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Background

East Devon District C 0 u n aendntiprofiling exercise was conducted between May and July 2009. One of
the recommendations given by the Audit Commission on their last inspection was for the housing service to
improve the sensitivity of the service to the diversity of tenants. Two areas particularly highlighted were
awareness of t e n adistbiiitees and their preferred method of communication.

A pilot survey titled 6 Ge t tb knowgyou b e t tas cobducted in Seaton in August 2007. It was originally
planned to follow up this with a full survey to all tenants in 2008; however a new government directive
obliged us to complete our STATUS (Standardised Tenant Satisfaction Survey) survey a year ahead of
schedule. A number of the questions in both surveys had marked similarities so it was thought a better
response would be achieved if the full survey were delayed until STATUS had been completed.

The survey itself builds on a body of knowledge already gathered in previous years; however one particular
area that we previously held only anecdotal evidence of was the profile of sheltered tenants. We now have
a far better statistical understanding of the needs of our sheltered tenants who were not included in the
most recent STATUS survey.

The questions in the survey were formulated in consultation with the Tenant and Leaseholder Customer
Panel, and considered by the Housing Review Board before being sent out.

Methodology

A postal questionnaire was carried out between May and June 2009. The questionnaire was mailed out to
the main tenancy holder of 4,089 general and sheltered needs properties owned by East Devon District
Council. Those already surveyed during the Seaton pilot exercise were excluded. A reminder letter was
sent out after four weeks to those tenants who could not or did not reply to the first mailing. To save on
printing costs, the questionnaires were designed in black and white and the mailing and analysis was
conducted in house.

The surveys were designed on Snap software and we did consider using Snap to key punch the
information; however the charge for inputting alone would have been over £6,500 so it was decided to save
money and conduct the exercise in house.

To increase our response rate an article was placed in the June 2009 edition of the Partnership News
newsletter. Estate Management were helpful in answering queries and our Mobile Support Officer and
Scheme Managers were valuable in assisting and encouraging the tenants on their schemes with the
surveys completion.

Councillors and staff were given notice of the survey being sent out along with the FAQ sheet and the
strategy team contact details should they need further information.



Mailouts Returned forms General Returned forms Sheltered

Mailout 1 May 09 General 757 Sheltered 606

Mailout 2 June 09 General 399 Sheltered 231

The questionnaire included a covering letter, a prepaid return envelope and a frequently asked question
sheet. The questionnaire itself also included explanations to why the questions were being asked.

All documents can be viewed in the following folder: S:\Housing\Strategy\Tenant Profiling.

Overall 1,993 completed forms were returned which represents a 46% response rate. We expect this to
steadily rise as late forms are sent back in.

Within this total we had back 1,156 returned forms from our general needs tenants (40% return rate) and
837 returned forms from our sheltered tenants (58% return rate).

A response rate of 30% is considered good when using postal questionnaires; therefore, given the sensitive
nature of some of the questions, and conducting the survey shortly after our STATUS survey it was
encouraging that we were able to achieve a total return rate approaching 50%.

The profiling exercise is part of a continuous process with more information gathered each year as new
tenants are housed. The more we know about the makeup of our households the better we are able to
make more accurate projections as to the resources needed over the coming years.

Summary of Findings

e 56% of the respondents were female

e 64% of tenants were over 65 years of age

e 53% of tenants lived alone potentially vulnerable

e 45% of tenants did not own a vehicle

e EDDC has a very low ethnic minority population where 98% of tenants classified themselves
as White British

e 90% of tenants stated they wished to be contacted by post by the council

e 25% of tenants had the internet at home

e 54% of households had someone with a disability

e 70% of three bedroomed homes underoccupied
e The preferred language of all tenants who responded was English

Where possible the report follows the order in which the questions were asked.

Initial outcomes

Some residents have indicated they would prefer to receive correspondence in large print or braille. This is
being actioned by our tenant participation team.

East Devon tenants overwhelmingly prefer English to be used in communication with them; however we will
continue to monitor this though ongoing surveys which to help us anticipate any change in this.

