Bournville
[DATE] (/;/L%eW

350 Bournville Lane
[NAME AND ADDRESS] B.our.nwlle

Birmingham

B30 1QY

enquiries@bvt.org.uk

www.bvt.org.uk

0300 333 6540

Dear [NAME]
TENANT SATISFACTION SURVEY

Please help us improve the service we provide. To do this, we need to know
your views on what we're doing well and what can be improved. We'd be very
grateful if you can take just 5 minutes to complete the enclosed survey, even if
you are satisfied with the service you receive. Your answers will be shared with
the Business Improvement Team, who process the survey responses, but will
otherwise remain anonymous unless you give your permission. Together with
other landlords, we will also use your answers to calculate Tenant Satisfaction
Measures, which we publish annually.

To see some of the changes we make as a result of your feedback, please
check the newsletter which is either delivered to your home four times a year
or available at www.bvt.org.uk/your-neighbourhood/ways-to-get-involved/stay-
informed

As a token of appreciation for your help, we are supporting a number of local
charities in Birmingham and Telford by giving 50p for each survey completed -
just select a charity from the list at the end of this survey and we will donate to
the one you choose.

Please return the survey to us by [DATE] in the enclosed freepost envelope.

If you have any questions or concerns about this survey, or require the survey
in a different language or format, please do not hesitate to contact a member
of the Business Improvement team at BVT on 0121 667 1151 or email
surveys@bvt.org.uk.

Yours sincerely
fﬂcfa,w@a
Ashleigh Perrigo

Head of Business Improvement
Tel 0300 333 6540

Bournville Village Trust (BVT) is a Registered Charity No. 219260
Registered Provider No. L0702


http://www.bvt.org.uk/
http://www.bvt.org.uk/your-neighbourhood/ways-to-get-involved/stay-informed
http://www.bvt.org.uk/your-neighbourhood/ways-to-get-involved/stay-informed
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If you, or a member of our household has any additional needs that BVT should be
aware of, please let us know so that we make any necessary adjustments. If you would
like this document translated into a different language, please contact us.

Bengali

AN I G2 NG T O T FACO B O HYNZ B AR S
CTISNMTIIS) FBe!

Chinese
MBRBIRXDXHFIERTRMES, BKREA]
French

Si vous souhaitez que ce document soit traduit dans une autre langue, veuillez nous
contacter.

Panjabi

&8 HYIS 9

Persian

385 Gulad La L Ll €35 dan 3 (5 803 0l 40 i 0l 353 e S
Polish

Jesli chciatby$, aby ten dokument zostat przettumaczony na inny jezyk, prosimy o
kontakt.

Pushto
(ot 9 480 ) 0y y9a (5 S5 S ey ei J b Al g i gyl & gulias
Romanian

Daca doriti ca acest document sa fie tradus intr-o alta limba, va rugam sa ne
contactati.

Russian

Ecnu BbI xoTHTE nepesecTn 3TOT AOKYMEHT Ha /:l,pyr017| A3bIK, ﬂO)i(aﬂyVICTa, CBAXUTECDH
C HaMW.

Somali

Haddii aad jeclaan lahayd in dukumeentigan lagu turjumay lugad kale, fadlan nala
soo xidhiidh.

Swahili:
Ikiwa ungependa hati hii itafsiriwe katika lugha tofauti, tafadhali wasiliana nasi.
Urdu

@S bl e S ol 58 s e e Ol 5 msd ueS 1S Gy sl l WS (g ila o R

[REFERENCE]
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Service provided by BVT

. Taking everything into account, how satisfied or dissatisfied are you with
the service provided by Bournville Village Trust?

Very Fairly D Neither D Fairly Very
satisfied satisfied dissatisfied dissatisfied

. Please tell us more — what do we do well and how can we improve?

4 N

N /

BVT’s repairs service

. Has BVT carried out a repair to your home in the last 12 months?
Yes D No D

If you answered Yes at Q3, please go to Q4; otherwise please skip to Q7.

. How satisfied or dissatisfied are you with the overall repairs service from
BVT over the last 12 months?

Very D Fairly D Neither D Fairly D Very D

satisfied satisfied dissatisfied dissatisfied

. How satisfied or dissatisfied are you with the time taken to complete your
most recent repair after you reported it?

