We need
your views
2008
fill in and WIN
You could win a widescreen television and DVD player,
a new kitchen cooker or £250 of HomeStyle decoration
vouchers for your home by taking part in this survey.

1 - About you
Please tell us about every person who lives in your home. We want to make sure that our services
meet all of our customers’ needs and requirements but we need you to tell us what those needs and
requirements are.
Please fill in the details of the home's main tenant (the named person on the rent statement ) or the
leaseholder below. If you are completing this on behalf of the main tenant/leaseholder please add
their details.
1A Name:
Address:

Postcode:
Tel number:

Mobile number:

E-mail address:

1B - Members of household - Please tell us about everyone who lives in your home:
(For ethnic origin, faith and disability please use the appropriate code from the lists below and the next page)
Preferred Title Full Name.
e.g. Mr, Mrs,
List main tenant's /leaseholder's
Miss, Ms, etc
then other household members

Relationship
to tenant/
leaseholder

Gender

Date
of birth

Ethnic
origin
code

Faith
code

Disability
code

Please continue on a separate sheet if necessary.
Ethnic origin code (please choose from this list and add the code to the table on this page)
WB White British

AO Other Asian

MO Other Mixed

WI White Irish

CH Chinese

BC Black Caribbean

WO Other White

OT Other Ethnic Group

BA Black African

MC White and Black Caribbean

BO Black or Black British Other

AI

Indian

AP Pakistani

MB White and Black African

AB Bangladeshi

MA White and Asian

Continued

Faith code (please choose from this list and add the code to the table on the first page)
B

Buddhist

C

Catholic

CE Church of England

J

Judaism

JW Jehovah's Witness
M

Muslim

H

Hindu

MO Mormon

I

Islam

OC Other Christian

P

Protestant

Q

Quaker

S

Sikh

OG Other (please say what below)

Disability code (please choose from this list and add the code to the table on the first page. You can choose
more than one disability code)
1 Blind or partially sighted

4 Deaf or hearing impairment

6 Learning disability

2 Wheelchair user

5 Mental health disability

7 Other disability
(please say what below)

3 Mobility difficulties

1C - If you wish to provide us with any other information relating to your specific needs for example large
print, Braille, audio tape, or other requirements, for example another language, please provide details below:

1D - If you wish to provide us with information relating to your sexual orientation please do so below:

1E - Preferred communication (please tick) How would you like us to contact you in future?
(Please ensure that you have given us all of your contact details on the first page)
E-mail
Letter
Telephone
Minicom
Text
Home visit
Other (please give details below)

1F - Housing related support If you look after a member of your household or need assistance in every day
life or are cared for by a family member, we may be able to offer additional housing related support services.
(Please tick) Are you a carer?
Yes
No Are you being cared for?
Yes
No
Do you require assistance?
Yes
No If yes please give details below:

1G - Vulnerable customers If you feel that you need additional housing support due to personal
circumstances please complete this section. It may be that you have difficulty reading our leaflets, cannot
access a housing office easily, have fled a country of persecution, are on long term sick or are a lone parent.
Whatever your circumstances, we will do all we can to help. Please give details below:

The information you give is confidential. To speak to someone in confidence about your circumstances
please call your nearest housing office.

2 - Your home
The Gateshead Housing Company lets around 2,000 homes per year. We want those homes to be
of a standard that our customers want.
2A - Have you moved into your home in the past year?

Yes

No

2B - If you said 'Yes', how satisfied were you with the standard of the property when you moved in?
Very satisfied

Fairly satisfied

Don't know

Fairly dissatisfied

Very dissatisfied

Debit card

Post Office

If you are not satisfied please tell us why:

2C - Which option/s do you currently use to pay your rent?
Direct Debit

Office

PayPoint

By post

Telephone

Online

2D - How satisfied are you with the options available to pay your rent?
Very satisfied

Fairly satisfied

Don't know

Fairly dissatisfied

Very dissatisfied

If you are not satisfied please tell us why:

HomeRepairs service on Freephone 0800 408 6008 carries out thousands of repairs every month.
2E - Have you used our HomeRepairs service in the past year?
If 'No' please go to Section 3.

