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HCHA carries out an annual survey to hear what our tenants have to 

say, to check our performance, and to plan our work for the coming 

year and beyond.   

We welcome all responses, including from those who completed the 

survey but wish to remain anonymous.  Every completed survey, 

whatever it says, is valued in helping us to ensure quality in all that we 

do.   

Any issues that come to light as a result of the survey are followed up 

by the Senior Management Team.   

Thank you very much to the 127 tenants who took part.  If you did not 

take part this year, do please consider taking part in the next survey, 

as your views are really important to us.  

The results are broadly similar to last year’s.  Though we always strive 

to improve year on year, the Government required changes in the way 

that we operate day-to-day because of the pandemic, and this 

necessarily changed the way we work.   

We are grateful for the understanding of our tenants, and are pleased 

to note, for example, the increase in the number of tenants reporting 

that they are happy with the way we handle any reports of anti-social 

behaviour.   

2020 of course turned out to be a very unusual year, and we all hope 

for more straightforward times to return. 



Survey Results 

 

 

 

What is this question for? 

We ask this question so that we can check that we receive responses from a 

good mix of tenants.  It also helps us to spot any trends in the responses so 

that we can address problems we were not aware of. 

 

 

 

Older People
54%
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Single 
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General Needs
29%

1  What type of home do you live in?



 

 

 

What is this question for? 

We want to check that the geographic spread of responses is broadly in line 

with the different areas that we serve.  Although we have only a very small 

number of tenants in Wycombe currently, we really value their views and hope 

that they too will choose to take part in the next survey.  
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2  What area do you live in?



 

What is this question for? 

This question gives us an idea of how our tenants feel about our services 

across all of the varied types of housing that we provide.  80% of our tenants 

indicated that they are either very or fairly satisfied with our service, and we 

are striving to do even better. 

                              

                                  

Very Satisfied
44%

Fairly Satisfied
36%

Neither Satisfied Nor 
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Fairly Dissatisfied
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Very Dissatisfied
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3  Taking everything into account, generally 
how satisfied are you with the overall service 

that HCHA provides to you?



 

 

What is this question for? 

It is very important to us to know how satisfied our tenants are with their 

home.  We use this information to help in planning the management and 

development of existing homes and those we are yet to build.  We are happy 

that 82% of our tenants are very or fairly satisfied with their home, but we are 

always working hard to improve this percentage. 
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4  Generally how satisfied are you with the 
quality of your home?



 

 

What is this question for? 

While the majority of our tenants are very or fairly satisfied with our 

maintenance service, we are striving to continue to improve, so it is very 

important that we seek, and act upon, the views of our tenants on this service. 

 

             

Very Satisfied
43%

Fairly Satisfied
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5  Thinking about the last repair that HCHA 
completed for you, how satisfied are you with 

that repair?



 

 

What is this question for? 

We are striving to continue to improve our service, so the views of our tenants 

are extremely important in helping us to do this.  2020 brought unique 

challenges, and we were required by Government to change the way that we 

work, for example with regard to non-urgent repairs.  We are grateful to our 

tenants for their understanding and look forward to more conventional times. 
          

                                            

Better
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Worse
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About the Same
41%
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6  If you have lived in an HCHA property for 
more than one year and you have had a repair 
completed, compared to previous years do you 
think that our maintenance service has been?



 

 

What is this question for? 

We look for trends in the responses to this question, over time.  Our rents are 

regulated by Government, but we set service charges to cover other costs.  

Some items cannot be included in the rent, such as communal heating and 

lighting.  We always want to know whether our tenants think that their rent 

represents value for money overall. 
                        

                                     

Very Good
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7  To what extent do you think that your rent 
represents good value for money?



 

 

What is this question for? 

Feeling safe and secure at home is very important.  We understand that 

housing and services are only a part of feeling safe and secure; we house many 

people who need care or additional support, so this question is especially 

important to them, and to us. 

 

                         

Very Safe
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Safe
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Neither Safe Nor 
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8  Please tell us how safe and secure you feel 
in your own home?



 

 

 

 

 

Yes
11%

No
89%

9  Have you reported any anti-social 
behaviour to us in the last year?
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Fairly Satisfied
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Neither Satisfied Nor 
Dissatisfied
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Fairly 
Dissatisfied

15%

Very Dissatisfied
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If you answered Yes, please tell us how 
satisfied you were with our response?



What is this question for? 

Serious anti-social behaviour can have a profound impact on quality of life.  

