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Executive Summary 

 

1886 tenants and leaseholders responded to the consultation. 

 

51% agreed with the councils preferred option and 14% disagreed. 
Residents currently living in Bournemouth are more likely to agree 
with the proposal compared to Poole residents (56% agree compared 
to 46% agree). 

 

When asked if they had any concerns or comments some respondents 
mentioned the following concerns: organisations becoming less 
effective as they grow larger, service being slower to respond due to 
the increase in homes/queries, changes would result in cost cutting, 
whether enough staff be employed within the service, whether there 
would be increased costs.  

 

Other respondents said the service was fine as it is whereas others 
felt it was a good idea to combine the service, happy for it to be 
managed by the council, make sure local offices were retained.   

 

Another theme that was highlighted in the comments included 
communication being key to the new combined service and that the 
advisory board should be representative of residents.  

 

Respondents were asked to comment on the 14 draft objectives for 
the new housing management service. There was a general 
concensus that the objectives looked good and covered everything. 
Some respondents questioned whether the council had the resouce to 
ensure that they were achievable.  

The five most important services within the housing management 
service included access to a repairs service, keeping the 
neighbourhood clean and tidy, improvements to the home, managing 
the behaviour of other tenants and residents and communal cleaning 
in shared areas.   
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Introduction and background 

In July 2021 BCP Council’s Cabinet agreed to commence a consultation on the 
proposal to create a new single housing management service for BCP Council. The 
council invited current tenants, leaseholder, and other residents with an interest to 
give their views on the proposal ‘to create a new single service across both 
areas which will be run within BCP Council’. This would mean that Poole Housing 
Partnership (PHP) and the Bournemouth in-house service would no longer exist in 
their current forms, and a new combined service would be formed to create the ‘best 
of both worlds’.  The proposal includes the creation of an Advisory Board that would 
provide oversight, expertise, and informed advice. A number of other local authorities 
have recently made similar decisions.  

Methodology 

A comprehensive consultation programme was designed to ensure that as many 
tenants and leaseholders as possible were encouraged to take part in the 
consultation.  

The consultation programme and material was presented to the joint residents group 
who provided advice and feedback about the accessibility and content of the 
material. The consultation document and questionnaire was changed as a result of 
this feedback.  

Consultation document and questionnaire – an 8 page information document was 
written and designed which explained the proposal in more detail and provided 
information about roadshows and meetings where people could find out more 
information. A questionnaire was also designed which asked tenants and 
leaseholders information about the current housing service they receive, their views 
on the proposal and objectives of the new housing service. The information 
document, questionnaire and a freepost reply envelope was sent to all Poole 
Housing Partnership and BCP Council tenant households and leaseholders. 

Roadshow drop-in sessions – 38 drop-in roadshows were held, where residents 
were invited to come and ask any questions or if they needed any support 
completing the questionnaire. The sessions were run by PHP and council 
employees.  

Tenant and Leaseholder meeting – six meetings were arranged (four in person, 
two virtual) Housing officers gave a presentation and there was an opportunity for 
people to ask questions.  
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Online information and feedback – All information was available on the council’s 
engagement hub. This also included an ideas wall, which asked for ideas for a new 
housing service. All the material can be found here.  

Fieldwork 

The fieldwork period ran for 12 weeks from Monday 23 August – Sunday 7 
November 2021.  

Communication and promotion 

All tenants and leaseholders were sent an information document and consultation 
questionnaire to complete. This information included the BCP Council and Poole 
Housing Partnership (PHP) logo. This information was also hosted on a dedicated 
page on the council’s engagement hub. The page received just under 2000 views. 

A press release was issued announcing the launch of the consultation which 
included a quote from BCP Council’s Portfolio for homes and the Chair of PHP 
Board.  

The consultation was also promoted on the council’s and PHP social media channels 
and websites.  

Analysis and reporting 

Darmax Research were commissioned to manage the mailing, data entry, analysis 
and reporting element of the housing management project. Their full report can be 
found in Appendix 1. For ease, the summary findings written by Darmax Research 
have been included within this report.  

Tenant and Leaseholder survey summary 

1,886 surveys were returned during the fieldwork period, representing a 17.9% 
overall response rate. 

