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Introduction

Background & objectives

The Government has specified that local authorities (and other best value authorities) collect and
report on a number of Best Value Performance Indicators (BVPI) that explicitly reflect users’
perceptions of a range of services provided.

This document contains the key findings from the 2006-07 BVPI BENEFITS survey conducted by
CWA on behalf of Tunbridge Wells Borough Council. The Government has prescribed in detail
what it believes to be the minimum requirements for conduct of this survey. This is to ensure
comparability of data across authorities.

The research explored the attitudes and experiences of recent claimants of either Housing
Benefits or Council tax Benefits.

The survey findings will be used by the council as the basis for making its submission to the
Department of Communities and Local Government (DCLG) in respect of BVPI 80A, 80B, 80C,
80D, 80E, 80F, 80G

The survey findings will also be used by the council to help establish its priorities for the future and
in improving its services.

Publication of Data
As with all our studies, findings from this survey are subject to our Standard Terms of Business. Any
press release or publication of the findings of this survey requires the advance approval of CWA.

Such approval will only be refused on the grounds of inaccuracy or misrepresentation



Key Findings

BVPI scores
Comparison of the results for the 2003-04 and the 2006-07 surveys shows that four of the BVPI have
a difference that can be regarded as ‘statistically significant’:

BV80A Contact with the office -7
BV80D Staff in the office -7
BV8OF Speed of service -8
BV80G Overall satisfaction -9

Getting in touch with the Benefits Office

76% agree that ‘the benefits office is somewhere that is easy for me to get to’

41% agree that ‘the benefits office opening hours are inconvenient for

49% agree that ‘staff tried to sort out my claim on the phone so | didn’t have to go into the office’ —
changed from 39% in the 2003-04 survey. (The difference between the 2 surveys can be regarded as
statistically significant).

36%agree that ‘I was given the name of a person in the benefits office to contact about my claim’
77% agree that ‘overall, | am satisfied with the ways in which | can contact the benefits office’

Visiting your local Benefits Office
63% went to the benefits office when they made their most recent benefits claim

33% agree that ‘| had to wait a long time before | saw the person | needed to’

63% agree that ‘I could talk with this person in a private place if | wanted to’ — changed from 53% in
the 2003-04 survey. (The difference between the 2 surveys can be regarded as statistically
significant).

90% agree that ‘the benefits office was clean and tidy’

53% agree that ‘more seats are needed in my benefits office’

74% ‘strongly agree’ or agree that ‘overall, | am satisfied with the experience of visiting the benefits
office’ — changed from 82% in the 2003-04 survey. (The difference between the 2 surveys can be
regarded as statistically significant).

Telephoning your local Benefits Office
41% telephoned the benefits office when they made their most recent benefits claim

71% agree that ‘the telephone call | made to the local authority benefits office was answered quickly’
26% agree that ‘when | made a call to the local authority benefits office | was transferred between
several different people’

70% agree that ‘once the call to the local authority benefits office had been answered, my query was
dealt with swiftly’

20% agree that ‘when | called the local authority benefits office it was difficult to speak to the right
member of staff’

72% agree that ‘overall, | am satisfied with the telephone service provided by the local authority
benefits office’

The staff in your local Benefits Office

82% agree that ‘staff in the local authority benefits office were friendly’

29% agree that ‘| wasn'’t always confident that what the staff said was correct’

74% agree that ‘things were explained in a way | could understand’

14% agree that ‘| felt unable to ask the questions | wanted to’

14% agree that ‘staff were in a rush’

78% agree that ‘Staff treated me with respect’

77% agree that ‘Overall, | am satisfied with the service provided by staff in my local authority benefits
office’ — changed from 84% in the 2003-04 survey. (The difference between the 2 surveys can be
regarded as statistically significant).




Key Findings

The forms you fill in to claim Benefits

33% agree that ‘the housing/council tax benefits claim form was difficult to fill in’

39% agree that ‘I | could fill in the form quickly’

63% agree that ‘the information that came with the form was helpful’

39% agree that ‘the letters sent out about my claim were difficult to understand’

59% agree that ‘overall, | am satisfied with the housing/council tax benefits claim form’

Your Benefits claim overall

71% are ‘satisfied’ with ‘the amount of time it took to tell you whether your claim was successful or not’
— changed from 79% in the 2003-04 survey. (The difference between the 2 surveys can be regarded
as statistically significant).

75% are ‘satisfied’ with ‘the service you receive from the local authority benefits office’ — changed from
84% in the 2003-04 survey. (The difference between the 2 surveys can be regarded as statistically
significant).

93% were successful with their claim

24% think that ‘The Housing/Council Tax benefits claim form’ is the factor that most needs improving

Additional questions
24% of respondents consider that having to provide some of the documents asked for caused a delay
in their claim being decided
The documents which were most likely to cause claimants a problem were
0 Bank statements
0 Wage slips
81%o0f respondents believed it was made sufficiently clear from the beginning which documents were
required
54% of these were aware that when you make a claim these documents can be taken to
any of the council offices
32%o0f respondents had had a home visit
75% of these found the home visit either ‘very’ or ‘fairly’ helpful
Of those that did not have a home visit, 29% said they would in interested in having one if
the visiting service we provided outside of office hours
83% of these preferred a home visit in the evening as opposed to at the weekend
34% of all respondents say that it is likely that they might want to make use of a home visit if they
make claim for Benefits in the future.



BVPI results

The BVPI ‘score’ is calculated by adding together the %s of respondents answering very satisfied and
fairly satisfied to the question:

Satisfaction with :

80A Contact with the office
80B Service in the office
80C Telephone service
80D Staff in the office
80E Forms

8OF Speed of service
80G Overall satisfaction

When comparing the results of the 2003-04 and the 2006-07 surveys we need to allow that the 2006-07
survey has an overall confidence interval of +/ - of 5% (rounded). (The confidence interval for individual
questions increases or decreases as the number of respondents to a question varies)

When comparing the results of the 2 surveys, as a general rule, we need to see_a difference of 8% or
greater before the difference can be regarded as ‘s tatistically significant’.

Comparison of the results for the 2003-04 and the 2  006-07 surveys shows that four of the BVPI
have a difference that can be regarded as ‘statisti  cally significant’:

BV8OA Contact with the office -7
BVvV80D Staff in the office -7
BV8OF Speed of service -8
BV80G Overall satisfaction -9



Methodology

Overall Methodology
The survey was conducted using the guidance detailed in the DCLG publication

‘Best Value Performance Indicators for 2006 / 2007 - Guidance for undertaking the Best Value
Surveys’

Postal Methodology
A postal methodology was used as this was judged to be the most appropriate for the needs of the
authority in terms of its cost-effectiveness and ease of administration.