Yes

No

2F - If you have used HomeRepairs how did you report the repair?
By phone from home

By phone at a housing office

By fax

By website/E-mail

By text

By minicom

To an employee

To a warden

Other (please give details below)

2G - Did you find reporting the repair easy and helpful?
If you said 'no' please tell us why:

Yes

No

2H - When the work was carried out, was it to your satisfaction?
If you said 'No' please tell us why:

Yes

No

2I - Overall, do you think our HomeRepairs service is better than 12 months ago?
Yes
No
About the same
2J - If no, why not? For example:
Not happy with quality of work

Problems getting through

Took too long to get work done

Other reason (please give details below)

3 - Your neighbourhood
Anti-social behaviour - Solving problems such as noisy neighbours, youth disorder and vandalism
are important. We want to know what should be tackled first.
3A - Have you had any experience of anti-social behaviour in the past year?

Yes

No

Yes

No

If 'No' please go to Section D
3B - Who did you report it to:
Police

Didn't report it

The Gateshead Housing Company/Gateshead Council
Another agency (please give details below)

3C - Did the matter get resolved to your satisfaction?
If you said 'No' please tell us why:

3D - Which three things should we tackle to reduce anti-social behaviour, for example: (please tick just three)
Litter and rubbish in the street

Parking/vehicle nuisance

Problems with neighbours

Youth disorder

Noise from people

Racial harassment

Hate crime

Graffiti

Drugs

Vandalism

Animal nuisance

Harassment

Other

If you think that we should tackle other things that are more important to you please list them below:
1

2

3
3E - Do you feel safer in your home and neighbourhood than you did a year ago?
Yes

No

About the same

If you said 'No' please tell us why:

3F - Overall, do you think The Gateshead Housing Company is doing more to deal with anti-social behaviour
than a year ago?
Yes
No
About the same
If you said 'No' please tell us why:

Continued overleaf

Your Estate - The look of an estate and how it is cleaned and looked after is important to the
company and we want to make your estate even better in the future.
3G - How satisfied are you with the general look and appearance of your estate?
Very satisfied

Fairly satisfied

Don't know

Fairly dissatisfied

Very dissatisfied

If you are not satisfied please tell us why:

3H - Overall, do you think The Gateshead Housing Company and its partners are doing more to deal with
estate cleanliness than a year ago?
Yes
No
About the same
3I - If you said 'No' please tell us why:

3J - What could we do to make your estate better? Please tick up to three improvements from below and/or
add your own improvements.
Dog fouling

Grass cutting

Rubbish removal

Street cleaning

Car parking

Messy gardens

Other (please give details below)

4 - Making our service better
We want to ensure that we provide you with a high standard of customer service.
4A - Of the following examples, which are the three most important to you (please mark just three - by
numbering them 1, 2 and 3 (please don't use ticks or crosses) - with 1 being the most important to you,
2 being the second most important and 3 being your third most important:
Make it easy for me to get help and information

Help me look at all the choices and solutions available

Consult and involve me

Don't discriminate against me

Listen to my views

Ensure staff are informed and helpful

Keep your promises

Clearly explain things to me and check I understand them
If you think that other standards of customer service are more important to you please list them here in
order of priority:
Priority 1

Priority 2

Priority 3

Priorities - we want to know what tenants and leaseholders see as the main priorities for
The Gateshead Housing Company.
4B - Of the following examples, which are the three most important to you (please mark just three by numbering them 1, 2, and 3 (please don't use ticks or crosses) - with 1 being the most important to you,
2 being the second most important and 3 being your third most important.
Repairs being done quickly and well

A well maintained environment outside my home

Anti-social behaviour dealt with effectively

Improvements to your home

Choice of fittings when improvements are made

Value for money for your rent and service charges

Enquiries dealt with at the point of contact

Letting good quality homes quickly

If you think that other priorities are more important to you please list them here in order of priority:
Priority 1

Priority 2

Priority 3

Continued overleaf

Getting in touch - we want to know more about how you contact The Gateshead Housing
Company, and for what reasons.
4C - How do you normally contact us?