Your housing service 

The majority of respondents were satisfied with the overall quality of their home, the 
safety and security of their home, and the way their housing service deals with 
repairs and maintenance. However, less than half the respondents were satisfied 
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with the way their housing service deals with antisocial behaviour, while just over half 
were satisfied with the opportunities to be involved and have their say about housing 
services or felt part of their community and meeting people.  

Respondents aged 25 – 34 were significantly less likely to be satisfied with all 
aspects of their housing service, while Poole residents were significantly less likely to 
be satisfied with the way their housing service deals with repairs and maintenance, 
the way their housing service deals with antisocial behaviour, their housing service 
keeping them informed about matters that might affect them and how quickly their 
housing service is able to respond to their queries and concerns. 

76% of respondents were satisfied with the service provided by their housing service 
overall, while respondents aged 25 – 34 years were significantly less likely to be 
satisfied with the service provided by their housing service than any other age group.  

Respondents were asked to detail what currently works well with their housing 
service. Respondents stated that their housing service deals with repairs promptly 
and are pleased with the quality of the repairs undertaken. Residents found the 
workmen to be friendly, polite and courteous. Respondents like being able to contact 
the housing service and their housing officer via a number of methods and they 
receive a prompt response to their enquiries. They also appreciated the friendly and 
polite staff that they spoke to over the phone. Respondents thought that the cleaning 
service, gas and electricity inspections and being able to access financial support 
worked well. 

However, when asked to detail what could be improved with their housing service, 
respondents commented that repairs take a long time to be addressed, while their 
homes were also in need of refurbishment and/or replacement of kitchens, 
bathrooms, doors and windows, with these being in need of replacement before their 
stated lifespan. Respondents want to be provided with more specific timeslots for 
repairs rather than being given an 8.00am – 4.00pm time. Respondents also felt that 
the external communal areas, including gardens and the general upkeep of buildings 
need to be improved and done on a more regular basis, as well as the cleaning of 
internal areas not being done to a satisfactory standard. CCTV and outdoor lighting 
are also needed to improve security and safety. Communication with tenants and 
between departments also needs to improve, as well as the ability to speak to 
someone over the phone. A number of respondents also commented on the fact that 
they rarely see their housing officer, and the housing service does not deal 
effectively with antisocial behaviour. Respondents also feel that the housing service 
does not house tenants appropriately with residents not placed with similar and like-
minded residents, causing tension and conflict. 

The vast majority of respondents indicated that access to a repairs service that 
resolves issues and fixes their home is important to them, while 72% of respondents 
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feel that keeping their neighbourhood clean and tidy is important. 59% of 
respondents feel that improvements to their home are important and 56% feel that 
managing the behaviour of other tenants and residents is important to them. 
Following these, there is a second tier of services that are important to residents, 
including communal cleaning (36%), tenancy support (33%), having a clear 
complaints process (32%), and resident involvement and being able to have their 
say on housing services (24%). 

Communication and involvement 

The vast majority usually use the telephone to look for or ask for information relating 
to their housing service, while 24% email to ask for information and 21% look on the 
website. While the majority of respondents in all age groups usually use the 
telephone to look for or ask for information relating to their housing service, older 
residents are more likely to use the phone than younger residents. In addition, 
respondents aged younger than 55 were significantly more likely to send an email or 
look on the website than those aged older than 55. Respondents aged 65 and older 
were also significantly less likely to search the internet than those aged younger than 
65. 

In addition, respondents were most likely to make a phone call to contact housing 
services to report a major problem, make a payment, tell them about a change in 
circumstance, get information or advice, or to report a neighbour problem. Younger 
respondents were typically more likely than older residents to contact housing 
services via a digital method for any of the reasons. 

63% of respondents have access to the internet at home, while older residents and 
those who live in sheltered accommodation, a bungalow, detached house or a flat 
are less likely to have access to the internet at home. 

Just less than half of respondents indicated that that they would like to get more 
involved and share their ideas and opinions about their housing service in the future. 
Respondents who were significantly more likely to have indicated that they would like 
to get involved were aged 35 – 44 years, respondents from Ethnic Minority or White 
Ethnic Minority backgrounds or those who live in a household with children or a 
household of 18 – 64 year olds without children. 

Of those that would like to get more involved, 55% would like to participate in 
customer satisfaction surveys, while 36% would like to get involved through online 
engagement opportunities including surveys. 28% would like to join a residents 
group to help shape key decisions. 
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Approach to a new housing service 

While just over half (51%) agree with the council’s preferred option, 27% neither 
agree nor disagree with it, and 14% disagree with it. Respondents who live in Poole 
were significantly less likely to agree with the council’s preferred option than those 
who live in Bournemouth. 