Sampling

As instructed in DCLG guidance there were two separate sampling windows:

1* sampling window

The survey sample (625) was selected by CWA - on a ‘1 in n’ basis using a computer algorithm - from
a total address list of 1,396 claimants forwarded by council officers. A booster sample of 300 was also
mailed to after it became apparent that the level of response was unlikely to be sufficient to achieve
the required 312 replies.

2nd sampling window
The survey sample (625) was selected by CWA - on a ‘1 in n’ basis using a computer algorithm - from
a total address list of 1,022 claimants forwarded by council officers

The Questionnaire & other materials

A survey questionnaire booklet was designed and produced incorporating
A covering letter
A customised version of the DCLG template BVPI Benefits survey questionnaire downloaded
from the BVPI website

The front page of the questionnaire booklet was branded with the council’s logo.

Maximising the response rate
CWA provided council officers with guidance on maximising the response to this survey in the form of
a ‘help note’.

Fieldwork
1* sampling window
The fieldwork for the survey started in August 2006 and was completed in November 2006.

2nd sampling window
The fieldwork for the survey started in January 2007 and was completed in March 2007.

Each person in the selected sample was sent by CWA a personally addressed postal envelope
containing a copy of the agreed questionnaire booklet together with a FREEPOST envelope to
use when returning the completed questionnaire direct to CWA.

Non respondents were sent a further mailing containing upto 2 further full sets of survey materials and
an appropriately re-worded version of the agreed covering letter.

Presentation of the Data
In accordance with ODPM guidance, the base for analysis for each question is ‘valid responses’
only i.e. all those providing an answer.

Where percentages do not sum to 100, this may be due to computer rounding or multiple
answers.



Methodology

Reliability of the data

It should be remembered at all times that a sample and not all residents took part in this survey.
In consequence, all results are subject to sampling tolerances. Not all differences are therefore
statistically significant.

(It should also be borne in mind that the survey deals with peoples perceptions at the time of the
survey rather than facts; in particular these perceptions may not always accurately reflect the
level or quality of services being delivered.)

Overall, 656 people returned a completed questionnaire. A further 81 questionnaires were
returned as ‘deadwood’. Therefore the overall response rate was 45%. We can be 95% confident
that the overall survey findings have a  maximum potential for statistical error of less than
5.4%.

Great care should be taken when interpreting the responses of subgroups as the numbers of
respondents in any subgroup can be very small. It should be noted that, when analysing sub-groups
of the total respondents, the potential for statistical error grows as the sample size reduces.

The number of respondents in each of the key subgroups reported on in this document is shown
in the following tables.

When comparing the results between different subgro ups please cross-reference between
these figures and the table shown in the STATISTICA L RELIABILITY section of this
document to calculate the % that must be allowed be fore any difference can be said to be
‘statistically significant’

Number of % of all
respondents respondents

All respondents All
Sampling window 1% window
il 2" window
ful
Outcome of claim Successfu
Unsuccessful

Those dissatisfied with

) Di isfied - servi
the overall service ssatisfied - service

Those dissatisfied with

the time it took Dissatisfied - speed

And what gender are Male
you? Female
16-24 year olds
25-44 r ol
Agebands SR anlis

45-60 year olds
60 years or over

One adult under 60
One adult aged 60 or over
Two adults both under 60
How would you describe Two adults, at least one 60 or over

the composition of your Three or more adults, 16 or over
household? 1-parent family with children, at
least 1 under 16
2-parent family with children, at
least 1 under 16
Other
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Results of opinion
guestions

Getting in touch with the Benefits Office

76% ‘strongly agree’ or ‘agree’ that ‘the benefits office is somewhere that is easy for me
to get to’ — 15% ‘strongly disagree’ or ‘disagree’

41% ‘strongly agree’ or ‘agree’ that ‘the benefits office opening hours are inconvenient
for me’ — 41% ‘strongly disagree’ or ‘disagree’

49% ‘strongly agree’ or ‘agree’ that ‘staff triedt o sort out my claim on the phone so |
didn’t have to go into the office’ — 33% ‘strongly disagree’ or ‘disagree’

36%'strongly agree’ or ‘agree’ that ‘I was giventh e name of a person in the benefits
office to contact about my claim’ — 51%'strongly di sagree’ or ‘disagree’

77% ‘strongly agree’ or ‘agree’ that ‘overall, | am satisfied with the ways in which | can
contact the benefits office’ - 8% ‘strongly disagr ee’ or ‘disagree’
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Results of opinion
guestions

Thinking about your last Housing / Council Tax bene  fit claim please
indicate whether you agree or disagree with each of the following
statements:

Neither
Strongly agree nor Strongly
agree Agree disagree | Disagree | disagree
% % % %

The benefits office is somewhere that is easy for
me to get to

The benefits office opening hours are
inconvenient for me

Staff tried to sort out my claim on the phone so |
didn't have to go into the office

| was given the name of a person in the benefits
office to contact about my claim

Overall, | am satisfied with the ways in which |
can contact the benefits office

12



Results of opinion
guestions

The local authority benefits office is somewhere th at is easy
for me to get to

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| ©2006-07 0200304 |
2003-04 ‘agree’ and ‘strongly agree’ = 81.3%
2006-07 ‘agree’ and ‘strongly agree’ = 76.2%
Net difference = -5.1% The difference is not ‘statistically significant’
The local authority benefits office's opening hours are

inconvenient for me

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| D2006-07 0200304 |
2003-04 ‘agree’ and ‘strongly agree’ = 34.4%
2006-07 ‘agree’ and ‘strongly agree’ = 40.8%
Net difference = +6.4% The difference is not ‘statistically significa  nt’
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Results of opinion
guestions

Staff tried to sort out my claim on the phone so | didn't have
to go into the office

Strongly agree Agree Neither agree nor Disagree
disagree
| DO2006-07 D200304 |
2003-04 ‘agree’ and ‘strongly agree’ = 38.7%
2006-07 ‘agree’ and ‘strongly agree’ = 48.9%

Net difference = +10.2%

Strongly disagree

The difference is ‘statistically significant’

| was given the name of a person at the local autho  rity
benefits office to contact about my claim

Strongly agree Agree Neither agree nor Disagree
disagree
| D2006-07 0200304 |
2003-04 ‘agree’ and ‘strongly agree’ = 34.0%
2006-07 ‘agree’ and ‘strongly agree’ = 35.5%

Net difference = +1.5%

Strongly disagree

The difference is not ‘statistically significa

14
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Results of opinion
guestions

Overall, | am satisfied with the ways in which I ca  n contact
the local authority benefits office

