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Customer Satisfaction Survey
Anti-social Behaviour 
This survey asks you to tell us about how well you think we dealt with your complaint about anti-social behaviour.  

To help us improve our service in the future, please complete the survey and return it to:

The Housing Management Team

Westway Housing Association
Ladbrook Hall, 79 Barlby Road,

London W10 6AZ
	Your ethnic origin

	White
	Asian or Asian British

	British
	(
	Indian
	(

	Irish
	(
	Pakistani
	(

	Other
	(
	Bangladeshi
	(

	Mixed
	Chinese
	(

	White/Black Caribbean
	(
	Other
	(

	White/Black African
	(
	Other

	White/Asian
	(
	Middle Eastern
	(

	Other
	(
	East European
	(

	Black or Black British
	Other ethnic group
	(

	Caribbean
	(
	

	African
	(
	Prefer not to state
	(

	Other
	(
	

	Your age

	16-24
	(
	35-45
	(
	55-59
	(
	65-74
	(

	25-34
	(
	45-54
	(
	60-64
	(
	75 +
	(

	Prefer not to state
	(
	

	Your sex

	Male
	(
	Female
	(
	Transgender
	(

	Do you consider yourself to have a serious illness or disability?

	The term disability covers both physical and mental impairments that have a substantial and long term (i.e. has lasted or is expected to last at least 12 months) effect on a person’s ability to carry out normal day to day activities

Examples of a disability include:

· People with HIV, cancer and multiple sclerosis

· Mental health conditions such as schizophrenia

· Learning disabilities such as Down’s Syndrome


	Yes
	(
	No
	(
	Prefer not to state
	(

	What is your religious belief?

	Buddhist
	(
	Christian
	(
	Hindu
	(

	Jewish
	(
	Muslim
	(
	Sikh
	(

	None
	(
	Prefer not to state
	(

	Other
	(
	Please state:
	

	How would you define your sexual orientation?

	Gay
	(
	Lesbian
	(
	Heterosexual
	(

	Bisexual
	(
	Prefer not to state
	(


We will treat all information we receive as confidential.  We will not pass your details to any third party, or identify you in any way.
About You:
	Your name


	

	

	Do you require assistance with completing this form?

	No


	(
	

	Yes

	(
	Please tell us what you need and we will contact you

	

	

	

	Your telephone number
	



1. Please tell us a little bit about you
Why do we ask you to provide this information? We are committed to continually improve the anti-social behaviour service we offer, and to provide this service fairly for all. In order to do this we keep certain information about our customers on computer and paper records. We use this information to help us deliver an effective service, and to ensure our services meet the needs of all our customers in all the communities we serve. All information you provide in this form will be treated in confidence and in line with the Data Protection Act 1988. Any information you provide about ethnicity, religious belief, sexuality will be treated as sensitive information and access to that information will be restricted to designated officers.

About Your Complaint
2.   What kind of anti social behaviour did you complain about?

	Noise nuisance
	(

	Rubbish
	(

	Graffiti
	(

	Pets
	(

	Problems with neighbours
	(

	Drug dealing
	(

	Criminal activities
	(

	Vandalism
	(

	Other - Please state:-
	

	


3.   Please tell us when you first complained to us?

	0-2 weeks ago
	1-2 months ago
	2-4 months  ago
	4+ months ago

	(
	(
	(
	(


4.   How did you first complain to us?

	Telephone
	(

	Letter
	(

	Email
	(

	In person
	(

	By both telephone and letter
	(

	Other – Please state:
	

	


5.   How quickly did we first contact you after you complained?

	1 day
	2 days
	3 days
	5 days
	Other – please state

	(
	(
	(
	(
	(


6.   How did we contact you?

	Letter
	(

	Telephone
	(

	Email
	(

	In person
	(

	Other - Please state:-
	(

	


7.   What information or advice did we give you about your complaint when we first contacted you?
	That we would investigate
	(

	That we would do specific things to prevent the incident recurring
	(

	That we could not take action because we did not have enough information
	(

	That what you complained about was found not to be anti-social behaviour
	(

	That what you complained about was the responsibility of another organisation
	(

	Other – Please state:
	

	


8.   What other contact did you receive from us about your complaint? (Tick more than one box if necessary)
	Telephone call


	(

	Letter


	(

	Home visit


	(

	Email 


	(

	Interviewed at housing office


	(

	Received a visit from maintenance staff


	(


9.  At any time during this process, did our staff offer you information about any of the following?
	Anti-social behaviour leaflet


	(

	Mediation services


	(

	Anti-social behaviour diary sheet or log 


	(

	Contact details for other agencies


	(

	Information from tenant handbook


	(


10.   If we agreed to investigate or to do specific things, did we do this?
	No
	(
	(Go to question 11)

	Yes
	(
	(Go to question 12)

	Don’t know
	(
	


11.   If we did not do the things we said we would do, did we contact you to explain why?

	No
	(
	(Go to question 13)

	Yes
	(
	(Go to question 13)

	Don’t know
	(
	


12.   If we did take action, did it resolve the anti-social behaviour?

	No

	(
	(Go to question 13)

	Yes, fully

	(
	(Go to question 15)

	Yes, partly

	(
	(Go to question 15)

	Yes, but it wasn’t stopped by us

	(
	(Go to question 15)


13.   If we did not resolve the anti-social behaviour, did you make a further complaint about anti social behaviour?

	No
	(
	(Go to question 14)

	Yes  
	(
	


14.   Please tell us why you didn’t complain again:

15.  Did we contact you specifically to let you know the outcome of the investigation or actions?

	No

	(

	Yes  

	(

	Don’t know/can’t remember
	(


16.   Did you understand the information or advice that we gave you about your complaint about anti social behaviour?

	No

	(

	Yes  

	(

	Don’t know/can’t remember
	(


17.  During the investigation, did we let you know who you would be dealing with?

	No

	(
	

	Yes  

	(
	If so, who?
	


18.  How satisfied were you with the decisions we made about dealing with your anti-social behaviour complaint?
	Very satisfied


	(

	Satisfied


	(

	Dissatisfied


	(

	Very dissatisfied


	(


About Our Staff
20.  As part of the service you received, did you feel that you have been treated fairly and equally?

	No

	(

	Yes  

	(


21.  Please tell us how staff dealt with you about your anti-social behaviour complaint:
Staff were:





	
	Yes
	No

	Polite


	(
	(

	Prompt in responding to me


	(
	(

	Friendly


	(
	(

	Approachable


	(
	(

	Listening to my complaint


	(
	(


22.   Overall, how satisfied were you with the service you received?
	Very satisfied


	(

	Satisfied


	(

	Dissatisfied


	(

	Very dissatisfied


	(


23. How long did it take us to resolve your anti-social behaviour complaint?

	Under 1 month


	(

	2-3 months

	(

	4-6 months

	(

	6-12 months

	(


24.   Do you have any ideas for how we can improve our service?

Thank you for taking the time to complete this survey
Please return this survey to:

The Housing Management Team

Westway Housing Association

Ladbrook Hall, 79 Barlby Road,

London W10 6AZ





















