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What did

we do?

ﬁ researchresource

Cloch Housing Association commissioned Research
Resource to carry out an owner satisfaction survey.

99 interviews were carried out with Cloch owners using a
telephone interviewing methodology.

Interviews were carried out between 20t March to 51
April 2024.

This is a 33% response rate from the overall owner
population of 299.

This provides robust (+/-8%) and representative data
upon which you can be confident about making
decisions.
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Overall satisfaction ﬁ researchresource

Q1 Taking everything into account, how satisfied or dissatisfied are
you with the overall factoring service provided by the Association?

62% @ 53% @ 66%

48.5%
17.2% 19.2%
- E— D
Very satisfied Fairly satisfied Neither satisfied nor  Fairly dissatisfied Very dissatisfied

dissatisfied

Base: All respondents, n=99
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Ease of communicating with Cloch (s researchresource

Q3. How easy or difficult do you find it to communicate with Cloch

Housing Association?
@ 93%

50.5%
42.4%
2.0% 2.0% 3.0%
|
Very easy Fairly easy Neither easy nor Fairly difficult Very difficult
difficult

Base: All respondents, n=99
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Preferred contact methods = . —

Q5. How would you prefer to be able to contact Cloch
in the future? ALL THAT APPLY

By telephone [N 59%
Email [ 19%

Visit to office |} 3%
Via website || 2%
Other contact with staff | 1%

Staff visit to your home | 1%

Base: All respondents, n=99
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Cloch office opening times (s researchresource

Q4. Cloch'’s offices opening times are

currently Monday to Wednesday 9am to 5pm, Q8. Do you feel that there is
open until 6pm on a Thursday and close at value in Cloch opening until
4pm on a Friday. How satisfied or dissatisfied épm on a Thursday evening?

are you with office opening hours?

54.50%

44.40% @
929%

Yes
No 46%
54%

1.0%
Very Fairly Neither Fairly Very
satisfied satisfied satisfied nor dissatisfied dissatisfied _
. . Base: All respondents, n=99
Base: All respondents, n=99 dissatisfied
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Cloch portal (s researchresource

Q9. Do you currently use, or would

you use the My Cloch App or Portal? Q10. If yes, what do or would you

use it for?

Yes, currently Book

1U§; appointment I 6.3%
with housing staff

Yes, don’'t

use but
would be Report a I 6.3%
interested in communal repair "~
using in the
future
93.8%

3% Make payments

No, don't use account

and would

inf:gs’?eed in Reeeive
vsing information and - 31.3%
84% updates

Base: All respondents, n=99
Base: have or would use app, n=16
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Satisfaction with finance services = . —

Q11. How sdtisfied or dissatisfied are you with the finance service
provided by Cloch Housing Association, such as for account queries,
payment arrangements and making payments?

72.7% @ 94%

21.2%
o 2% 20% 2%
Very satisfied Fairly satisfied  Neither satisfied nor  Fairly dissatisfied Very dissatisfied

dissatisfied

Base: All respondents, n=99
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Factoring invoice (s researchresource

Q13. How easy do you find it to understand the information on your
factors invoice or statement?

58.6% @ 93%

34.3%

3.0% 2.0% 2.0%
|
Very easy Fairly easy Neither easy nor Fairly difficult Very difficult
difficult

Base: All respondents, n=99
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Repairs and communal maintenance e researchresource

Q15. How satisfied or dissatisfied are you with the repairs and
communal maintenance service provided by Cloch Housing
Association? (excluding landscaping issues)

52.5% @ 65%

16.2%
11.1%

71% 11.1%
_ = m H -

Very satisfied  Fairly satisfied Neither satisfied Fairly dissatisfied Very dissatisfied Don't know/no
nor dissatisfied opinion/have
Base: All respondents, n=99 not used service
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Value for money

Q17. Taking into account the factoring service provided by Cloch
Housing Association, do you think the cost of your factoring service
represents good or poor value for money? Is it...

o
/1%

16.2% 17.2%
_ = H
I [ ]
Very good Fairly good Neither good nor Fairly poor Very poor
poor

Base: All respondents, n=99
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Thank you for listening!
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