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| D2006-07 0200304 |
2003-04 ‘agree’ and ‘strongly agree’ = 82.9%
2006-07 ‘agree’ and ‘strongly agree’ = 76.5%
Net difference = -6.4% The difference is not ‘statistically significant’
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Results of opinion
guestions

Visiting your local Benefits Office

63% went to the benefits office when they made thei  r most recent benefits claim

33% ‘strongly agree’ or ‘agree’ that ‘I had to wait a long time before | saw the person |
needed to’ — 43%'strongly disagree’ or ‘disagree’

63% ‘strongly agree’ or ‘agree’ that ‘I could talk with this person in a private place if |
wanted to’ - 18% ‘strongly disagree’ or ‘disagree’

90% ‘strongly agree’ or ‘agree’ that ‘the benefits office was clean and tidy’ - 2%
‘strongly disagree’ or ‘disagree’

53% ‘strongly agree’ or ‘agree’ that ‘more seats ar e needed in my benefits office’ - 23%
‘strongly disagree’ or ‘disagree’

74% ‘strongly agree’ or ‘agree’ that ‘overall, | am satisfied with the experience of
visiting the benefits office’ - 9% ‘strongly disag ree’ or ‘disagree’
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Results of opinion
guestions

Did you go to the Benefits Office when you made you  r most
recent Benefits claim?

37.5%

62.5%

B Yes BNo

If yes, thinking about your last Housing / Council Tax benefit claim

please indicate whether you agree or disagree with each of the
following statements:
Neither
Strongly agree nor Strongly
agree Agree disagree | Disagree | disagree
% % % %

| had to wait a long time before | saw the person
| needed to

| could talk with this person in a private place if |
wanted to

The benefits office was "clean and tidy"

More seats are needed in my benefits office

Overall, | am satisfied with the experience of
visiting the benefits office

17



Results of opinion
guestions

| had to wait a long time before | saw the person|  needed to

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| O2006-07 02003-04 |
2003-04 ‘agree’ and ‘strongly agree’ = 26.9%
2006-07 ‘agree’ and ‘strongly agree’ = 33.0%
Net difference = +6.1% The difference is not ‘statistically significa  nt’
| could talk with this person in a private place if | wanted to

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| D2006:07 0200304 |
2003-04 ‘agree’ and ‘strongly agree’ = 52.7%
2006-07 ‘agree’ and ‘strongly agree’ = 62.7%
Net difference = +10.0% The difference is ‘statistically significant’
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Results of opinion
guestions

The local authority benefits office was "clean and tidy"

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| D2006-07 02003-04 |
2003-04 ‘agree’ and ‘strongly agree’ = 95.6%
2006-07 ‘agree’ and ‘strongly agree’ = 90.1%
Net difference = -5.5% The difference is not ‘statistically significant’

More seats are needed in my local authority benefit s office

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| D2006-07 0200304 |
2003-04 ‘agree’ and ‘strongly agree’ = 56.5%
2006-07 ‘agree’ and ‘strongly agree’ = 52.5%
Net difference = -4.0% The difference is not statistically significant’
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Results of opinion
guestions

Overall, | am satisfied with the experience of visi  ting the
local authority benefits office

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| D2006-07 0200304 |
2003-04 ‘agree’ and ‘strongly agree’ = 82.3%
2006-07 ‘agree’ and ‘strongly agree’ = 73.6%
Net difference = -8.7% The difference is ‘statistically significant’
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Results of opinion
guestions

Telephoning your local Benefits Office

41% telephoned the benefits office when they made t  heir most recent benefits claim

71% ‘strongly agree’ or ‘agree’ that ‘the telephone call I made to the local authority
benefits office was answered quickly’ — 16%'strong| y disagree’ or ‘disagree’

26% ‘strongly agree’ or ‘agree’ that ‘when I made a  call to the local authority benefits
office | was transferred between several different people’ - 62% ‘strongly disagree’ or
‘disagree’

70% ‘strongly agree’ or ‘agree’ that ‘once the call to the local authority benefits office
had been answered, my query was dealt with swiftly’ - 13% ‘strongly disagree’ or
‘disagree’

20% ‘strongly agree’ or ‘agree’ that ‘when | called the local authority benefits office it
was difficult to speak to the right member of staff - 60% ‘strongly disagree’ or
‘disagree’

72% ‘strongly agree’ or ‘agree’ that ‘overall, | am satisfied with the telephone service
provided by the local authority benefits office’ - 11% ‘strongly disagree’ or ‘disagree’

21



Results of opinion
guestions

Did you telephone the Benefits Office when you made your
most recent Benefits claim?

40.5%

59.5%

B Yes BNo

If yes, thinking about your last Housing / Council Tax benefit claim
please indicate whether you agree or disagree with each of the
following statements:

Neither
Strongly agree nor Strongly
agree Agree disagree | Disagree | disagree
% % % %

The telephone call | made to the local authority
benefits office was answered quickly

When | made a call to the local authority
benefits office | was transferred between several
different people

Once the call to the local authority benefits
office had been answered, my query was dealt
with swiftly

When | called the local authority benefits office it
was difficult to speak to the right member of staff

Overall, | am satisfied with the telephone service
provided by the local authority benefits office

22



Results of opinion
guestions

The telephone call | made to the local authority be  nefits
office was answered quickly

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| D200607 0200304 |
2003-04 ‘agree’ and ‘strongly agree’ = 80.8%
2006-07 ‘agree’ and ‘strongly agree’ = 71.4%
Net difference = -9.4% The difference is not ‘statistically significant’

When | made a call to the local authority benefits office |
was transferred between several different people

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| D200607 0200304 |
2003-04 ‘agree’ and ‘strongly agree’ =34.8%
2006-07 ‘agree’ and ‘strongly agree’ =25.6%
Net difference = -9.2% The difference is not ‘statistically significant’
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Results of opinion
guestions

Once the call to my local authority benefits office had been
answered, my query was dealt with swiftly

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| D2006-07 0200304 |
2003-04 ‘agree’ and ‘strongly agree’ = 73.6%
2006-07 ‘agree’ and ‘strongly agree’ = 70.4%
Net difference = -3.2% The difference is not ‘statistically significant’

When | called the local authority benefits officei  t was
difficult to speak to the right member of staff

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| D200607 0200304 |
2003-04 ‘agree’ and ‘strongly agree’ = 24.0%
2006-07 ‘agree’ and ‘strongly agree’ = 19.9%
Net difference = -4.1% The difference is not ‘statistically significant’
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Results of opinion
guestions

Overall, | am satisfied with the telephone service provided
by my local authority benefit office

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| D2006-07 0200304 |
2003-04 ‘agree’ and ‘strongly agree’ = 74.5%
2006-07 ‘agree’ and ‘strongly agree’ = 72.4%
Net difference = -2.1% The difference is not ‘statistically significant’