Under population of housing stock has already been identified, with the results supporting the introduction
of financial incentives for tenants to downsize their properties.
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Nearly 79% of sheltered and nearly 50% of general needs tenanted properties were over retirement age.
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The table below indicateds that over 40% of general needs tenants and nearly 70% of our sheltered
tenants reported they lived alone. As almost all our sheltered stock comprises of either one or two
bedroomed properties the high percentage of single occupancy levels was expected. However the largest
category of EDDC general needs housing stock are three bedroomed so the response that over 40% lived
alone prompted further investigation into possible underoccupation.
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By comparing the number of people residing in a property against its bedroom count we can determine that
significant numbers of our general needs properties are under occupied. The cross tabulation table below
was created from a sample of 1,153 general needs tenants. Areas highlighted in yellow indicate where the
property is underoccupied and in green where the property is overoccupied.

Cross tabulation of persons to properties for general needs tenants (based on 40% return rate)

Number of people living in property

Property one person | two people three four five people Six plus Total

size people people people

one bed Count 130 30 0 1 2 0 163
% within 79.8% 18.4% 0.00% 0.6% 1.2% 0.00% 100%
number of
beds

two beds Count 160 129 47 34 7 1 378
% within 42.3% 34.1% 12.4% 9% 1.9% 0.3% 100%
number of
beds

three beds | Count 189 224 76 53 27 18 587
% within 32.2% 38.2% 12.9% 9% 4.6% 3.1% 100%
number of
beds

four beds Count 3 7 7 3 0 4 24
% within 12.5% 29.2% 29.2% 12.5% 0.00% 16.6% 100%
number of
beds

five beds Count 0 0 0 1 0 0 1
% within 0.00% 0.00% 0.00% 100% 0.00% 0.00% 100%
number of
beds

The 6 t ocolanin &n the right indicates the total count of properties by type i i.e. there are 163 one

bedroomed homes in our sample. Reading across and to the left from this number is the number of people
t h e with the exjuivalentipérceatage.e g or vy

resi

The tables indicates that while a small proportion of general needs homes are over occupied a large

dent i

number of three and four bedroomed properties are under occupied, in particular three bedroomed homes.

To summarise the table:

o 42% of two bedroomed properties are occupied by one person

e 32% of three bedroomed properties are occupied by one person
e 38% of three bedroomed properties are occupied by two people
e 70% of three bedroomed homes have only one or two occupants
o 42% of four bedroomed homes occupied by one or two persons.

We are able to further drill down into this data to see if any trend can be determined about the

underoccupation of these properties
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The table above is only looking at general needs properties with three or more bedrooms. A comparison
has been made between the number of people resident and their ages. Two points can be noted from the
chart above; firstly a significant number of larger properties are underoccupied with only one or two people
resident, and secondly these properties are underoccupied by older tenants.



Transport

Over half of sheltered tenants and approaching four out of ten general needs tenants do not own a vehicle,
so it would be expected that parking does not represent a large problem amongst tenants. This is
supported by our recently completed estate management survey which found only 11% of complaints were
concerning parking disputes.

Vehicles owned by the householc
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Overall, 64% of EDDC tenants found it generally easy to access public transport with 66% of general
stating it was either 6évery easy6 or o6fairly easybo,
Nearly 40% of tenants who reported a disability stated they experience difficulty with public transport.
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Tenants reported that buses and cars are the most popular ways of making their journeys, which reflects
the findings that nearly half of the households do not have transport of their own. Please note totals add up
to more than 100% due to the multiple response options available for this question.

When used, ease of access to public transpc
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It is possible to drill down into this information to determine how the ease of access compares across the

towns in East Devon.
to access.

Honiton and Axminster are the towns where tenants find public transport the hardest
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Communication

The preferred language that tenants wished to be communicated in was overwhelmingly English. All who
answered this particular question ticked the English option. Only 3% did not answer the question.

How do you prefer the Housing & Social Inclusior

0 Service to communicate with you?
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*85% of those who ticked the telephone option also ticked the post option.

Nine out of ten tenants wished to be contacted by post. EDDC already maintains a listing of those who
prefer large print or other alternative methods of communication. This information has been passed on to
our tenant participation team.