Respondents were asked to provide any concerns or comments they had about how 
the council’s preferred option may affect them. Respondents were concerned 
because they believe that organisations become less efficient as they grow larger 
and that the service will be slower to respond due to having to deal with more 
households and queries. In addition, respondents felt that the service works fine as it 
is currently and that the council should retain two separate models. The majority of 
these comments were from Poole residents. Poole residents also felt that the 
Bournemouth area would be prioritised in any combined service.  

Other respondents felt that the combined service would be good as it will be run as 
just one service and that they were pleased that it will be managed by the council, 
although it should retain local offices and hubs. 

Respondents were concerned that the service would result in cost cutting, resulting 
in a poorer service and they had worries as to whether there would be sufficient staff 
employed within the housing service. There was also concern as to whether the 
combined service would result in increased costs for residents. 

Residents felt that communication is key to any new combined service and that the 
advisory board should be representative of residents. 

Respondents were also asked to suggest any alternative approaches or ideas that 
the council should consider. A number of respondents suggested that the housing 
service should remain as it currently is with two separate models, and again 
expressed concern as to whether it would result in higher costs for residents. The 
council should improve communication and keep residents informed with honest and 
transparent information. The council needs to listen to local residents more than they 
currently do and there should be greater resident involvement. 

It is important that the housing service deals with repairs quickly and that there 
needs to be better management of external communal areas and green spaces. 
Repairs and maintenance needs to be brought in-house by the council. 

Respondents suggested that residents need to be housed appropriately and that 
there is a need for more housing to meet current demand. 

Housing officers need to be on site and present more than they currently appear to 
be and the housing service need to better deal with antisocial behaviour. There 
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needs to be greater support for vulnerable residents and everyone should be treated 
equally.  

Considering Equalities and Human Rights 

Respondents were asked to write in any positive or negative impacts of this proposal 
that they believe that BCP Council should take into account in relation to equalities 
or human rights. Respondents commented that everyone has the right to be treated 
equally, while the council needs to specifically consider the impact of the proposed 
changes on those with a disability, mental health needs or older people, as well as 
other protected characteristics. The housing service also needs to consider the mix 
of residents in close proximity so as to avoid any potential conflicts and impact on 
others. 

Objectives of a new housing service 

Respondents were asked for any comments they have about the draft objectives and 
if they think there is anything missing within them that should be included. A number 
of respondents commented that they thought that the objectives looked good, they 
covered everything and nothing more needed to be added to them. Other 
respondents commented that they hoped that the council had adequate resources to 
ensure that they were achievable and that they that they thought that the objectives 
were already being implemented, or if they weren’t, they should be. Respondents 
were again concerned as to the level of service they would get should the two 
services be merged into one. Respondents also commented on each of the 
individual objectives, primarily emphasising the importance that they should be 
implemented. 

About you 

In order to understand who took part in the consultation and ensure that views were 
gathered from a wide range of people, the survey asked respondents a number of 
demographic questions. 

60% of respondents were aged 65 or older, while 30% were aged 45 – 64. Less than 
10% of respondents were aged 44 or younger. 

62% of respondents were female, while 1% of respondents did not have the same 
gender identity as the sex they were registered at birth. 

3% of respondents were LGBQ. 

60% of respondents have a physical or mental health condition or illness lasting or is 
expected to last 12 months or more. 
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91% of respondents were White British, 5% were White Ethnic Minority and 3% were 
an Ethnic Minority. 

64% of respondents were Christian, 27% have no religion and 4% have an other 
religion or faith. 

8% of respondents have previously served in the Regular Armed Forces. 

51% of respondents live in a household comprising only adults aged 65 or older, 
27% live a household with only 18-64 year olds, while 12% live in a household with 
children. 

92% of respondents were tenants and 7% were leaseholders. 

41% of respondents live in a flat, 24% live in sheltered accommodation and 18% live 
in a semi-detached house. 

Ideas board analysis 

An online ideas board was hosted on BCP’s engagement platform which asked participants 
what they would like to see from a future housing service. Also, any ideas raised at the drop 
in roadshows were also posted on this ideas board. Users are able to like and comment on 
their favourite ideas. Comments have been included in the analysis.  