25



Results of opinion
guestions

The staff in your local Benefits Office

82% ‘strongly agree’ or ‘agree’ that ‘staff in the
friendly’ — 6%'strongly disagree’ or ‘disagree’

29% ‘strongly agree’ or ‘agree’ that ‘l wasn't alwa
was correct’ - 48% ‘strongly disagree’ or ‘disagre

74% ‘strongly agree’ or ‘agree’ that ‘things were e
- 13% ‘strongly disagree’ or ‘disagree’

14% ‘strongly agree’ or ‘agree’ that ‘I felt unable
‘strongly disagree’ or ‘disagree’

14% ‘strongly agree’ or ‘agree’ that ‘staff were in
‘disagree’

78% ‘strongly agree’ or ‘agree’ that ‘staff treated
disagree’ or ‘disagree’

77% ‘strongly agree’ or ‘agree’ that ‘overall, | am
staff in my local authority benefits office’ - 9%

26
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satisfied with the service provided by
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Results of opinion
guestions

Thinking about your last Housing / Council Tax bene  fit claim please
indicate whether you agree or disagree with each of the following
statements:

Neither
Strongly agree nor Strongly
agree Agree disagree | Disagree | disagree
% % % %

Staff in the local authority benefits office were
friendly

| wasn't always confident that what the staff said
was correct

Things were explained in a way | could
understand

| felt unable to ask the questions | wanted to

Staff were in a rush

Staff treated me with respect’

Overall, | am satisfied with the service provided
by staff in my local authority benefits office

27



Results of opinion
guestions

Staff in the local authority benefits office were f  riendly

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| D2006-07 0200304 |
2003-04 ‘agree’ and ‘strongly agree’ = 85.7%
2006-07 ‘agree’ and ‘strongly agree’ = 82.0%
Net difference = - 3.7% The difference is not ‘statistically significant’

| wasn't always confident that what the staff said was
correct

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| D2006-07 0200304 |
2003-04 ‘agree’ and ‘strongly agree’ = 34.3%
2006-07 ‘agree’ and ‘strongly agree’ = 29.1%
Net difference = -5.2% The difference is not ‘statistically significant’
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Results of opinion
guestions

Things were explained in a way | could understand

Strongly agree Agree Neither agree nor Disagree

Strongly disagree
disagree
| D200607 0200304 |
2003-04 ‘agree’ and ‘strongly agree’ = 78.7%
2006-07 ‘agree’ and ‘strongly agree’ = 73.9%
Net difference = -4.8% The difference is not ‘statistically significant’

| felt unable to ask the questions | wanted to

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| D2006-07 0200304 |
2003-04 ‘agree’ and ‘strongly agree’ = 14.2%
2006-07 ‘agree’ and ‘strongly agree’ = 13.5%
Net difference = - 0.7% The difference is not ‘statistically significant’
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Results of opinion
guestions

Staff were in a rush

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| O2006-07 0200304 |
2003-04 ‘agree’ and ‘strongly agree’ = 14.0%
2006-07 ‘agree’ and ‘strongly agree’ = 13.6%
Net difference = -0.4% The difference is not ‘statistically significant’

Staff treated me with respect

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| D2006-07 0200304 |
2003-04 ‘agree’ and ‘strongly agree’ = 81.6%
2006-07 ‘agree’ and ‘strongly agree’ = 78.2%
Net difference = -3.4% The difference is not ‘statistically significant’
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Overall, | am satisfied with the service provided b vy staff in
my local benefits office

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| D2006-07 D2003-04 |
2003-04 ‘agree’ and ‘strongly agree’ = 84.4%
2006-07 ‘agree’ and ‘strongly agree’ = 76.9%
Net difference = - 7.5% The difference is ‘statistically significant '
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The forms you fill in to claim Benefits

33% ‘strongly agree’ or ‘agree’ that ‘the housing/c  ouncil tax benefits claim form was
difficult to fill in’ — 42%'strongly disagree’ or * disagree’

39% ‘strongly agree’ or ‘agree’ that ‘I | could fil | in the form quickly’ - 39% ‘strongly
disagree’ or ‘disagree’

63% ‘strongly agree’ or ‘agree’ that ‘the informati  on that came with the form was
helpful’ - 11% ‘strongly disagree’ or ‘disagree’

39% ‘strongly agree’ or ‘agree’ that ‘the letters s ent out about my claim were difficult to
understand’ - 37% ‘strongly disagree’ or ‘disagree '

59% ‘strongly agree’ or ‘agree’ that ‘overall, | am satisfied with the housing/council tax
benefits claim form’ - 16% ‘strongly disagree’ or ‘disagree’
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Thinking about your last Housing / Council Tax bene  fit claim please
indicate whether you agree or disagree with each of the following
statements:

Neither
Strongly agree nor Strongly
agree Agree disagree | Disagree | disagree
% % % %

The Housing/Council Tax benefits claim form
was difficult to fill in

I could fill in the form quickly

The information that came with the form was
helpful

The letters sent out about my claim were difficult
to understand

Overall, | am satisfied with the Housing/Council
Tax benefits claim form
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The Housing / Council Tax Benefits claim form was d ifficult
to fill in

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| D2006-07 02003-04 |
2003-04 ‘agree’ and ‘strongly agree’ = 39.7%
2006-07 ‘agree’ and ‘strongly agree’ = 33.3%
Net difference = -6.4% The difference is not ‘statistically significant’

| could fill in the form quickly

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| O2006-07 0200304 |
2003-04 ‘agree’ and ‘strongly agree’ = 40.6%
2006-07 ‘agree’ and ‘strongly agree’ = 38.6%
Net difference = -2.0% The difference is not ‘statistically significant’
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The information that came with the form was helpful

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| D2006-07 0200304 |
2003-04 ‘agree’ and ‘strongly agree’ = 70.2%
2006-07 ‘agree’ and ‘strongly agree’ = 63.0%
Net difference = -7.2% The difference is not ‘statistically significant’

The letters sent out about my claim were difficult to
understand

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| D2006-07 0200304 |
2003-04 ‘agree’ and ‘strongly agree’ = 34.2%
2006-07 ‘agree’ and ‘strongly agree’ = 39.1%
Net difference = +4.9% The difference is not ‘statistically significa  nt’
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Overall, | am satisfied with the Housing / Council Tax
benefits claim form

Strongly agree Agree Neither agree nor Disagree Strongly disagree
disagree
| DO2006-07 0200304 |
2003-04 ‘agree’ and ‘strongly agree’ = 64.1%
2006-07 ‘agree’ and ‘strongly agree’ = 59.0%
Net difference = -5.1% The difference is not ‘statistically significant’
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Your Benefits claim overall

71% are ‘very’ or ‘fairly’ satisfied with ‘the amou nt of time it took to tell you whether
your claim was successful or not’ — 17% are ‘very’ or ‘fairly’ dissatisfied

75% are ‘very’ or ‘fairly’ satisfied with ‘the serv  ice you receive from the local authority
benefits office’ — 13% are ‘very’ or ‘fairly’ dissa tisfied

93% were successful with their claim

24% think that ‘The Housing/Council Tax benefits cIl  aim form’ is the factor that most
needs improving
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How satisfied or dissatisfied are you with the amou nt of
time it took to tell you whether your claim ...... w  as
successful or not?