While this question was single response a number of respondents ticked more than one box. The most
frequent occurrence was the selection of both telephone and post where 85% of those who ticked the
telephone option also ticked the box marked6 po st 0.
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A potential method of communication with tenants the future maybe via the internet; however at the
moment only a third of general tenants, and less than one in five of sheltered tenants use the internet. Of
those that do have the internet at home, over 86% were using the facility on at least a weekly basis.

How often do you use the internet at home*
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One of the challenges facing the Housing Service is finding a successful way of engaging with our tenants.
The results of the survey indicated a low level of tenant involvement in housing events over the past year.
Nine out of ten of those who did take part were over 60 years of age.

Whilst EDDC continues to develop a Tenant Participation Strategy in consultation with tenants, it is
important that the right methods of communication and information are made available to allow tenants to
choose how they wish to become involved, if at all.

It is our intention to engage our younger tenants, but the task is made difficult by the fact that the
demographic of our tenants is predominantly old, with over 69% of general needs and 94% of sheltered
tenants above 54 years old. East Devon has been pro active in this area and appointed an officer whose
role is to seek ways of engaging with younger tenants to finds their needs and aspirations.



Disability

Do you consider yourself or anyone in your householc
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Over 41% of general needs tenants and almost two thirds of sheltered tenants reported a disability in the
household. This general needs percentage is supported from our 2008 STATUS survey which reported
almost an identical figure in 42%. Nearly two in three of sheltered tenants reported some sort of disability
in the household. The most frequently reported being physical impairment followed by a long standing
illness.

Council tenants report they suffer a greater level of disability compared to the East Devon region as a
whole. To help put this in context with East Devon as a whole, the 2007 Exeter and Torbay Housing Market
Assessment (ETHMA) found that only 26.8% of households reported health problems, compared to our
findings of 42%, indicating that council tenants may have proportionally greater health needs.
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The chart below introduces information published in the ETHMA alongside the profiling survey to
demonstrate how across all categories health problems in council properties are proportionally larger when
compared to East Devon as a whole.

Comparison of household health problem
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Sheltered tenants had (in most cases) twice the incidence of health problems compared to general needs
tenants. However in the case of mental health iliness the incidence were approximately the same.
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Less than half of sheltered tenants and only one in five general tenants reported they had a friend, relative
or support worker to help them. Of the sheltered tenants who provided details of the support contact, the
most frequent contact identified were their scheme manager, social services or the details given for next of
kin. This lack of support reinforces the important role that our call centre and mobile support officers
perform in creating a support network for our tenants.
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Ethnicity
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The findings on ethnicity support both the 2001 census, the 2007 Exeter and Torbay Housing Market
assessment and the 2008 STATUS survey in reporting that East Devon has a very small ethnic minority
population. However as good practice this is regularly monitored, to ensure minority groups are not
disadvantaged.

Religion
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Eight out of ten tenants identified themselves as Christian. This figure is also reflected in East Devon as a
whole, with the 2001 census data reporting similar (77.85%) data.
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When asked about their sexuality the most popular response was heterosexual. Less than 1% stated they
were gay, lesbian, or bisexual. The 2001 census reported similar findings for East Devon as whole

Sexuality
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Income

Around a quarter of those who responded to the income question preferred not to answer the question, The
earnings between sheltered and general needs tenants are quite similar. A quarter of sheltered tenants
and a fifth of general needs tenants stated their income was in the £5,200 to £8,319 (£100 to £159 per
week) range. Less than 1% of households reported a household income of over £25,000.

Earnir;gjs of tenants

30 28.7

percentage

prefer not lessthan £3,120to £5,200to £8,320to £10,400 to £15,600 to £20,800to Above
to say £3,120 £5.199  £8,319 £10,399 £15,599 £20,799 £24,999 £25,000

earning category

m general m sheltered

13



Over 88% of tenants stated they had suffered no harassment or abuse in the past 12 months. As can be
seen from the chart above there was no distinct pattern with those who reported they were harassed, or
abused. Less than 7% reported any sort of harassment.
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See table on page
18 for details on
where the
responses came
from

Survey returns by town and village
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