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 PEABODY


Summary
As part of Peabody’s tender exercise to appoint new contractors to provide the repairs and maintenance service, residents were asked to provide feedback through a questionnaire. The questionnaire was put together based on resident’s main priorities from a series of focus groups. These focus groups were held with randomly selected residents who had volunteered to take part in repairs focus groups as part of the monthly repairs satisfaction surveys, Customer Panel members who had highlighted an interest in repairs and maintenance and members of the Resident Review Committee. 

The questionnaire was hosted online on the Peabody website and was sent out by post to the Customer Panel and to Peabody’s tenants and residents associations. Residents contacting Peabody Direct about a repair were also asked if they would like to complete the questionnaire online or if they would like a questionnaire sent out to them. 

In total, 78 questionnaires were completed. Issues with the postal strike may have caused a lower response than expected.

Set out below is a summary of the key results
	
	

	
	Over three quarters of the residents who completed the questionnaire preferred a 

	
	2-hour repair appointment time slot


	
	The highest priority to the residents who completed the questionnaire is having the 

	
	ability to get repair appointments on a specific day and date that is convenient.


	
	Over three quarters (81%) of those residents, who responded to the questionnaire, would 

	
	prefer to be contacted to find out how satisfied they are within one week of the repair being completed.



Appointment Times
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Repair appointments

time-slots

a)   4 - hour time slots

b)   2 - hour time slots

 

24%

76%


Table 1 Repairs appointment time-slots
Residents were asked whether they would prefer repair appointments in 4-hour or 2-hour timeslots. Table 1 (above) shows that over three quarters (76%) of the residents who completed the questionnaire preferred a 2-hour time slot between 8am and 6pm Monday to Friday which also includes 8am to 12pm on a Saturday. 
Repair Priorities
	Rank
	Question
	Percentage of respondents rating each question as MOST important (10)

	1
	How important is it to you that you have the ability to get repair appointments on a specific day and date convenient to you?
	68%

	2
	How important is it that we have an enhanced service for vulnerable residents, for example, responding more quickly to a repair for an elderly or disabled resident?
	63%

	3
	How important to you is it that we contact you around 24-hours before the appointment to confirm that we are coming?
	51%

	4
	How important to you is it for the repairs operative to arrive at the appointment in a uniform bearing the Peabody branding/logo?
	47%

	4
	How important is it to you that Peabody asks you how satisfied you were with your repair?
	46%

	6
	During consultation with residents, a handyperson service has been suggested. How would you rate the importance of this type of service?
	33%

	7
	How important is it to you that Peabody offers you compensation for operatives missing appointments or not arriving in the agreed time-slot?
	31%

	8
	How important is it to you that Peabody gives contractors incentives not to miss appointments instead of giving residents compensation for missed appointments?
	27%

	9
	How important is it to you to be able to book and view appointments online through a website?
	15%

	10
	How useful do you think it would be for our repairs contractors to train residents to carry out minor repairs which residents are responsible for and possibly help us keep our maintenance costs down?
	12%


Table 2 Repair priorities
Residents were asked to rate, on a scale of 1 to 10, how important to them the improvements to the repairs service that the initial focus groups had suggested were. Table 2 (above) shows that the highest priority to the residents who completed the questionnaire is having the ability to get repair appointments on a specific day and date that is convenient. 68% of the responses to that question rated it as most important (10). The lowest priority was for our repairs contractors to train residents to carry out minor repairs which residents are responsible for and possibly help Peabody keep maintenance costs down. Only 12% of responses to that question rated it as most important.

Satisfaction Surveys 
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Speed of carrying out

satisfaction surveys

One day

One week

One month

 

9%

81%

10%


Table 3 Satisfaction surveys
Residents were asked how quickly they would prefer to be contacted to measure their satisfaction for repairs. Table 3 (overleaf) shows that over three quarters (81%) of those residents, who responded to the questionnaire, would prefer to be contacted to find out how satisfied they are within one week of the repair being completed. Currently Peabody carry out monthly repair satisfaction surveys and only 10% of respondents would choose this as the preferred option.
Other comments

	Rank
	Comment Type
	Percentage

	1
	Keep to appointment time/date
	16%

	2
	Keep residents better informed
	14%

	3
	Quality of staff/contractors
	25%

	4
	Quality of repair
	18%

	4
	Length of time for repair to be completed
	23%

	6
	Reoccurring repairs
	2%

	7
	Repair responsibilities
	2%


Table 4 Other comments
Residents were also asked if they would like to make any other comments about Peabody’s repairs and maintenance service. These comments have been classified into different categories (see table 4 above). The highest priority that respondents raised was with staff keeping to the booked appointment time and date.

Examples of notable comments were:

· It is very important that you adhere to your agreement set out in your tenancy. If you say within 24hrs then that is what it should be, otherwise residents will lose faith in you;
· If contractors do not keep appointments i think it would be a good idea to pay a penalty.
· Contractors turning up on time in a 2-hour slot would be fantastic.
· I have been let down a couple of times and not been told until the time they were supposed to be here.

· If the repair team are running late at a prior appointment the others on repair list for that day should be phoned and given an approximate time of arrival.

For further information contact the Policy and Insight Service on 020 7021 4457 or on email at policy.helpline@peabody.org.uk.
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