Very satisfied Fairly satisfied Neither satisfied nor Fairly dissatisfied Very dissatisfied
dissatisfied
| O2006-07 0200304 |
2003-04 ‘very satisfied’ and ‘fairly satisfied’ = 79.4%
2006-07 ‘very satisfied’ and ‘fairly satisfied’ = 71.4%
Net difference = -8.0% The difference is ‘statistically significant’

Taking everything into account, how satisfied or
dissatisfied are you with the service you receive f ~ rom the
local authority benefits office?

Very satisfied Fairly satisfied Neither satisfied nor Fairly dissatisfied Very dissatisfied
dissatisfied
| D2006-07 0200304 |
2003-04 ‘very satisfied’ and ‘fairly satisfied’ = 83.8%
2006-07 ‘very satisfied’ and ‘fairly satisfied’ = 75.2%
Net difference = -8.6% The difference is ‘statistically significant’
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Was your claim successful or unsuccessful?

7.4%

92.6%
B Yes EBNo
Thinking about the overall service you receive from the local authority benefits office,
which ONE of the list below do you think most needs improving?
| | |
27.8%
None of these [27.0%
7.6%
Other ]12.7%

The time it takes to tell me whether ] 9.p%

my claim for Housing/Co ] 15.8%

The Housing/Council Tax benefits ] 29.7%
claim form [24.1%
The staff service in the local 5.4%
authority benefits office [[4.9%

The telephone service provided by 4.5%

the local authority benefi ]5.4%
The experience of visiting the local 4.5%

authority benefits offi ]8.2%

The ways in which | can contact the 1.5%

local authority benefits 2.9%

02006-07 02003-04
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‘other’
Verbatim responses

A ticket machine to establish who is next in the queue

Actual payments of the claim seem muddled

Ambiguous questions mean that | often give incorrect information

Automatic doors for disabled

Being able to make a claim when you are unemployed

Benefits

Benefits office procedures are wasteful

Better arrangements for the sick or disabled

Council open Saturdays

Council tax benefit was sorted quickly housing benefit | never received a reply
Didn’t know there was a benefits office to go to at first

Extra seats

Generally satisfied

Home visits

| am deaf so my son does it for me

I can’t come into the office and cannot afford to sit on the phone waiting.

| could have been entitled to money from the beginning of the time that | was unemployed. Wasn't
informed correctly

I have been on benefit for a long time and the manager deals with it all

| spoke to numerous employees the information | gave them was made up!!

| started receiving benefits before getting any correspondence

| was interviewed by one of your staff at my home

| wish they would make up their mind on what forms and information they required
I would prefer if someone could visit and talk us through procedure rather than fill in forms.
Information that they receive should be done that day

Initial claim cancelled after a problem and then reinstated

It took 5 calls to get through but the answer | got was swift and helpful.

Letters each different, contradicting themselves all in one envelope

Letters not easy to understand

Make more information available for those making claims

More counters should be available

More home visits for disabled people

More patient staff

More places to pay in my council tax

More polite staff

More private areas for speaking. Having to explain difficult circumstances with everyone listening
More space needed. More than one person needed in reception

More staff. Always a long queue

Multiple forms from different departments don't left hand know what right is doing can confuse some
people.

My scheme manager does all my paperwork

Need more staff seeing more people at one time

Not enough staff. Too long a queue

Not enough seating in office

Not enough seating in the office

Parking for people with children and babies

Personalization of claim

Queues are always very long. More staff needed

Reduce time waiting for in the benefits office

Satisfactory

Staff should do what they say they do

The paperwork sent out breaking down your claim

That benefits are stopped every time it needs reassessing

The general atmosphere needs changing
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‘other’ (Cont.)

The letters are too long and repetitive

The letters sent out are difficult to understand

The man that helped was very helpful

The service of staff is good but there is often only one member of staff on duty

The staff can sometimes look down their noses at you and have no respect they are not aware of my
situation

The time it takes to tell me the outcome of my claim

The time it took to inform me if it had been successful

The time you have to wait to see someone

The way you are treated when trying to stop benefit because you have to pay your council tax.
The way you are treated when you are trying to make sense out of total confusion

There should be more staff available

They should make it easier for you to come in and see someone give us an appointment time
To make sure they photocopy all documents needed

Too much paper being wasted

Usually ask for a visit

Would be helpful if told exactly what entitled to would like more advice
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Additional questions

24%o0f respondents consider that having to provide s ome of the documents asked for
caused a delay in their claim being decided
0 The documents which were most likely to cause claimants a problem were
Bank statements
Wage slips

81%o0f respondents believed it was made sufficiently clear from the beginning which
documents were required
0 54% of these were aware that when you make a claim these documents can be taken
to any of the council offices
32%o0f respondents had had a home visit
0 75% of these found the home visit either ‘very’ or ‘fairly’ helpful
o Of those that did not have a home visit, 29% said they would in interested in having
one if the visiting service we provided outside of office hours
0 83% of these preferred a home visit in the evening as opposed to at the weekend

34% of all respondents say that it is likely thatt  hey might want to make use of a home visit
if they make claim for Benefits in the future.
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Which documents did we ask you to provide?

Wage slips
Bank statements
Tenancy agreements
Passport

Other forms of identification such as driving
licence

Utility bills
Other documents

Do you consider that having to provide some of thes e documents caused a
delay in your claim for benefit being decided?

%

Yes
No

Which documents did you have problems in providing?

Wage slips
Bank statements
Tenancy agreements
Passport

Other forms of identification such as driving
licence

Utility bills
Other documents

Can you give us a few details about what sort of di ~ fficulty you had?
Verbatim responses

As my partner gets paid weekly we had to get copies of wage slips, as originals were lost

At first | was told | didn’t need certain documents. Then had to bring them in

At the time | did not have an up to date bank statement

Awaiting forms form working families tax credit as | had changed jobs

Bank statements, as | have to ring post office

Bank statements only come every few months. | had to request them to be sent which took over a
week

Bank statements, not have driving license, my passport has expired

Claim for tax credit care allowance

Claimed housing costs in October | am still waiting to hear

Delay in getting statements

Delay in providing documentation

Did not have my new address at the time

Did not keep pay slips and had to wait for employer to provide proof

Didn't have any recent bank statements and | was still waiting for my tenancy agreement and | didn't
have a passport

Do not have these documents.
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Can you give us a few details about what sort of di ~ fficulty you had?(Cont.)