By phone

Write a letter

Visit an office (which one)

E-mail or online

Text

Other (please give details below)

4D - What have you contacted us about in the last year? (please tick all that apply)
About housing benefit

Moving home / HomeChoice

Report a repair

About your rent

Leasehold Services

To report Anti-Social Behaviour

To make a complaint

To compliment us

Other (please give details below)

4E - How easy was it to get the right employee to talk with to answer your query?
Very easy

Easy

Not easy

Not sure

If you said 'Not Easy' please tell us why:

4F - When you gave us your query, question or concern, was it resolved by us?

Yes

No

If you said 'No' please tell us why:

4G - How satisfied were you with the advice you were given when you contacted us?
Very satisfied

Fairly satisfied

Don't know

Fairly dissatisfied

Very dissatisfied

If you are not satisfied please tell us why:

4H - Overall, is it easier to get in touch now with us than it was twelve months ago?
Yes

No

Not sure

If you said 'No' please tell us why:

Not sure

5 - Getting involved
Getting involved - we want tenants and leaseholders to have the chance to get involved in shaping
the services we offer in the future.
5A - In the past have you been involved within any services that The Gateshead Housing Company offers?
For example, have you had a say and been involved by filling out a questionnaire or been part of a focus
group.
Yes
No
If 'No' go to Section 5D
5B - How satisfied are you with the feedback from customer involvement? For example, receiving information
about the service you've been involved in via a tenant newsletter, a personal letter, word of mouth, etc.
Very satisfied

Fairly satisfied

Don't know

Fairly dissatisfied

Very dissatisfied

If you are not satisfied please tell us why:

5C - How satisfied are you with the changes to services following your involvement?
Very satisfied
Fairly satisfied
Don't know
Fairly dissatisfied

Very dissatisfied

If you are not satisfied please tell us why:

5D - What would encourage you to get more involved in the future? (Please tick all that apply)
Meeting people with similar interests and backgrounds

Information in other formats

Incentives (such as vouchers and prize draws)

Seeing the results of involvement

Opportunities to develop your own skills

More fun and sociable activities

Help with childcare when being involved

More opportunities to make decisions

Joining our Board

Alternative times for meetings

Taking part in an Estate Tour

More feedback

Expenses for taking part

Other (please give details below)

5E - Overall, do you think there are more chances to get involved than a year ago?
Yes

No

About the same

If you said 'No' please tell us why:

6 - Caretaking, concierge and cleaning
These questions are only for customers in multi-storey blocks, low-rise flats and sheltered schemes with
caretakers, concierges or cleaning services. Other customers should continue to Section 7.
6A - Do you live in a multi-storey block that has a:

Caretaker

Concierge

Fairly dissatisfied

Very dissatisfied

6B - How satisfied are you with the standard of cleaning?
Very satisfied

Fairly satisfied

Don't know / No opinion

If you are not satisfied please tell us why:
6C - If you live in a multi-storey block with a concierge how satisfied are you with this service?
Very satisfied

Fairly satisfied

Don't know / No opinion

Fairly dissatisfied

Very dissatisfied

If you are not satisfied please tell us why:
6D - If you live in a sheltered scheme how satisfied are you with the standard of cleaning in communal areas?
Very satisfied

Fairly satisfied

Don't know / No opinion

Fairly dissatisfied

Very dissatisfied

If you are not satisfied please tell us why:
6E - If you live in a low-rise flat which benefits from a weekly cleaning service how satisfied are you with the
standard of cleaning?
Very satisfied

Fairly satisfied

Don't know / No opinion

Fairly dissatisfied

Very dissatisfied

If you are not satisfied please tell us why:

7 - About The Gateshead Housing Company
Overall impressions - we want to know your opinions about the services that we offer and how
happy you are living in Gateshead.
7A - Do you consider the rent that you pay to be good value in terms of the services you receive? (Tenants only)
Very good value

Good value

Don't know / No opinion

Bad value

Very bad value

If you think it is bad value please tell us why:

7B - Do you consider that the leasehold service charges you pay to be good value in terms of the services you
receive? (Leaseholders only)
Very good value

Good value

Don't know / No opinion

Bad value

Very bad value

If you think it is bad value please tell us why:
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7C - How satisfied are you with your home?
Very satisfied

Fairly satisfied

Don't know / No opinion

Fairly dissatisfied

Very dissatisfied

Fairly dissatisfied

Very dissatisfied

If you are not satisfied please tell us why:

7D - Overall, how satisfied are you with the neighbourhood you live in?
Very satisfied

Fairly satisfied

Don't know / No opinion

If you are not satisfied please tell us why:

7E - Overall, how satisfied are you with the opportunities to get involved and influence future decisions made
by the company?
Very satisfied

Fairly satisfied

Don't know / No opinion

Fairly dissatisfied

Very dissatisfied

If you are not satisfied please tell us why:

7F - And finally, how satisfied overall are you with the services we offer?
Very satisfied

Fairly satisfied

Don't know / No opinion

Fairly dissatisfied

Very dissatisfied

If you are not satisfied please tell us why:

8 - What do I do next?
• Have you filled in your address on the first page? You can't win if we don't know who you are!
• You can give your questionnaire to your caretaker, concierge, warden, housing office, or return it to us in
the prepaid envelope enclosed. Please return it by Friday, 15 February 2008.

• The choice of top prize will be given to the first entry drawn at random from all entries received from
tenants and leaseholders of The Gateshead Housing Company. Please note no cash alternative is available,
and the judges' decision is final. No correspondence will be entered into. The winner may be asked to take
part in publicity.
We need your personal data to improve the services we offer to you and other residents. This includes services offered on our behalf by our partners and

i

contractors (such as Gateshead Council, Morrison Facilities Services Ltd and Frank Haslam Milan Ltd). The company will also use personal data for Equal Opportunities
Monitoring. We will keep your personal data safe and secure, and will not share it with any other organisations or disclose it to anyone else without your consent,
unless we are required by law to do so. If you have any queries about the information we hold please write to The Gateshead Housing Company, Keelman House,
Fifth Avenue Business Park, Team Valley Trading Estate, Gateshead, NE11 OXA.

Czech

Si vous voulez nous donner votre avis sur les services que nous fournissons, cochez cette case et écrivez votre nom, adresse et numéro de téléphone en
lettres d'imprimerie au bas de cette page. Renvoyez ensuite le formulaire dans l'enveloppe fournie – vous n'avez pas besoin de timbre.
Vous pourriez gagner un poste de télévision et un lecteur de DVD, ou une nouvelle cuisinière, ou 250 Livres Sterling en bons de décoration pour votre
logement si vous prenez part à un sondage.

Se nos quiser dar a sua opinião sobre os serviços que prestamos, então agradecemos que assinale este quadrado e introduza o seu nome,
morada e número de telefone no fundo desta página. Depois envie este formulário no envelope fornecido – não é necessário selo.
Poderá ganhar um televisor e leitor de DVD ou um novo fogão ou vales no valor de £250 para decorar a sua casa ao participar
num inquérito.

Urdu

Portuguese

Punjabi

Sorani

Hindi

Farsi

Pokud nám chcete sd>lit svÅj názor na sluãby, které poskytujeme, za|krtn>te, prosím, toto polí#ko a ve spodní #ásti této stránky vytiskn>te své
jméno, adresu a telefonní #íslo. Poté nám formulá_ za|lete v obálce, kterou jsme Vám poskytli – lze jej zaslat bez po|tovní známky.
Pokud se zú#astníte tohoto prÅzkumu, mÅãete vyhrát televizi a DVD p_ehráva# nebo nov≥ kuchy[sk≥ sporák, nebo poukázky na dekorace pro
Vá| byt o hodnot> £250.

French

Chinese

Bengali

Requesting a translation of this form - I would like to take part in this
survey but would need it in one of these formats

If you would like this questionnaire in large print, Braille or audio then please
call 0191 433 5382 or 0191 433 5380.
This space is deliberately blank