 

 

149 ideas                                                 

 

 

 

105 total number of views                                  

 

 

260 likes  
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The most prevalent themes in the comments were communication, staff and maintenance/ 
repairs of facilities. See examples of comments below.  

 

Theme Number of comments  
Communication 33 
Staff 32 
Maintenance/repairs of facilities 24 
Residents have a say/ resident involvement 15 
ASB 15 
Accountability 12 
More in person visits/ face to face 11 
Build more houses  9 
Positive comment 9 
Environmental factors  8 
Local office  7 
Financing 6 
Bins 5 
Safety 1 

Base: 149 

 

Staff (32 comments)  
Examples: 
 

Nearly all the comments here called for 
more face to face, personal contact with 
residents and the option to have live in 

wardens. 
 
 
 

“Sheltered housing officers to remain with 
increased visibility on site.” 
 
“Local and accessible staff needed 
including the Sheltered housing officer and 
general needs housing officer.” 
 
“There needs to be officers who are more 
readily available face to face to help 
support us and deal with issues.” 
 
“Bring back live-in wardens.” 
“More wardens who are accessible”  
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Communication (33 comments)  
Examples: 

Comments here varied but most comments 
highlighted the importance of better 

resident involvement and better 
communication between the tenants and 

the council. 
 
 
 

 
“Better communication between tenants 
and the council” 
 
“Residents must stay involved throughout, 
transparency is key!” 
 
“Phone line where you can speak to a 
customer service team important to keep.” 
 
 
 

 

 

Maintenance/repairs of facilities 
(24 comments) 

 
Examples: 

Comments here mainly identified gaps in 
the service that need addressing 

 
 
 

 
“Make sure trees are trimmed” 
 
“Install Wi-Fi into communal blocks” 
“More handymen are needed.” 
 
“Provide bicycle storage facilities at Senior 
Living Schemes” 
 
“Contact us over repairs – wrong 
maintenance people turn up – sometimes 
very bad workmanship” 
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Most liked ideas 

Users were able to ‘like’ their favourite ideas. Please see below the most popular ideas.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Need the council to 
listen to tenants 

8 

Great customer 
service, face to face 

with trained and 
knowledgeable staff 

Better services 
needed – cleaning, 
windows, heating 

If repair contractor at the 
property, allow them to 

pick up other small 
repairs to save having to 

do a further visit 

Phone line where you 
can speak to a customer 
service team important 

to keep 

Do not involve a housing 
association - Housing 

associations like sovereign 
housing are unaccountable 

nightmares. They cause more 
problems than they solve. 

6 

6 

6 

6 

Build more 3 and 4 bedroom family homes, prioritise 
families with disabilities - seems very obvious but when 

there are nearly 300 families bidding on only 2 to 3 
available properties a month, there is something terribly 

wrong. We need spacious homes. Families with disabled 
parents have no hope of buying due to being unable to 

work. Private sector rents aren't covered by housing 
benefit which means families are either massive out of 

pocket or forced to rent in tiny flats and be overcrowded. 
Make more homes! Prioritise disabled and the elderly who 

will never be able to buy 

5 

5 

Regular Housing Officer visits to 
tenants 

This must be an 
organisation that is 

Council led and 
never a housing 

association 

5 

I want to be able to access 
services locally. I don’t want to 

travel to Bournemouth to 
speak to a person. 

Ensure tenants aren’t left 
for years living with 

antisocial behaviour. 

Make sure it’s easy 
for tenants and 
leaseholders to 

contact the correct 
staff within the 

council 

Stop repairing properties for 
residents who have purposely 

damaged them and make them 
pay so the money can go 

towards real repairs & upgrade 

5 

5 

5 

5 

5 
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Open survey analysis 

Whilst this consultation was aimed at current tenant and leaseholders, we wanted to 
make sure we gave the opportunity to the wider public and those on the housing 
register to have a say if they wanted to. We hosted an online survey on our 
engagement hub which was open to anyone who had an interest to complete it.  

Fourteen respondents chose to take part in the survey and the results can be seen in 
Appendix 3. 11 out of 14 respondents agree with the proposal ‘to create a new 
housing service that is delivered within the council with an Advisory Board which 
provides oversight, expertise and informed advice.’  

 

Housing Management Disability consultation 

To be added 