Do not own driving license or passport

Documents had to be originals but | have health problems and found it difficult to provide them
Documents were lost. 3 months lost because of incompetence

Documents were not kept in an accessible place

Don't have enough money to live on, my pensions are not enough

Don't always get wage slips from employers

Finding bank statements and wage slips. Wage slips sometimes not given to us yet. Hassling landlord
for documentation

Finding the forms you asked for or not having those forms

Get paid monthly and this caused problems with rent and | am now in debt

Getting all the documents needed, as | had no authority to get some of them

Getting proof from child tax credits

Getting through on the phone

Had a lot of trouble and you made my life hell for 6 months

Had just started new job so could not supply 6 wage slips

Had to apply for copy statement

Had to find a bank statement that was up to date

Had to provide information on private pension, which took a long while to organize

Had to wait 2 months before | had any reply then all | got was housing benefits not council tax

Had to wait for my new employer to send me wage details

Had to wait for my partner to get copies of wage slips

Had to wait for statements to be sent as | use Internet banking

Had to wait for wage slip before my claim could be dealt with.

Had to wait for wage slips

Have no passport as can't afford one

Having bills in my name

Having to collect wage slips from work

Having to go to High Weald for a print out then back to TWBC and queuing again

Having to go to the council office with the information needed and then finding it out it was the wrong
information

Having to send or take valuable or personal details to unknown persons caused me great concern
regarding identity theft fraud etc. | don't know who gets copies.

I can’t remember these things

| didn't have any bank statements so | printed them off on computer.

| don't keep paperwork properly

| fail to understand why you need proof of my address since | have been paying rate from here for 24
years

| had difficulty in obtaining a tenancy document

I had to keep bringing letters for the people in my house

I had to provide information for wage slips | no longer had

I had to wait and phone bank for my bank statement

I have just started work again and had no wage slips

I have M.E. and find it very difficult to find items needed. May have been misfiled since last visit

I misplaced my pay slips so | have to wait for the next slip to come.

I only just opened a bank account; | only had a passport for ID

I swapped from income support to other tax credits, | only work term time and over Christmas period
had no wage slips. Held back my claim and now in arrears.

| was asked to bring in some forms of ID, which | took in, | was then told they weren't needed and
asked to take in different forms. | took these in and was then

| was awaiting a pay slip

I was in a hospital bed and my girlfriend had to try and arrange all my paperwork

I was in the process of moving so had last address on

| was told some documents weren't needed at first and then | was told they were and | had to return
| was told that | would be given a pension credit increase and then told not

| was told to supply wage slips that | didn’t have and this put me into arrears for the first time in my life

44



Results of opinion
guestions

Can you give us a few details about what sort of di ~ fficulty you had?(Cont.)

If my spouses pay changes | have to have 5 weeks of slips as he is weekly paid before it is
reassessed

It just took time sorting them out.

Landlord didn’t have tenancy agreement. Benefits office said he did. Sorted it out in the end

Late husbands pension was being paid to me. The problem was working out how much | would get
Letting agent was to provide a copy of the tenancy agreement but he subsequently absconded

Long time waiting for wage slips

Mailing difficulty as a registered Blind person.

Making time to travel and get what was needed from all different places

Multiplication of details i.e. changed address then got a form sent to new address asking for change of
address?

My flat mate didn't want to provide wage slips/bank statements for my claim. Also my copy of tenancy
agreement had been altered.

My non-dependent was being charged too much rent and council tax, it was only after we insisted on
an appointment that we were asked to bring in last 2 wage slip

My p45

My tenancy agreement had been renewed and the rent was increased. This caused a delay

Name changed due to marriage and had to wait new papers for this

New employer had to sign my wage slip, which was very embarrassing.

Newly self employed and could not provide proof needed

No passport or driving license

No wage slips as self-employed

Not always got the bills and bank statements at the right time

Not having everything photo copied which meant | had to go back and ask them to do it

Not providing the right documents

Off work sick at times and could do without the trouble

Only having statements monthly we had to wait for a recent statement to come in

Only just started a job so | didn't have 2 months of wage slips

Paperwork was lost at council and had to provide it again. Thank goodness that | had a copy!
Parents are my landlords and | had to give proof of rent with their account details

Phone contact

Proof of university course had to be provided annually. One daughter training to be doctor and had to
reapply every year for 6 years

Providing child care stuff as mine had been nicked

Recently separated from partner and therefore statements had to be changed

Repeated requests

Sometimes | didn't have up to date information that would be important to my claim, therefore delaying
the claim

Sometimes the information needed was not always to hand

Staff were not prepared to wait for wage slips, instead took full amount of dependant changes, which
made my rent account in arrears.

Tenancy agreement out of date and was increased. The new one was not accepted

Tenancy agreement was taken by mistake and | had to wait for this to be returned

The documents were not asked for at the same time

The work place messed up one weeks wages, which takes two weeks to rectify

They wanted my child tax credit form and my child benefit, which | was still waiting for

Time consuming

Time waiting on employers to provide information. Other government agencies needing it at the same
time

Time!

Took a long time to go through

TWBC asked for self employed accounts but could not decide what financial year this all wasted time
Unable to supply wage slips required.

Use Internet banking and did not have paper bank statements

Wage slips had overtime money on it. They thought he got that every month and therefore had to
reclaim
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Can you give us a few details about what sort of di ~ fficulty you had?(Cont.)

Wage slips not available

Wage slips owed and bank statements only come once a month

Waiting for other benefit forms. Child tax/working tax

Waiting for Pension credit forms to come back when you give a time limit.
Waiting for the documents to be posted to us

Wanted 2 months wage slips which was impossible. Went into arrears as a result
We had a lot of hassle and gave up in the end.

We had trouble finding someone willing, | was on medication

We were asked to provide building society books, which we did only to be told we could have entered
things in them

Work didn't pay me for 3 months so | wasn't getting any wage slips.

Do you think we make it sufficiently clear from the beginning which
document(s) we needed you to provide?

No

Are you aware that when you make a claim you canta ke these documents to
any of our offices?

Did you have a home visit when you made your lastc  laim?

Yes
Did not want one
Did not know | could have one

If yes, how helpful did you find the home visit?

Very helpful
Fairly helpful

Neither helpful nor unhelpful
Fairly unhelpful

Very unhelpful
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Would you be interested if our visiting service was provided outside of office
hours? Office hours are currently 8.30am to 5.00pm Monday to Friday

%

Yes
No

If yes, what would be your preferred time and day o f visit?