We want to know the views of tenants who may have been affected by this 

issue.  Though only 13 tenants reported any anti-social behaviour to us, their 

views regarding our response are very important to us.  The percentage of 

tenants stating that they are very satisfied with our response has risen by 15% 

since last year.  We continue to work toward further improvements. 

 

 

              



 

 

What is this question for? 

We want our tenants to feel that they can trust us to deal with any concerns 

that they may have, appropriately and professionally.   

HCHA staff receive training and support on how best to support anyone 

experiencing abuse.   

The first step in dealing with such situations is talking about whatever is going 

on, with someone you can trust.   

Please don’t feel that you have to keep any concerns about abuse to yourself.  

Please talk to our staff.   

Other helpful contacts are The Samaritans – anyone can call free, anytime, on 

116 123, or The Silver Line, the helpline for older people, call free anytime on 

0800 4 70 80 90. 

 

 

 

Very Confident
38%
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10  Would you feel confident talking to us 
about abuse against yourself or others?



 

 

What is this question for? 

It is very important to us to make sure that our tenants feel confident that we 

manage their housing well, and we are happy that 85% feel that this is the 

case.  We are always working hard to improve further.  

 

      

Very Well
33%

Fairly Well
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Neither Well 
Nor Not Well

7%

Generally Not Well
6%

Not At All Well
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11  Overall, how well do you believe that 
HCHA manages your housing?



 

 

What is this question for? 

Treating our tenants with fairness and respect is a priority for all HCHA staff.  

Asking our tenants whether they think that we meet this standard helps us to 

check our performance, and ensures that we never lose sight of this goal. 

 

                             

Always
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33%

Neither Yes Nor No
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12  Do you think that we treat you with 
fairness and respect?



 

What is this question for? 

We want our tenants to feel that we listen to their views and take appropriate 

action throughout the year, not just at the time of the annual survey.  We are 

happy that the percentage of tenants who feel that we always listen and act 

when they get in touch has risen by 8% since last year’s survey, but we 

continue to strive to ensure that every tenant feels confident that we listen to 

their views and act on them where we can. 

 

                                       

Always
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13  How well do we listen to your views and 
act on them?



 

 

 

 

Yes
24%

No
76%

14 Have you made a complaint in the last 
year?

Very Satisfied
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Neither Satisfied Nor 
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11%

Very Dissatisfied
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If you answered Yes, then please tell us how 
satisfied you were with how we dealt with 

your complaint



What is this question for? 

It is very important to us to try to ensure that we are responding to complaints 

well.  Although only a small number of tenants – 9 of 27 who indicated that 

they had made a complaint – said that they were dissatisfied with our handling 

of their complaint, we use the responses to help us to improve further.  Where 

a tenant has used the survey to indicate their dissatisfaction with a non-HCHA 

service, we still use their feedback about contact on the issue with our staff, 

to improve. 

 

 

 

 

 

 

 



 

This year we asked our tenants if they wanted to tell us how the 

ongoing pandemic has affected them.   

 

Striking a balance between our responsibility to keep our tenants and 

staff safe, and still ensuring that our tenants can enjoy their homes as 

much as possible, has been our priority.   

 

Some of the things that made our tenants feel part of the HCHA 

community – like communal lounges and activities – have had to cease 

for the time being, but we are really grateful to our tenants for their 

understanding, and their co-operation.  

 

One of our tenants summed up the new normal by saying: 

 

“This virus seems very strange but I do abide by the rules and we get 

on fine” 

 

The HCHA community has been fortunate in experiencing very low 

numbers of infections compared to the rest of society.  Our thoughts 

are with all those who have been impacted by COVID-19.  

 

The Government regulations require that non-urgent repairs are 

delayed until the restrictions on household mixing ease.  We 

understand that this necessary step has sometimes caused 

inconvenience to our tenants, but we are grateful for the 

understanding shown.   

 

 

 



 

Many of our tenants used this section of the survey to express their 

thanks to HCHA staff, and we are very grateful for the kind comments, 

for example: 

 

“Given the times we live in, as far as I can tell, staff have done very 

well indeed.  Thank you!” 

 

“I found during the pandemic there was always someone to help me, 

if no one was here I would talk to the manager on the telephone” 

 

“Even during this pandemic I feel I am well looked after with lots of 

advice and consideration” 

 

“Thank you to all who contribute to my welfare” 

 

We will ensure that the very kind comments about individual staff are 

passed on to them. 

 

 


