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	How did we do?                  


Feedback from the residents’ satisfaction survey 2008

We asked residents to tell us what they thought about Guernsey Housing Association’s homes and the service we give you.
89 people replied from the 191 forms sent out. (46%). You had the option to send in your form anonymously but almost everyone (85 of you) were happy to give your name. 
What  you like
We asked you to tell us what you liked best about your home and the most frequent responses were:

· Size and layout of rooms  29 people said they liked the size and the layout of the rooms in their home. Another eight of you appreciated the light and sunny rooms.
· Neighbours Good neighbours are important and 27 of you said this was the best thing about your home.

· Quiet  21 of you highlighted your quiet area
· Nice house generally 20 of you said you had a comfortable, high quality home

· Warm 14 of you said your home was warm and easy to heat. We plan to continue building  well insulated, energy efficient  homes.

· Convenient location 13 of you said your home was handy for shops or work.
· Parking 13 of you identified parking as one of the best things about your home.
· Clean 12 of you said your favourite feature was the cleanliness of your area

· Security 11 of you felt safe and secure in your homes – for some people this meant you liked having an entryphone system in your flat.

What don’t you like?

· Parking  Parking was the biggest single issue. 16 of you felt there was not enough parking and a further four were concerned about people parking in other’s spaces.
· Drying facilities 15 people said their biggest dislike was not having a drying area for clothes.

· Kitchens  Six of you felt your kitchen  was too small, and a further six did not like it being open plan.
· Children 12 of you said that you had been bothered by children playing close to your home.

· Storage Nine people said they felt there was insufficient storage and a further three wanted more cupboards in the kitchen.

· Noise  11 of you had been disturbed by noise from neighbouring homes
· Motor bikes Six of you told us you felt motor bikes were a problem, either due to noise or safety issues.
Various other issues were raised by a small number of people, including:
· No parking for push bikes or motor bikes

· No-where to sit outside

· High windows are difficult to clean and high ceilings are difficult to decorate

What are we going to do about your dislikes?
We have noted the points you make. Where they relate to the building, we can take account of them when we build new schemes. As an example, we will avoid building more flats with very high ceilings. We hear your point that you like to dry your washing outside. Unfortunately, drying areas close to flats tend to be misused and we do not plan to incorporate them at the moment. However, we are providing pull-out drying lines over baths on new schemes to help with clothes drying
We understand that people, especially in flats, want as much storage as possible and we will do what we can to provide it in new schemes.

We hope to provide some parking  for push bikes and motor bikes on the Marais estate in future

Where you are unhappy about  activities on the estate, we will take action where we can. For instance, we try to prevent people misusing the parking spaces, and we are planning more terre a l’amende orders, as they do make a difference.
Regarding children, everyone realises they must let off steam and sometimes this can disturb those nearby. We understand this is annoying but it may not be  something we can deal with. However, if there are serious problems of vandalism or anti-social behaviour please let us know and we will aim to help, working with the police where appropriate. It is helpful if you can tell us the children’s names and addresses.
What else did you tell us?

	
	Yes
	No
	Not answered or not applicable
	Total

	Are staff polite?
	88
	0
	1
	89

	It is easy to report repairs?
	88
	1
	0
	89

	Are our workmen polite?
	88
	1
	0
	89

	Is work done to a good standard?
	81
	1
	7
	89

	Is the rent good value for money?
	84
	5
	0
	89

	Are our office hours convenient? 
	84
	4
	1
	89


We were pleased that, overwhelmingly, people felt that we and our workmen are polite and that you are happy with the repairs service.
On the subject of opening hours, three people suggested we stay open until 4.30pm and one person requested we open on Saturday mornings. As 94% of the people who responded were happy with the current opening hours, we do not plan to change them at the moment. However we will keep an eye on this issue as we grow.
Overall score for your landlord
We asked to take everything into account and give your landlord a score on a scale of 1 to 5, with 5 being excellent and 1 being poor. The results were:

	
	5 (Excellent) 
	4
	3
	2
	1 (very              poor)
	Not answered
	Total

	No of responses
	56
	26
	4
	0
	1
	0
	89
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