Weekend
Evenings

Should you want to make a claim for benefit in the future how likely do you
think it is that you might want to make use of a ho me visit?

Very likely
Fairly likely
Not sure
Fairly unlikely
Very unlikely
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Is there anything else you would like to add?

Verbatim responses

(We are not always able to read people’s handwriting. Also we only record the first 120 characters and
some people’s comments are too long. Where necessary we have used our judgement in translating
individual comments)

A man came to see me from the council about the documents you wanted, wage slips, bank
statements, etc. | gave him all the information and he stayed about 40 mins

Action from letters from employers with changes of salary immediately to stop overpayment causing
me financial problems as housing has increased a lot.

Staff attitudes can be better, when | first claimed | was told that | would be better off giving up work
All staff | have seen or spoken to have been friendly and polite. | have recently become a widow and
had some difficulty understanding things as my late husband dealt with it.

Although my claim was accepted | feel the amount awarded was unsatisfactory. The rules are too rigid
Although the experience of my claim was less stressful than anticipated | do feel that staff could have
been more approachable. Not out to rip the country off that supports me

Am | still on the housing list? Due to ill health I'm on incapacity benefit and am struggling to pay my
bills. Is there any other help | can get??

Annoying not being able to pay my council tax at the council office. | have to pay it at the HSBC bank,
which has constant queues

Any benefit received that is for children should not be included in the calculation for housing benefit
As a housing association tenant for nearly 10 years do we have a right to buy?

Became worse off because of the benefits and overpayment. My experience was not a good one
Benefits are sorted out now as before | had a lot of problems

Considering the help received from other councils TW is the best

Cooperation between your departments

Couldn't work due to serious accident so we put a claim in, it was a temporary situation as | couldn't
work. But my partner was taken to court for failing to pay council tax. Our situation was not taken into
consideration and we have incurred court costs

Forms ask too many personal questions

Had much more problems with Income Support - can never get to talk to someone

Have file of 100 pages for last 12 months- at high cost to local taxpayers. How can elderly claimants
cope with this paperwork, writing detailed letter to director of finance?

Having lived in a third world country previously | am very grateful and really appreciate all the good
work and kindness we get from you, you are doing an excellent job

Home visit office is very unapproachable and has made my wife feel very uncomfortable in her own
home

Home visits when requested would be useful, | asked for one once and was told it would be up to 6
weeks

Hopefully you had my ideas about your services

I am at home now having spent 4 months in hospital, 5 operations, 4 complications with bowel cancer
unable to work so was very shocked to be denied help when other people get help

I am completely satisfied with the benefits service and could not possible manage without them

I am confined to a wheelchair but have never been asked if I'd like to use the lower desk in the
benefits office. If | am asked to produce one item why can | not fax it to you? Instead | have to come
down in person only for you to take a photocopy

I am just 60 and was told that my benefits would almost double and so | made commitments to that
effect, | then found out somebody had assumed | was retiring so | got even less which was very
stressful for me and it's still not sorted out

I am still not sure if my claim was worked out correct. | will be coming in with the paper, as now | have
to pay full rent and council tax. | had an accountant friend look at paper and she disapproves with your
working out.

I am very grateful and impressed with the very efficient and kind TWBC
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Is there anything else you would like to add? (cont )

I am very grateful having the help of the council in this difficult time and looking forward to back to
normal again in the future. | hope, a near one. | am sorry for the delay answering the questionnaire

I do not like the way they treat you if they pay you too much money

I don't like the feeling that someone is looking down his or her nose at me or that I'm an inconvenience
I don't mind filling in this form to help and survey but | no longer receive housing benefit.

| feel | could have provided other evidence i.e. bank statements instead of wage slips but | was told
they weren't good enough, my family were threatened with eviction as well as suffering financial
hardship over Christmas.

| feel that most of the questions are irrelevant

| feel that the info provided by my claim for jobseekers allowance could be used to populate the same
info held about me for housing benefit. | would also like to be able to email queries/complaints in order
to avoid having to travel

| feel that the service provided could be better by having more staff on the counters this way my claim
would have been dealt with properly

| find a visit by staff to fill in forms very helpful and big benefit to us

| find it frustrating that the council can afford the admin/postage of this survey but don't have any
contingency funds for those who are most poor.

| had a stroke and have now moved into sheltered accommodation.

I have a war pension for deafness and have shrapnel in my body for which | do not get a pension

I have been so grateful for kindness and patience given to me and for the first time in many years |
have felt secure. Thank you so much

I have found the council to be a totally different experience to dealing with the dept for work and
pensions who have been awful

I have now got full time job and contacted my council office in writing so | don't know if | am still eligible
for this draw

I have recently got married and am no longer in receipt of housing been but feel that | received very
good service from helpful staff while | needed it

I hope all the letters sent are made from recycled paper

I think online services would be helpful either filling forms online or being able to send queries by email
| think their needs to be more staff; every time I've been in there have been a long wait and only 1
person working

I think you need more staff in the office on the desks to answer the phones and also to make your
letters regarding benefit easier to understand.

I think you should provide a better way of helping younger people get on to the housing market

| was charged for going overdrawn due to a mistake by the benefits office. Reception desk staff
unhelpful

| was unable to claim benefit. Some of staff could not speak decent English. They were unhelpful and
could not give me positive answers

I was v cold this winter even though it was quite mild | cannot afford utility bills on my benefits.

| was very happy with the service. Have since moved away

| wasn't entitled to any benefits because | had made a claim in the last 2 years even though | have
worked for 99.9% of my working life. There are people in my block who never go to work yet they
seem to have no problem claiming. Yes there is a problem with

I would like if possible to have a home visit by one of your inspectors

I would like to see the council tax machine back in use, as it is so quick and easy to use for all.

If possible to rent house from council because the private landlord rented his out for business and |
pay a lot of money.

In my opinion the services | have received have been fair and the service was excellent

Initial claim was made in March 06 and was successful. In June 06 my identity was hijacked and
bogus claim for tax credits was claimed in my name therefore my pension credit was cancelled. Staff
was v good to me during a frightening time

Initially this form frightened me and | phoned the office that then explained

It is wrong | should have to pay council tax out of my benefit. Stop sending out forms in other
languages, as this will not help integration. | have signed on abroad and do you think they do this for
foreigners in their countries? Afraid not
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Is there anything else you would like to add? (cont )

It would be nice to be told at time of claiming if there is anything else | might be eligible for egg free
prescriptions, milk, school dinners. The forms sent are too long and too complicated

Just a comment, nowhere can | find in this document the explanation of CWA

Just to say make letters simple i.e. write you need to pay £... each month until.... Apart from that the
service was great

Maybe instead of waiting 1 hour to be seen the council should provide an appointment system for
people at work to be given times convenient to them

Me dealing with the council has been satisfactory and helpful in many ways they do a good job

More of personal circumstance needs to be considered when people make any kind of claim

Most letters and forms are difficult for me as it takes me all morning to fill them out. Stressful to answer
and remembering where to put things. Every letter and form is a big deal for me and | dread the
postman coming.