Very Fairly D Neither D Fairly Very
satisfied satisfied dissatisfied dissatisfied

[REFERENCE]
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6. If you think BVT can do anything to improve its repairs service, based on
your experience in the last 12 months, please tell us more here.

4 A

\_ /

Maintenance and safety

7. How satisfied or dissatisfied are you that BVT provides a home that is well
maintained?

Very Fairly D Neither D Fairly Very
satisfied satisfied dissatisfied dissatisfied

8. Thinking about the condition of the property or building you live in, how
satisfied or dissatisfied are you that BVT provides a home that is safe?

Very satisfied D Fairly dissatisfied D
Fairly satisfied D Very dissatisfied D
Neither D Not applicable / don’t know D

9. If you are not satisfied that BVT provides you with a home that is well
maintained and safe, please tell us more here.

4 N

\_ /

[REFERENCE]
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Communal areas

10. Do you live in a building with communal areas, either inside or outside,
that BVT is responsible for maintaining?

Yes D No D Don’t know D

If you answered Yes at Q10, please go to Q11; otherwise please skip to
Q13.

11. How satisfied or dissatisfied are you that BVT keeps these communal
areas clean and well-maintained?

Very D Fairly D Neither D Fairly D Very D

satisfied satisfied dissatisfied dissatisfied

12. If you are not satisfied with these communal areas, please tell us more
here.

4 N

N /

Your neighbourhood

13. How satisfied or dissatisfied are you that BVT makes a positive
contribution to your neighbourhood?

Very satisfied D Fairly dissatisfied D
Fairly satisfied D Very dissatisfied D
Neither D Not applicable / don’t know D
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14. If you are not satisfied with BVT's contribution to your neighbourhood,

15

16.

17.

please tell us more here.

4 N

. /

Interacting with BVT

. To what extent do you agree or disagree with the following? “BVT treats
me fairly and with respect.”
Strongly agree D Disagree D
Agree D Strongly disagree D
Neither D Not applicable / don’t know D
How satisfied or dissatisfied are you that BVT keeps you informed about
things that matter to you?
Very satisfied D Fairly dissatisfied D
Fairly satisfied D Very dissatisfied D
Neither D Not applicable / don’t know D

How satisfied or dissatisfied are you that BVT listens to your views and
acts upon them?

Very satisfied D Fairly dissatisfied D

Fairly satisfied D Very dissatisfied D

Neither D Not applicable / don’t know D
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Anti-social behaviour

18. How satisfied or dissatisfied are you with BVT’s approach to handling
anti-social behaviour?

Very satisfied D Fairly dissatisfied D
Fairly satisfied D Very dissatisfied D
Neither D Not applicable / don’t know D

Service complaints

19. Have you made a complaint to BVT in the last 12 months?

Yes D No D
If you answered Yes at Q19, please go to Q20; otherwise please skip to
Q22.

20. How satisfied or dissatisfied are you with BVT’s approach to complaints
handling?

Very Fairly Neither Fairly Very
satisfied D satisfied D D dissatisfied dissatisfied

21. If you are not satisfied with BVT’s approach to complaints handling,
please tell us more here.

4 N

. /
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Your details

22. Are you happy for us to share your details with other teams in BVT, to
help us in analysing the responses to this survey?

Yes D No D

If you answered Yes at Q22, please go to Q23; otherwise please skip to
Q24.

23. If you have any issues you’d like to discuss with us, we’d always
encourage you to contact us on 0300 333 6540 / enquiries@bvt.org.uk
for the swiftest response. However, if you would like us to recontact you
about any issues you have raised in this survey, please select ‘Yes’
below.

Yes D No D
And finally...
24. As a token of appreciation for your help, we'd like to donate to charities
local to our customers in Birmingham and Telford. Please select one
charity from the list below and we will donate 50p to the charity you

choose.

Small World at St

David's Baby and D Shropshire Wildlife Trust D
Toddler Group
Midland Mencap D Severn Hospice D

Thank you for taking the time to complete our survey. Please return your
survey to the Business Improvement team at BVT using the FREEPOST
envelope provided.
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