Q12. Do you live in a building with communal areas, either inside or outside, that bdht is responsible
for maintaining? [[single, required]]

e Yes

e No



e Don’t know
Base: Respondents who live in a building with communal areas (Q12/1)

Q13. How satisfied or dissatisfied are you that bdht keeps these communal areas clean and well
maintained? [[single, required]]

o Very satisfied

e Fairly satisfied

o Neither satisfied nor dissatisfied
e Fairly dissatisfied

e Very dissatisfied

Base: All respondents

Q14. How satisfied or dissatisfied are you that bdht makes a positive contribution to your
neighbourhood? [[single, required]]

e Very satisfied

e Fairly satisfied

e Neither satisfied nor dissatisfied
e Fairly dissatisfied

e Very dissatisfied

e Not applicable / don’t know (Do not read out)

Base: All respondents

Q15. How satisfied or dissatisfied are you with bdht’s approach to handling anti-social behaviour?
[[single, required]]

e \Very satisfied

e Fairly satisfied

e Neither satisfied nor dissatisfied
e Fairly dissatisfied

e Very dissatisfied

e Not applicable / don’t know (Do not read out)

Section 2: Value for money

Base: All respondents

These next few questions focus on value for money and bdht’s repairs service. [[info]]
Base: All respondents

Q16. How satisfied or dissatisfied are you that your rent provides value for money? [[single,
required]]

e Very satisfied

e Fairly satisfied



e Neither satisfied nor dissatisfied
e Fairly dissatisfied
o Very dissatisfied

Base: All respondents

Q17. How satisfied or dissatisfied are you that your service charges provide value for money?
[[single, required]]

e Very satisfied

e Fairly satisfied

o Neither satisfied nor dissatisfied
e  Fairly dissatisfied

e Very dissatisfied

Section 3: Repairs and maintenance
Base: All respondents
Q18. Has bdht carried out a repair to your home in the last 12 months? [[single, required]]
e Yes
e No
Base: Respondents who have received a repair (Q18/1)
Q19. How satisfied or dissatisfied are you with the following aspects of your repair? [[grid, required]]

e Being told when workers would call for your most recent repair

e Being able to make an appointment for your most recent repair

e Time taken before work started for your most recent repair

e The attitude of workers for your most recent repair

e The overall quality of work for your most recent repair

e Keeping dirt and mess to a minimum at your most recent repair

e Your most recent repair being done “right first time”

e The contractors doing the job you expected on your most recent repair

e The repairs service you received on your most recent repair

e \Very satisfied

e Fairly satisfied

o Neither satisfied nor dissatisfied
e Fairly dissatisfied

e \Very dissatisfied

Base: All respondents

Q20. How satisfied or dissatisfied are you with the overall quality of your home? [[single, required]]



e Very satisfied

e Fairly satisfied

o Neither satisfied nor dissatisfied
e Fairly dissatisfied

o Very dissatisfied

Section 4: Your neighbourhood

Base: All respondents

The next few questions are about your neighbourhood and the customer service provided by bdht.
[[infol]

Base: All respondents

Q21. How satisfied or dissatisfied are you with your neighbourhood as a place to live? [[single,
required]]

e Very satisfied

e Fairly satisfied

e Neither satisfied nor dissatisfied
e Fairly dissatisfied

e Very dissatisfied

Base: All respondents

Q22. How safe or unsafe do you feel living in your neighbourhood? [[single, required]]
Read out [[instruction]]

e \Very safe

e Fairly safe

e Neither safe nor unsafe
e Fairly unsafe

e Very unsafe
Base: All respondents

Q23. To what extent are any of the following a problem in your neighbourhood? [[grid, required]]

Read out [[instruction]]

e Abandoned or burnt out vehicles
e Vandalism and graffiti

e People damaging your property
e Noisy neighbours

e Disruptive children/teenagers

e  Drunk or rowdy behaviour

e Racial or other harassment

e Drug use or dealing



e Parking / lack of parking

e Major problem
e Minor problem
e Nota problem

Section 5: Customer service
Base: All respondents

Q24. Have you contacted bdht in the last 12 months with a query other than to pay rent or service
charges? [[single, required]]

o Yes
e No
Base: Respondents who have contacted bdht (Q24/1)

Q25. Did you find the staff helpful or unhelpful? [[single, required]]
Read out [[instruction]]

o Very helpful

e  Fairly helpful

e Neither helpful nor unhelpful
e  Fairly unhelpful

e Very unhelpful

Section 6: Sheltered/ Independent living

Base: Respondents living in a sheltered or independent living housing scheme (from client
database)

These next questions are being asked of tenants who live in sheltered or independent living housing
schemes managed by bdht. [[info]]

Base: Respondents living in a sheltered or independent living housing scheme (from client
database)

Q26. Taking everything into account, how satisfied or dissatisfied are you with the Independent
Living service provided by bdht? [[single, required]]

e Very satisfied
e Fairly satisfied
e Neither satisfied nor dissatisfied

e Fairly dissatisfied



e Very dissatisfied

Base: Respondents living in a sheltered or independent living housing scheme (from client
database)

Q27. Thinking about where you live, how satisfied or dissatisfied are you with the facilities at your
scheme? [[single, required]]

o Very satisfied

e Fairly satisfied

e Neither satisfied nor dissatisfied
e Fairly dissatisfied

e Very dissatisfied

Section 7: Final views
Base: All respondents

These last questions capture your overall views of bdht and also some information about you which
will be used to help our analysis. [[info]]

Base: All respondents

Q28. How likely would you be to recommend bdht to family or friends on a scale of 0-10, where O is
not at all likely and 10 is extremely likely? [[single, required]]

e O
e 1
e 2
e 3
o 4
e 5
e 6
o 7
e 8
e 9
e 10

Base: All respondents

Q29: If you would like to make any further specific comments then please do so in the space below.
[[text, not required]]




Base: All respondents

Q30. Would you like bdht to contact you about any of the issues you may have raised in this survey?
By doing so your answers will be attributed to your contact details. [[single, required]]

e Yes—pass on my details to be contacted
e No - remain confidential
Base: All respondents

Q31. bdht may want to follow up feedback to this survey. Are you happy for your personal
information to be shared with bdht along with your responses to this survey, in order to do this?
[[single, required]]

e Yes—pass on my details

e No-remain confidential

Section 8: About you

Base: All respondents

Q32. What is the main language spoken in your home? [[single, required]]
e English
e Other

Base: All respondents

Q33. Are your day-to-day activities limited because of a health problem or disability which has
lasted, or is expected to last, at least 12 months? [[single, required]]

e Yes

e No

e Prefer not to say
Base: All respondents
Q34. How would you describe your ethnic group? [[single, required]]
Asian or Asian British

e Bangladeshi

e Indian
e Pakistani
e Chinese

e \ietnamese

e Any other Asian background



Black or Black British
e African
e Caribbean
e Any other Black background
e Mixed
e White and Asian
e  White and Black Caribbean
e  White and Black African

e Any other Mixed / Multiple ethnic background

e English / Welsh / Scottish / Northern Irish / British
e Irish
e Eastern European
e Roma
e Any other White background
e Other ethnic group
e Prefer not to say
END OF SURVEY
Base: All respondents

Thank you for your time. Your feedback is extremely valuable to bdht.



