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KETTERING BOROUGH TENANTS FORUM

8th April 2010
Discussion Item: Tenant Profile Survey

Introduction:
During autumn 2009 the Housing Service undertook a survey of Council tenants called a Tenant Profile.  The purpose of the Tenant Profile was to:

· Ensure our records are up to date so that we can contact our tenants easily; 
· Collect information about the needs of the many different tenants that we provide services for; 
· Ensure that our services do not treat tenants unfairly because of their age, gender, disability or impairment, ethnicity, or religion; 
· Collate information that will assist us to improve our services. 
The draft Tenant Profile was piloted with the Tenants Reading Panel to ensure they agreed with the format of the survey and that they understood the questions.  Following feedback from the tenants, the survey was amended before it was sent to all tenants.  

The Tenant Profile was posted to all Council tenants during the week commencing 17th August 2009.  Tenants were requested to complete the survey and return it to Housing Services in a freepost envelope.  Tenants who returned the Tenant Profile by the 4th September 2009 were entered into a draw to win £250.  By the 8th September we had received an excellent response; 32% of households had completed and returned a Tenant Profile.  

Tenants were given the option of contacting the Council’s main switch board number if they had any questions about the survey or if they wanted help to complete it.  Customer Services Advisors were asked to complete the Tenant Profile over the phone with tenants if requested.  If a tenant wanted a home visit this was undertaken by a member of the housing management team.  

The Tenant Forum will be presented with a brief summary of key findings from the Survey data, based on the 1702 responses we had received by February 2010. Based on the stock position of 3821 (at 1 April 2009) we had received a completed Tenant Profile for 45% of our properties.   

1.1 The Forum will be asked to discuss 

a/  how they felt about completing the Profile

b/  suggest ways to improve response rates to the Tenant Profile Survey
c/ ideas on how the information could be best used, or services improved in light of the information received.

Charlotte Smith 29.03.2010
This report provides a summary of Kettering Borough Council’s Tenant Profile Survey.  The forum will be asked to discuss response rates to the Tenant Profile Survey and ideas on how the information could be best used, or services improved in light of the profile data received
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