Most of those claiming benefit would prefer not to but getting out of the benefit trap is a problem
because if you try to improve your situation money is immediately withdrawn. There is no buffer zone
to get yourself straight so you can return to being in

My claim for housing/council tax benefit was as a change of landlords as | moved house. | am
currently still waiting for decision for tenancy.

My daughter dealt with my application. | am satisfied with the process

My daughter has power of attorney for me, but | can't remember some things so we have a problem
with this form. | have enclosed a copy of her power of attorney form but any correspondence to be
sent to my address.

My husband died in July so | have filled in the form, as | am the occupier now

My income changes each month and | submit pay slips monthly, | do not feel it is necessary to send
me such a large amount of documents again, as some are a repeat of the first set received. It would
save paper

My mother died on 21.5.06. | have answered some points with limited knowledge

My son lives with me

My wife is disabled and a wheelchair user, we have at my expense installed a stair lift and modified
the bathroom so that she is able to attend to her washing needs, you do not ask any questions
relevant to this why?

Need toilets and baby changing area

Never had cause to telephone the office as we always visit in person. We would like to thank all your
staff for their courteous and helpful manner

Notified council of change of address but never made a claim but received letter 2 weeks later giving a
little extra rent benefit. Next they wrote to me saying | had been overpaid by £45. My housing
association phoned TWBC and gave them my new rent which

Outstanding service

Overall | was satisfied with the service | received. It is only since reading this form and finding out that
the council are offering home visits | feel slightly let down. | explained my circumstances fully when |
applied for benefit and in my opinion should

Q30 signed off sick due to depression

Seems pointless having to supply the same info every six months

Some other form of identity proof would be useful perhaps ID care, not everyone drives or has
passport especially retired persons

Staff always friendly and helpful

Staff is always helpful and polite and | feel at ease taking in my forms to them

Staff is helpful and sympathetic

Staff at counter level friendly. Have had to phone up about assessment levels as previously although
bank statements and books are photocopied errors have been made on balances when letters sent
out.

Staff at the benefit office are always helpful and understanding

Staff helped me at a very difficult time in my life without judging or comment. | thank them very much
Staff on the telephone are really friendly but not in Hastings Town Hall

Stop threatening people who are simply trying to do the right thing
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Results of opinion
guestions

Is there anything else you would like to add? (cont )

That info is looked at on the computer so that letters are not sent out saying you need to prove this
info when it has already be dealt with. This means unnecessary worry, phone calls and visits to benefit
office

The letters you send for housing/council tax could be shorter, instead of 6 pages long or more.

The staff at my benefits office are always very helpful and efficient

The thing of most concern to me was the attitude of the majority of benefit staff towards those who
need to make a claim. | found it a wholly unpleasant experience

The time it takes to assess a claim after a change in circumstances e.g. increase in rent or more
money coming in, should be speeded up to stop situations where clients are owing council money
This form in itself was confusing at times. Double negative

Too many items | am sure will never ever be solved

Traffic wardens stop fining people who have permits!

TWBC have some very personal details of me, which | find intrusive. | need an accountant on call for
TWBC and time spent sorting claims | could have earned a lot more money

Very pleasant staff thank you for all your help

Was out of work for 2.5 months and made a claim for benefits which was successful. As soon as |
started work a letter arrived from your lovely bailiffs for £563. Unfair as seems nowadays if you go to
work you are punished especially if you have young child

Was recently told | owed money for council tax from previous address which | was not solely
responsible for and this address which only lived in since Nov. Between council and bailiffs there
seems to be some confusion and | have to seek help from CAB

When a benefit is paid direct to the landlord it would be helpful if a statement of each payment went to
the tenant to ensure no lapse on either party either on payment or tenant notifying of changes

When circumstances changed | called immediately informed you that it was out of date. The result
was that | had to pay back £100, which was very difficult

When | go into the housing benefit office there is only ever one member of staff at the desk and the
queue is shocking. More staff needed

When | go to the desk at my local housing benefit office | feel these should be somewhere more
private to discuss certain things. Everyone else can hear what you are saying

When | was sent to have my home visit no showed up as that week | stopped claiming benefit but no
one bothered to call me to let me know this so waited around all day and no one showed up. Very
dissatisfied

While signed off from my part time job after having a collapsed lung | phoned your office to make you
aware of my situation and was told to put it in writing and pop it in to you, unable to hold up my own
torso and limited use of both arms, the reason for

Why do we have to live with anti social people it's making me ill. | live with it daily. No one cares
Would have helped if council had a seat in the queue because standing doesn't help

Would home visit five answer straight away

Would like to see improvements in the office. More staff to deal with enquiries and the phone

Yes | would like to ask staff to read the information that is handed in properly. Not only the T/Wells
office but also the income support. | have had to go into your office a few times because the info | give
you is not read.
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Statistical reliability

Assessing the potential for ‘statistical error’

We cannot be certain that the results obtained in this survey would be exactly the same as the results
obtained from interviewing all residents. However, we can statistically predict the degree of possible
variation by reference to the number of respondents and the spread of the responses to any given
question. The Table below shows the 'potential for error' that should be borne in mind when
interpreting the tables included in this report.

The table has been compiled on the basis of a 20 to 1 ‘confidence level' - which in Market Research
terms is considered to be 'reasonably sure'.

The sampling tolerances vary according to the size of the sample and the size of the
percentage results.

Approximate sampling tolerances that need
to be allowed for where the pattern of
responses is at or near these levels
Number of respondents to a specific question 10% or 90% 30% or 70% 50%
+or- +or- +or-
200 4 6.5 7
400 3 5 5
500 3 4 5
600 3 4 4
800 2 3 4
1000 2 3 3
Comparing the results of subgroups
— the differences required for significance at or near the following percentage levels
Sample size of the subgroups to be compared 10% or 90% 30% or 70% 50%
+or- +or- +or-
100 and 100 7 13 14
100 and 200 7 11 12
200 and 200 7 10 11
250 and 400 5 7 8
100 and 400 6 9 10
200 and 400 5 8 9
500 and 500 4 6 6
1000 and 250 4 6 7
1000 and 500 3 5 5
1500 and 1500 2 3 4

As a general rule, where the base number is Very low (<50) it is not advisable to make any

inferences about the results for that sub-group.
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